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Well-trained and experienced professional, eager to utilize knowledge, expertise and leadership skills for a rewarding role in International Aviation. Holds 6+ years proven track record in handling wide range of customer service environment - Airline and Casino, with key strength in client relations and customer service excellence. Consistently demonstrated strong competencies in carrying out multiple tasks simultaneously, organizing various activities, streamlining operations, establishing new improvements, performing well under pressure, coordinating with third parties and surpassing performance parameters. Strategic and fast track achiever with excellent communication, interpersonal, organization and coordination skills with presentable   personality and professional business style.
STRENGTHS

+ Well-trained with Int’l Experience 
 

              + Expertise in Customer Service Functions
+ Adept in Business Operations 
 


              + Administration & Coordination Proficiency
+ Team Spirit & Leadership Capabilities 

                              + Excellent Communication Skills

+ Commitment to Service Excellence 


              + Proactive, Versatile, Performance-driven

CAREER SNAPSHOT 

Casino Supervisor SOLAIRE RESORTS & CASINO – Aseana Ave, Manila Phils. 
        
        July 2016 - Present
Manager TECERUMA SPA & SALON – Ortigas, Manila Phils.


                  April 2015 – June 2016
Airport Ground Crew, DELTA AIRLINES INC. – NAIA Manila, Phils.  
                              July 2011 – January 2015
ACHIEVEMENTS    

· Consistent service excellence and commended for performance.
· Demonstrated resourcefulness and initiative in support of management with flexibility in working well in cross-functional teams.

· Gained comprehensive knowledge and thorough understanding of customer service handling in an Int’l environment.
· Successfully managed/supervised a team of employees and designed and implemented key standards in customer service.
· Performed assigned workload with indefinable enthusiasm, commitment, honest, dedication and drive towards
          contributing to continued business growth.
AREAS OF EXPERTISE   

Customer Service
· Act as first point of contact for customers while projecting professional image at all times.

· Provide first-class customer experience resulting to satisfaction, loyalty and retention.

· Process customer transactions and respond to inquiries in a responsive, accurate and timely manner.

· Apply basic concepts, practices and procedures of handling client’s complaints while meeting quality standards for customer services.

· Examine all relevant information to assess validity of complaints and to determine possible causes.

· Refer unresolved grievances to concerned department for further investigation.

· Keep records of customer interaction and transactions, document details of inquiries, complains, issues, comments and actions taken.

· Uphold proactive communication with customers through phone, e-mail or regular mail.

	


Cont’d...

· Producing written information for customers, often involving use of company software.

· Writing reports analysing the customer service to ensure quality standards are in place
· Developing customer service procedures, policies and standards as per company’s requirements, objectives and goals

· Meeting with other managers to discuss possible improvements to customer service

· Being involved in staff recruitment and appraisals;

· Training staff to deliver a high standard of customer service;

· Leading or supervising a team of customer service staff;

· Benchmarking products or services of competition and keeping up to date with changes.
· Contribute to the establishment and development of the organization’s goodwill/reputation.

Management/Administrative Functions
· Oversee activities required to Sales, Mktg. and Business Development.  Overall Operations Management
· Formulate strategic plans and operation control to ensure smooth flow of company operations and continued business growth

· Provide accurate, efficient and committed office work support to different departments.

· Liaise with different departments to coordinate activities, exchange information, and resolve issues and concerns to ensure timely implementation of objectives
· Handling staff and performance management, employee development, target achievement and corrective action
· Facilitate proper coordination for different departments and manage all support services for entire company
· Organization of administration requirements and assess necessary improvements
EDUCATION
Bachelor of Science Major in Tourism Management
De La Salle University - Dasmariñas, Cavite Philippines
PROFESSIONAL DEVELOPMENT

· Delta Air Lines Practicum (250 hours) – Sept to Nov 2010
· Westgate Travel and Tours (200 hours) – July to Sept 2010
· Abacus functionalities for tourism students – Aug 2010


· Airline Ticketing and Passenger Handling- Philippine Airlines – Jan 2009
· Complaints Management 2009
AWARDS & RECOGNITION   
· Employee of the month (Delta Air Lines)- April 2013
· Certificate of Distinction (Grade: 99%)  Abacus Functionalities for Tourism – Aug 2010
· TOEIC Examination (Score: 905) – Dec 2010

IT SKILLS

· Adept in MS Office Suite (Word, Excel, PowerPoint, Outlook)
· Proficient with E-mail Applications, Internet Browsing & Web Research

PERSONAL DETAILS
          Nationality: Filipina
 

Marital Status: Single

    Visa Status: Visit Visa/ Transferable 
              
             Languages: English & Tagalog[image: image1.png]
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