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CAREER HIGHLIGHTS


8+ years of extensive experience in front line position handling Inbound Tour Operations in UAE.


7+ years of experience in Inbound & Outbound Tours in India.


Market Specialization – Cruises, Indian and German Markets


In depth knowledge of Luxury Cruise ground handling in UAE


Proven track record in business development, Client relations and customer service. 


Highly organized and detail oriented. Able to multi task in busy environments and adept in handling last minute changes. 





�





Shyla


� HYPERLINK "mailto:Shyla.373575@2freemail.com" �Shyla.373575@2freemail.com�  


DMC SPECIALIST





An inbound tour / destination management specialist with more than 15 years of solid experience in business development, customer service and administrative management with responsibility handling clientele from Europe,  USA and India along with Cruiseliner Regent Seven Seas, Oceania, P & O, Cunard, Silver Sea, MSC, and Aida. 





PERSONAL INFORMATION:





Nationality:


INDIAN





Marital Status:  


SINGLE





Date of Birth: 


22 Feb 1978





Languages Known: 


English, Hindi & Malayalam




















 



























































CAREER  SNAPSHOT





SHARAF TOURS LLC, Dubai, UAE                  Supervisor – Luxury Cruises & German Market �
�
Dec 2013 – Apr 2017 �
�
DISCOVERY TRAVEL LLC, Dubai, UAE                 Supervisor to Manager (Inbound Tours)�
�
Nov 2008 – June 2013 �
�
KERALA VOYAGES, Cochin, Kerala, India                        Asst. Manager to Sr. Manager (Inbound Tours)�
�
Jan 2004 – Sep 2008�
�
VACATION INDIA, Trivandrum, India                    Executive  (Inbound and Outbound Tours)�
�
May 2002 – Dec 2003 �
�
SITA WORLD, Trivandrum, India                               Temporary Tours Assistant (Charter flight handling)�
�
Oct 2001 – Mar 2002 �
�
AIR INDIA, Trivandrum International Airport, India Temporary Traffic Assistant�
�
Oct 2000 – April 2001�
�



QUALIFICATIONS:





Post Graduate Diploma in Tourism & Travel Management from Kerala Institute of Tourism & Travel Studies (KITTS), Trivandrum, India �
�
Nov 1998 – Nov 1999 �
�
Bachelor of Science in Zoology from S.D College, Alleppey affiliated to Kerala University, India�
�
Jun 1995 – May 1998�
�



IT  SKILLS:





Expert in FIDELIO Reservation system (Cruise) and I-TRAVEL system. 


Proficient in MS Office packages: Word, Excel, PowerPoint and Outlook


Adept in E-mail applications and Internet browsing and web research.


Excellent in creating package designs in different formats for the suppliers. �
�









AREAS OF EXPERTISE:





Luxury Cruise Liner Handling:


Hotel & Land Programme: Responsible for the supervision, management and corporate support of hotel & land programmes:


Preparing unique land program proposals based on the requirement from Cruise line head offices considering pricing, operational convenience and other factors.


Negotiation with the hotels and suppliers for the best rates and secure the contracts accordingly  • Liaising with hotels for securing room blocks and confirmation of vehicle and guides well in advance.   


Maintaining and managing room block space for land programs and clearing waitlists liaising with the hotels and suppliers.


Ensuring the profitability of all land programmes   • Itinerary planning of privately tailored land programs.    


Conduct meetings and site inspections with hotels and suppliers to find the operational flaws.  


Team management and daily supervision of land programme operations by allocating the staff at various venues based on the programme requirements. 


Turnaround (Passenger Exchange): Responsible for overall management of turnaround operations:


Planning every single aspect of turnaround operation well in advance by constantly liaising with cruise line head offices, onboard ship staff, port authorities and port agents.


Feasibility inspections and meetings at Port terminals and hotels to avoid any operational flaws.   • Ensuring compliance with port regulations and requirements.


Secure the availability of most experienced staffing for check-in procedures and crowd control and briefing of each staff to maintain the quality in compliance with the Cruise Liner instructions.


Ensure the documentation procedures for turnaround operations • Supervise and ensure a smooth operation for all the transfers to hotels and airport.   


Monitor the baggage control for both embarkation and disembarkation procedures.  


Shore Excursions: 


Preparation of RFP for various cruises by renegotiating with suppliers while ensuring superior quality of services.


Review of Shorex forms for the offered tours to analyse the rate competitiveness, operational flaws and quality. 


