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GALINA 
Dubai, UAE
Email | galina.349641@2freemail.com 
Personal Information:

Date of birth: December 7, 1984
Personal status: single, without children
Nationality: Russian

PROFESSIONAL QUALIFICATIONS 
· Excellent leadership, interpersonal and communication skills
· Excellent customer service skills and managing customer service
· Extensive experience managing and directing retail travel services & logistics
· Extensive experience sales & marketing at tourism, hospitality and insurance
· Demonstrated ability in leading, building and supporting agency teams
· Deep knowledge of managing retail-based travel services (hotels, airports )
· Remarkable ability to prospect and identify selling opportunities 

· Proven ability to acquire and expand customer services portfolio and increase contract sales

· Ability to work in a fast-paced, rigorous hospitality and tourist sales environment 

· Proficient in knowledge of Reservation Services systems and databases 

· Proficient in developing and implementing success marketing campaigns to increase sales
PROFESSIONAL EXPERIENCE 
Grand Hyatt Dubai, Dubai, UAE                                                                          2016 – up today
Senior Guest Relations Officer
· Meet and greet all guests

· Meet & greet VIP guests
· In-room Check-In/Check Out for Top VIP guests
· Providing proper information about the hotel, outlets, facilities, promotions to the guests
· Assisting the guest at the hotel
· Updating guests history
· Follow up on the guest requests and ensure it is done or offer alternative solution.
· Own the problem, solve it and follow up, involve your supervisor when it is necessary.
· Ensure that the service offered and the provisions provided to the guests are up to company standard.
· Ensure that the service provided to the guests will win their loyalty to return to the company.

· Ensure that the guest service is excellent so that he/she will return to the hotel.
· Updating statistic of meet & greet guests

· Doing daily briefings for management with presenting daily hotel operation results, meet  & greet guests results. 
Grand Hyatt Dubai achievements:
· Direct influence on the performance of statistic data with customer service score
· Positive feedback from the guests 
· Positive feedback with personal recognition by the guest after their stay

· Impact the NPS score (Net Promoter Score)  and recently personal recognition by guests with great comments
· Impact the guest status changing from detractors/passives to promoters 
Grand Hyatt Dubai, Dubai, UAE                                                                          2016 

Concierge, Front Office Department   
· Providing proper information about the hotel, outlets, facilities, promotions to the guests
· Assisting the guest at the hotel at the concierge desk and by phone
· Reservation of outlets, tours, city tour planning

· Sales of tours (Big Bus tour, Arabian Adventure Tours  and etc.)
· Reservation of meet & greet service at the airport ( Marhaba service) and transportation

· Daily reports at the system (statistic reports)

Grand Hyatt Dubai achievements:
· Achieved in-house restaurant reservations 30%

· Achieved tours sales in 30%

· Positive feedback from the guests

Grand Hyatt Dubai, Dubai, UAE                                                                          2015 – 2016 

Receptionist, Front Office Department   
· Check in/ Check out 

· Daily Tasks at Front Desk 
· Operation’s Reports
· Updating profiles at Opera
· Cashiering  (cash , Credit Cards, Debit Cards, reports)

Grand Hyatt Dubai achievements:
· Top 3 at receptionist performances results (86%)

· Achieved individual monthly upsell target in 140% 

· Feedback from the guests with 100% score

· Positive feedback with personal recognition by the guest after their stay

· Performance merit promotion to Guest Relation due to excellent customer service results 
Parus Travel Company, Ltd., Khabarovsk, Russia 



2013 – 2015 

Chief Executive Officer/ Owner  
· Business development 
· Sales & marketing planning 

· Development of new partnerships overseas

· Creation and  management of tour packages: medical tours, educational tours, MICE, travel visa support and insurance  
· Engagement with customers

· Reservation for top VIP customers with 24 hours support
· Staff  management,
· Accounting

· Expanding client data base
· Signing of profitable contracts with foreign tour operators and hotels

· Participation in Tourism Expedition (exhibitor & visitor role)
Parus achievements:

· Successfully increased customer base by over 80% since inception of Parus
· Developed and acquired leisure based contracts with hotels, and through partnerships with foreign travel agencies 

· Developed and acquired direct services contracts with hospitals in South Korea, Thailand, Singapore

