CURRICULUM VITAE


Emma 
PROFESSIONAL RECEPTIONIST/ADMINISTRATION ● 5 YEARS EXPERIENCE
	Experienced Hospitality & Administrative professional with over 5 years of experience that encompasses project and document management.  An accomplished individual who has a confident and professional manner, along with exceptional multi tasking and organizational skills.  Able to exhibit confidentiality, discretion, tact and professionalism when dealing with directors and senior managers while assisting with secretarial and administrative tasks.


KEY SKILLS
· Communication Skills: Comfortable interacting at all organizational and cultural levels
· Flexible and Adaptability: Assimilate quickly in transitions, switching roles as needed to maintain productivity.  Embraces new concepts and methods
· Resourceful Problem Solver: Adept in anticipating and analyzing problems and formulating solutions
· Detail Oriented and Conscientious: Keen eye and attention to detail and inconsistencies, striving for flawless output.
· Computer Proficiency: All Microsoft suites and IT literate
· Other Skills: Customer service, Reception, filing, typing, word processing, transcribing dictation and speed notes 
                          CAREER OBJECTIVE
To work in a challenging and dynamic environment with or without minimal supervision. I strive to contribute, maintain and develop the organization standards at all times and to pursue Business Management to an advance and strategic level to join the world class Personalities in business and organizational management.

PROFESSIONAL EXPERIENCE
Reservation Agent & Receptionist, Acacia Premier Hotel-Kenya August 2015 – March 2016  
Duties
· Processes reservations by mail, telephone, telex, cable, fax or central reservation systems.
· Processes reservations from the sales office, other hotel departments, and travel agents.
· Knows the types of rooms available as well as their location and layout.
· Knows the selling status, rates, and benefits of all the packages plans.
· Knows the credit policy of the hotel and how to code each reservation.
· Creates and maintains reservation records by date of arrival and alphabetical listing.
· Prepares letters of booking confirmation.
· Communicates reservation information to the front desk.
· Processes cancellations and modifications and promptly relays information to the front desk.
· Understands the hotel’s policy on guaranteed reservations and no-shows.
· Processes advance deposits on reservations and requirements.

· Tracks future room availabilities on the basis of reservations.
· Helps develop room revenue and occupancy forecasts.
· Prepares expected arrival list for front office use.
· Assists in preregistration activities when appropriate.
· Handles daily correspondence. Responds to inquiries and makes reservations as needed.
Head Receptionist at Fahari Gardens Hotel, Nairobi, Kenya Oct 2013 – December 2014 

Duties 
· Greeting and assisting in the check in of guests and escort guests to the room.
· To be demanding and critical to service standards at the front desk.
· Responsible for employees to project professionalism.
· Making workable duty shifts and allocations.
· Ensure a speedy telephone and message delivery service at all times including updating the booking site on available rooms for sale and booking cancellations.
· Responding to emails from variable sources.
· Maintain an atmosphere of tranquility at the front desk, never giving the impression that there’s a problem.
· Verify constantly that the physical product in all aspects is consistent with the hotel standards.
· Schedule myself to be on the front during peak operation hours, checking on standards of services.

· Periodically inspect rooms to ensure cleanliness and well maintained rooms as well as patrol assigned areas frequently to ensure cleanliness and well maintained areas.
· Ensure that policies and procedures in regard to staff appearance, hygiene and sanitation are enforced.
· Liaise closely with other departments such as housekeeping and kitchen department and emphasize on excellent inter-departmental relations. 
· Delegate authority and responsibilities to direct subordinates without relinquishing ultimate responsibility for the operation.
· Write reports of room forecasts and sales every end of month.
· Update records for the human resource department of all employees within the premises.
· Taking bookings and learning how to use the IDS booking system effectively.
· Personally and frequently verify that guests in my operation are receiving the best possible service available.
· Personally and frequently verify that guests in my operation are receiving the best possible service available.
Receptionist at Mara Bushtops Camp, Kenya            May 2012– Sept 2013 
Duties
· Delivering friendly and effective customer service, that creates a warm and welcoming      atmosphere for all our guests.
· Assisting in keeping hotel/camp reception area clean and tidy at all times
· Updating the shift diary during and at the end of shift detailing all important activities carried out.
· Maintaining and displaying excellent knowledge of local area.
· Billing guests upon check out as well as handling foreign currency exchange services for guests.
· Keeping up to date with current promotions and hotel pricing, to provide information to guests, on request, whilst maximizing other sales opportunities.
· Fulfilling all reasonable requests from guests to ensure their comfort, satisfaction and safety.
· Report any maintenance issues immediately to line manager and update electronic shift diary. This includes status of the tent, maintenance for all furniture, fittings and equipment 
· Provide reports, as required, for housekeepers and management.
· Checking in/out of guests successfully and professionally as they arrive/depart.
· Ensuring that guests are allocated to the right room, and then showing them where they need to go and give any important contact details.
· Provide administrative services for the Manager.
· Maintain the general filing system and file all correspondence as well as develop an accurate filing system,
· Maintaining an adequate inventory of office supplies.
· Taking bookings and learning how to use the Fidelio booking system effectively. 
Front Office Assistant, Afamosa Resort Hotel-Malaysia May 2010-Dec 2010
Duties: 
· Rooming guests as well as issuing room keys.
· Handling guest’s luggage. 

· Providing information on available services like location of theme parks, room rates.
· Handling guests’ mails and parcels. 

· Handling customer service queries on telephone.
· Billing clients and receiving payments from clients.
· Updating guests registration cards upon check in.
· Checking in/out of guests.
· Preparation of meals vouchers and printing out breakfast reports.
· Handling foreign currency exchange services for guests.
· Handling guests’ visitors.
· Processing advance reservations for guests using opera system.
Administrative Assistant, Summit Stocks &Investments Ltd-Kenya. Sept 2006-Jan 2008  
Duties:
· Customer service on general queries regarding stock investments.
· Secretarial duties in the Managing Director’s office as well as forwarding technical queries to the Managing Director.
· Processing investor applications and updating client journals.
· Managing company registry

· Banking cash and cheques as well as cash withdraws from bank.
· Reconciling bank statements with client accounts. 

· Advertising in local dailies.
· Offering After sales services to clients.

PERSONAL DETAILS
·       Date of Birth     : 7th July 1985
· Gender              : Female
· Nationality         :  Kenyan
· Marital Status    : Single
· Religion             : Christian
· Languages
        : English, Swahili 
EDUCATIONAL BACKGROUND 
2012-2013                             Online Programme, Lobster Ink

                                                         Certificate in Service Delivery

2008-2011   


Nilai University College-Malaysia
          Diploma in Tourism Management 
2006-2008   


Cross World Institute of Professional Studies 
          Diploma in Community Development and Social work
2006-2008


 Cross worlds Institute of Professional Studies                  
                                                          Certificate in Computer Applications                        


2002-2005                               Kenya Certificate of Secondary Education
            Loreto Convent Msongari
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