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Roshni 
Roshni.328465@2freemail.com 
PERSONAL SUMMARY

Upbeat, courteous and respectful guest service representative offering 3 years of relevant experience with top five star hotels including ROTANA. Expert in responding actively to guest needs and delivering matchless guest services in areas of dining, accommodation and room services. 

CAREER OBJECTIVE:

To work for a progressive organization in a highly motivating and challenging environment that provides the best opportunities to grow and utilize my potential to the fullest to achieve the organization’s goal while achieving my personal goals.


AREAS OF EXPERTISE 
	· VIP protocols
	· Account processing
	· Complaint handling

	· Front office handling
	· Rooms reservation
	· ERP Software

	· Cultural sensitivity
	· Voucher adjustment
	· Cash reporting

	· Payroll Administration
	· Log maintenance
	· Contingency list preparation


 qualification

· Bachelor in Hotel management from IIHM Kolkata
· Certificate: Food Quality Standards by TUV Middle East
· Certificate: Soft Skills Training
· Diploma: Computer Applications
· Hands on experience of OPERA/FCS/FBM Applications, Abu Dhabi CID Operations, MS Office and Acrobat Packages
Professional Profile
2015 August–Present–PARK ROTANA, Abu Dhabi - Guest Service Representative/ Business Centre Secretary
 Assisted front desk director by providing daily brief to team, in preparation of work manual and in providing special treatment to VIP guests
· Provide assistance to guests by answering their inquiries and other concerns. Note down guest’s requests and cater for the same.
· Courteously greet the guests, cater for their accommodation requirements and give them the best guest service needed, guiding them about various suites and room features along with tariff. 
· Responded to guest’s demands, Encoded and relayed guest’s concerns to relevant staff that will further assist the concern of the guest.

· Inform guests with their billing information, unpaid bills and other important concerns. Generate consolidated bills, accept and process payment.
· Type reports, letters, memos, forms and correspondence, including those of a confidential nature, invoices and invitations.
· Prioritize duties and perform accordingly, ensure guest requirements and urgent correspondence is handled immediately with speed and efficiency.
· Assure front desk is manned and maintained at all times
· Liaising with corporate partners (Airlines/O&G companies) about their employee’s needs during stay at Rotana. 
Key Accomplishments:
· Enhanced the guest’s positive feedback through demonstration of exceptional work etiquette and hospitality skills.
· Contributed massively to overall enhancement of referral clientele by demonstrating immaculate guest services.
2014 Feb – 2015 July - The Lime Boutique Suites, Hyderabad India- Front Desk Executive
Extensive hands-on experience in different Front Desk roles. Highly skilled in guest services activities – both on telephone and in person. Actively assisted front desk manager in managing department. 
· Greeted the visitors entering the premises. Kept record of all clients that enter the facility. Gave out passes

· Welcome guests on arrival and provide information regarding availability, room types and rates

· Answered incoming calls to the front desk. Attending to guest queries and responding accurately. Relayed information to guests
· Special talent for handling guests in terms of registration, check-in and check-out, ensuring accurate postings of all incidental charges using computerized Front Office systems.

· Ensure the privacy and security of all guests by maintaining confidentiality.

· Proficient in managing cash and credit cards

· Proven record of servicing guests’ complaints and resolving problems in a friendly manner

· Instruct bell boys to assist guests with luggage

· Provide information regarding hotel policies and activities in response to queries both on the phone and in person.
· Maintain inventories pertinent to vacancies, reservations and rooms

Key Accomplishments:

· Nominated for Best employee award 2014. 

· Offered “team leader” position at end of service. 
2014 Jan – 2014 June – Institution of Advance Education Kolkata – Senior Education Counsellor
· To provide an effective and confidential counselling service to students appearing for counselling.

· To refer students to other support services and agencies as applicable.

· To support academic staff in their pastoral role with students.

· To participate in developing Service provision and working practices.

· To maintain records and statistics in line with the Service’s Policy on Confidentiality and Data Protection and to liaise with the Services’ Co-coordinator to input data into the Service’s database.
Internship and Trainings

· Worked in outdoor catering services in various reputed hotels such as Taj west end Bangalore, ITC, olive beach, golden palms.

Personal Details


Date of Birth

:     March 9, 1993


Place of Birth

:     Kolkata


Age


:     23 years old


Gender


:     Female


Civil Status

:     Single


Citizenship

:     Indian 


Language Spoken
:     Hindi, English
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