· Broadened services to accommodate direct contracts with language schools abroad
Wheel of Travel Company, Ltd., Khabarovsk, Russia



2009 – 2013

Director of  Sales  Department
· Definition of yearly budget and  business development plan;

· Analysis of the market and sales trends and to ensure the implementation of activities to increase revenue and market share

· Develop and design attractive offers/campaigns/promotions & packages to maximize revenue

· Develop and maintain close relations with key clients and outside contacts

· Coordination of Sales & Marketing team, ensuring they have all the necessary information and tools to carry successfully their tasks to achieve the targets
Wheel of Travel achievements:
· Successfully increased customer base 

· Participation in tourism exhibitions 

· Successfully increased partners base 
· Successfully achieved target profit above 30%
Wheel of Travel Company, Ltd., Khabarovsk, Russia



2008-2009
Sales Manager
· Definition of yearly budget and business development plans;

· Analysis of the market and sales trends and to ensure the implementation of activities to increase revenue and market share

· Develop and design attractive offers/campaigns/promotions & packages to maximize revenue

· Develop and maintain close relations with key clients and outside contacts

· Coordination of Sales & Marketing team, ensuring they have all the necessary information and tools to carry successfully their tasks to achieve the targets

Wheel of Travel achievements:

· Performance merit promotion from  Manager to Director of  Sales  position within 3 months 

· Increased the customer base by 30 %

· Rewarded and recognized as Top Salesperson for consecutive sales periods

· Successfully mentored and trained Tourism Sales staff 

· Awarded for the development of a new tour services package for Medical travel purposes
Voyage Travel Company Ltd., Khabarovsk, Russia



2007 – 2008
Sales Manager
· Charged with foreign partners

· Translation of services, documents, and packages (Russian <|> English <|> Chinese)

· Communication with customers

· Reservation of accommodation, flights, transfers

· Attraction of customers, management of individual tours and travel packages

· Insurance policies

· Participation in tourism exhibitions

Voyage Travel Company achievements:

· Successfully increased the customer base 

· Advanced learning of reservation systems and databases
· Commended Delegate to the international exhibition as exhibitor of Chinese business to promote Chinese Travel companies and attraction new partnerships with Russian services companies
· Expanded business partnerships by 50 %

· Successfully contracted new services with travel agencies in Siberia Territory (Novosibirsk, Irkutsk, Krasnoyarsk, Omsk and Yakutsk)
Voyage Travel Company Ltd., Khabarovsk, Russia



               2007 

Travel Consultant  

· Research various destinations and means of travel regarding prices, customs, weather conditions, reviews etc. 

· Diagnose the clients’ specifications and wishes and suggest suitable travel packages or services 

· Organize travels completely through booking tickets and accommodation, securing rental transportation etc. 

· Use promotional techniques and prepare promotional materials to sell itinerary tour packages

·  Maintain relationships with key persons Reach the revenue and profit targets
Voyage Travel Company achievements:

· Successfully increased the customer base 
· Achieving monthly target

· Creating new tour packages
EDUCATION
· Diploma of Tourism Management 
 



           2007

Role specialization: Travel Manager

Vladivostok State University of  Economics and Service  
· Diploma of Oriental Languages 






2007

Specialization: Linguist, Instructor of English & Chinese languages

Far-Eastern State University of Humanities, Khabarovsk
PROFESSIONAL TRAINING & CERTIFICATIONS
· Upsell Training 







           2015
TSA Training Services

· Certificate of Hotel Sales Specialist 


                                   2015


J.W. Marriott 

· Sales & Marketing Workshop  






2011
Pegas Touristik Company Ltd.
· Certificate of Travel Business Management 




2010
Khabarovsk State Academy of Economics & Law

Professional Development Course

· Sales & Marketing Workshop






2009
International School of sales and service from Michael Bang
· Certificate of Language (Chinese)






2005
Pedagogical University in Jilin Province, China

SOFTWARE SKILLS:
· Microsoft Office Professional (all the programs)
· BAT

· SAMO Tour Package

· Bitrix 
· 1C Accouter
· OPERA 
LANGUAGE SKILLS:
· English (fluent) 
· Chinese (intermediate)
· Russian (expert - native)                             
NOTES:

· UAE Driving license 
· Own car 