Monitor and coordination of excursions liaising with the team and local suppliers. 


Delegating duties to the team and briefing of tour guides as and when required. 


Customer Service:  


Dealing with difficult passengers and situations with grace, professionalism and rational thinking and to present solutions.


Responsible for meeting and greeting of cruise line passengers and transferring them to their destinations, including various hotels, airports, and ships.


Complaint management – upon receiving the complaints, conducted a detailed and exhaustive investigation and drafted reports of findings with recommendations. 


Achievement – Received many appreciation letters from the guests as well as Cruise liners on the personal attention for customers.





STRENGTH & SPECIALTIES: In-depth knowledge of Cruiseliner and Port Formalities, highly pro-active and hands on approach to all tasks and Good knowledge of Fidelio system. Strong planning skills, Complaint management and  Highly organised.














GERMAN & INDIAN MARKET EXPERIENCE - IN A NUTSHELL: 


Plan, Develop, Co-ordinate and Control the day-to-day resourcing to guarantee a consistent high quality customer service ensuring the Company’s Market Position.





OVERALL MANAGEMENT OF INBOUND TOUR OPERATIONS:





Assisted the General Manager of Discovery Travel LLC & the Director of Kerala Voyages to set up & establish the Inbound Tours Department.





Created & implemented a common format for the operational communications & Package designs, in such a way to generate an identity for the Company in the Industry.


Assigning each queries to the Tour Executives   ⧫ Monitor their Communication and quotes ⧫ Guide and assist them for re-negotiations  ⧫ Communicate with the partners to suggest the Hotels and other sightseeing activities ⧫ Monitor the arrivals / departures and daily tour activities by cross checking with the Executives & the assigned chauffeurs  ⧫ Monitor the payment collections	 


Provide necessary support to Accounts department ⧫ Resolving operational problems ⧫ Direct handling of VIP, MICE & Group Files   ⧫ Meet & Assistance as and when required.





BUSINESS DEVELOPMENT & MARKET EXPANSION:





Accomplished business development activities by researching and developing marketing opportunities and plans:- 





Generated new business through various sources of – sales visits, referrals from contacts and networking through emails and calls, by identifying unique and trendsetter tour programmes ⧫ Responsible for more than 50% of a departmental growth for two companies worked for, through new customer acquisition.


Prepared business strategies based on the feasibility study of new Inbound Markets, competitor's share, strengths and weaknesses in those markets ⧫ Responsible for Company’s strategic Plans and Reviews ⧫ Preparing the annual budget & forecasting projected business ⧫ Establish the pricing strategies ⧫ Setting the targets for the team members ⧫ Review of Financial Statements, Sales Reports and other Data to measure productivity and goal achievement 


Sales Representations - Represented  Discovery Travel LLC to promote the Inbound Tourism for – World Travel Market, London ⧫ Arabian Travel Market, Dubai ⧫  International India Tourism Mart and SATTE





HOTEL CONTRACTING:


Negotiate & Re-negotiate with the suppliers for the most competitive wholesale rates for FIT, Groups and MICE ⧫ Identifying & Choosing the Hotel types complimenting the Product requirements ⧫ Ensuring rate Competitiveness ⧫ Follow Up of expiring Contracts ⧫ Negotiating & Securing Market Deals ⧫ Review the production reports of each Hotels ⧫ Provide feedback to the Suppliers ⧫ Plan & Execute Site Inspection Tours.





RECRUITMENT / TRAINING / TEAM BUILDING:


Making decisions for new recruitments by assessing the work load of team members ⧫ Reporting the requirements to the higher Management to get the approval 


Create the job description each team member ⧫ Interviewing the Candidates, Training & Appraisals ⧫ Establish and implement departmental policies, goals, objectives, and procedures ⧫  Quality-check of team member’s-verbal / written communications.





PRODUCT DEVELOPMENT / QUALITY ANALYSIS:


Designing of E-Brochures and related promotional materials ⧫ Design & Develop attractive and highly competitive Packages for FIT, MICE & Groups by comparing the prices of Competitors and monitoring the requirement of each market ⧫ Responsible for quality check of overall communication of the department, Hotel Quality & Chauffeur Services and other sightseeing services 


Responsible for quality assessment of product Quality, communication, & Services.


Created check-lists, procedure manuals with instructions to ensure quality standards for daily operations.





STRENGTH & SPECIALTIES: -- In-depth knowledge of inbound tour daily operations, product knowledge, very good in negotiations, operational planning and managerial skills.














