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NAME:



Belinda 
NATIONALITY:


Kenyan

LANGUAGES


English and Swahili
EMAIL ADDRESS:


Belinda.379991@2freemail.com 
VISA STATUS:                                 Visit visa.

SUMMARY OF QUALIFICATIONS

Friendly, proactive and highly organized professional able to multi-task a variety of responsibilities and challenges and contribute to company success. 

Related Skills;

· 7+ experience in Customer Service.

· Detail oriented 

· Relationship Building and team player

· Conflict/issue resolution

· Excellent verbal and written communication skills

· Time Management

· Flexible and adaptable

EMPLOYMENT HISTORY 

August 2015 – December 2017     Eka Hotel Nairobi, Kenya

                                                       Front Office Supervisor

Supervised staff in front office and all accounting procedures and tasks 

· Trained and supervised employees in customer service, cashiering, reconciling receipts, marketing, phone procedures and computer data entry.

· Improved customer service and streamlined  cash handling procedure resulting to less shortage

· Standing in for marketing team and banquet coordinators by upselling the hotel products like conference rooms, normal guest rooms and different services provided to interested walk in or telephone customer.

· Served as safety coordinator, ensuring compliance, staff training and hazard reductions

· Maintained a 95% customer satisfaction rating over two years, a covering categories such as friendliness, efficiency, helpfulness and knowledgeability

February 2014 – August 2015      Eka Hotel Nairobi, Kenya 




       Front Desk Agent

· Greet and register guests in a 200+ room hotel using a Point of sale (POS) Terminal memorizing faces and names to ensure personalized service throughout guests stays.

· Refer and deal with customer inquiries and complaints and offered alternatives to dissatisfied customers

· Answered incoming telephone calls

· Balance daily cash at end of shifts and create reports to ensure accurate accounting of all transactions.

· Trained new front desk clerks in using POS terminals, room inspections, providing guest services and point of interests.

· Take and confirm reservations over phone, email, Airbnb and in person, ensuring to reservation overlaps or hotel over-booking.

September 2012 – January 2014
Laico Regency Hotel Nairobi, Kenya. 





            Front Desk Agent

May – August 2011

Fairmount Mount Kenya Safari Club Nanyuki, Kenya.





Intern (Various Departments)

Roles:

· Supervisor - Supervisory duties of different departments within the hotel

· Human resource Departments - tasked with progress report writing, duty allocation, preparation of duty rota, and other human resource duties like arrangement of staff leave and sick off.

· Food and Beverages Department – serving food, hostessing, bartending, Food control section and banqueting functions.

· Housekeeping department – housekeeping duties.

· Front office - operating the switchboard, reservation, guest check in and out, guest relations, concierge service and handling guests complains.

EDUCATIONAL BACKGROUND 

2008 - 2012 
       Bachelor of Hospitality and Tourism Management


                   Attained Second Class Honor

                               Kenyatta University Nairobi, Kenya

