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Email:  Cynthia.149896@2freemail.com 
Professional Objective
GUEST SERVICE AGENT / ADMINISTRATOR / GUEST AFFAIRS OFFICER
Professional Synopsis 
Highly talented and skilled Guest Relations Officer/ Customer Service Executive / Guest Relations Coordinator with over 5 years of high quality experience in customer service, planning, coordinating and managing administrative affairs and support functions in multi-cultural environment in United Arab Emirates/ Kenya with leading companies and airline. 

Background includescustomer service, planning and coordinating both business and personal travel, meetings, itineraries, and office administration functions, serving as a liaison between the executive and his staff; coordination and organizing Meetings, Large Scale Events, writing and typing correspondence; organizing and processing expense reports; and creating and implementing processes to organize the office, increase efficiency, and save expenses.  Maintain excellent written and oral communication skills, problem resolution abilities, and a high level of confidentiality. Ability to develop an effective working relationship with colleagues and affiliates at various levels and willingness to continuously acquire new competencies and accept new challenges. An excellent communicator, problem solver and negotiator.
Executive Competencies 
♦ Administration Operations Management 

♦Cost Reductions / Profitability Improvement

♦Customer Service and Relation


♦Process Improvement 


♦Front Office Management


♦Employee Relations





♦Planning & Organizing



♦Executive Office Management    

♦Confidential Documentation Management

♦Hotel/ Travel Arrangements

♦Cross-Cultural Work Environments 

♦Office Procedures & Practice                                        

Work History
ETIHAD AIRWAYS







Nov 11 – to date
Guest Affairs Officer 







Abu Dhabi, UAE

· Provide clear communication, responding to and investigating customer enquiries and complaints across multiple channels including social media, email, telephone and mail; effectively manage and negotiate to criteria and budget guidelines that limit Etihad’s liability.
· To support guests end-to-end in their journey with Etihad from the point that they start dreaming up their journey, through the actual experience and post. 

· Monitor and protect the brand reputation proactively across the web, forums, news and Etihad’s owned channels; reporting back to stakeholders when required to mitigate threats to the brand.

· Comply with standards of customer service (eg. quality of spelling and grammar, quality of speech, response times, average handling times) to ensure customer confident, satisfaction and loyalty.

· Achieve individual customer and commercial targets to support delivery of team/ departmental targets.

· Keep up to date on the Etihad Airways Group products and services to ensure accurate information and quality of communication; take initiative to continuously enhance knowledge.
· Proactively communicate and support Etihad’s commercial initiatives, ensuring our customers and future customers in online communities are aware of Etihad’s latest offers, fares and promotions and inspiring them with ideas for trip planning.

· Analyze guest feedback and provide sentiment reports to proactively communicate customer needs to stakeholders when required.

· Maintain data protection and confidentiality for both staff and customers, ensuring attention to detail in all interactions and cases; Adhere to company regulatory requirements such as data protection, data privacy, etc.

· Successfully communicate with stakeholders provide and solicit information and manage guest communications within given timelines.
· Undertake and manage any other ad hoc task/project that may be delegated.
· Act as Etihad’s ambassador and Encyclopedia to provide inspiration, answers to questions and support on resolving problems. From conversations with the community and guests on social media through managing feedback and identifying trends to improve our business standards and procedures.
ETIHAD AIRWAYS







MAY 2008 –Nov 11
Guest Service Agent (GSA)/ Special services Handling Agent






Abu Dhabi, UAE

· Provide services to Etihad guests and to assist them in their needs i.e. in boarding gates, check in counters and transfer desk operations.
· Meet and assist of VIPs, offer special attention to disabled passengers, families, handling unaccompanied minors, managing guest complaints in First and Business Class, and other relevant ground duties as requested.
· Assisting on staff allocation to the respective areas as well as replying outstation email and providing feedback where necessary as well as handing over to the next shift, pre-checking all gold and silver cards frequent fryers and allocating the seats.

· Liaising with lounge agents to make sure the guests are comfortable and satisfied
· Constant liaison with Check-in, Transfer Desk and other related areas for the smooth acceptance of guests.

· Escort and direct arriving/departing guests to the respective areas such as Hotel Desk, Visa Counter, Transfer Desk, Premium Lounges, Boarding Gates etc.

· Coordinate handling of Company Materials/OCS and Records; work with GHA and ensure smooth handling of all guest requirements
I-mate Middle East / Carrier Devices ME FZ LLC



Nov-2006 – APRIL 08
Receptionist / Administration Assistant




Dubai, UAE

· Receive callers at establishment, determine nature of business and directed callers to destination.

· Obtain caller's name and arrange for appointment with person called upon.

· Direct callers to destinations.

· Record name, time of call, nature of business and person called upon.

· Operate telephone console to receive incoming messages.  Manage switchboard operating consisting of 8 lines and 72 extensions.

· Provide information regarding activities and location of departments, offices and employees within organization.

· Issue visitor's passes when required.

· Make future appointments and answer inquiries. Answer inquiries from persons entering establishment.

· Receive and answer requests for information from company officials and employees.

· Call employees and officials to information desk to answer inquiries.

· Perform variety of clerical / administrative duties and other duties pertinent to establishment.

· Coordinating with HR Department with regard to recruitment – screening of CVs, Searching Websites, Fixing Interviews/ Updating Personnel Records with Insurance Companies, employee’s benefits and insurances.

· Manage and coordinate Staff transportation activities.

· Assist in organizing Events / Parties. 

· Collect and distribute mail and messages.

Nairobi Safari Club Hotel





Feb-2004 – Jun-2006

Guest Relations Officer






Kenya

· Ensured highest standards of guest relations and quality facilities. Meet, greet guests in person and arrange for VIP guests Hotel check-in and checkout and including transportation to Airport. 

· Successfully increased quality of service, and decreased customer complaints, resulting in pleased customers.
· Provided customers with brochures and publications containing travel information such as historical sites, scenic areas and other tourist attractions, local customs, points of interest and special events occurring in various locations, and foreign country regulations, such as consular requirements and currency limitations.  

· Assisted guests in planning itineraries and advised them of traffic regulations.

· Coordinated with other departments to ensure personalized treatment for every VIP guest. 

· Planned, described, arranged and sold itinerary tour packages and promotional travel incentives offered by various tour operators, utilizing knowledge of available travel services and promotional techniques.

· Conversed with customers to determine destination, mode of transportation, travel dates, financial considerations and performed car rental coordination and ticket bookings.
· Prepared all guest reports and correspondence.  
·  Answered inquiries pertaining to hotel policies and services.
Joined the company in Feb-2004 and managed front office activities and promoted as Business Centre Agent in Aug-2004.  Advanced to the position of Health Club / Spa Coordinator in 2005 and served in Reception in August-2005 to November-2005.  Appointed as Reservation Agent in 2005 and elevated to the position of Guest Relations Officer in May-2006.

Corporate Reflection (Public Relations Society of Kenya Secretariat)

Jan-2003-Dec-2003

Administrative Assistant






Kenya
· Provided direct executive office support to the General Manager in performing advanced, diversified and confidential secretarial and administrative operations duties of this leading company. Reported to the General Manager.

· Render accurate and timely executive level secretarial assistance to the GM in the execution of his day-to-day activities.

· Assisted participants in typing and printing documents, Power-Point presentation preparation, browsing of internet for research material, welcoming guests, customer complaints handling.

· Performed ticket confirmations, checking of guests, managing the reception with switch board.

· Provided assistance in building and strengthening cross-functional relationships between departments to ensure the smooth running of operations, clarify issues and bring in win-win solutions.

· Received and reviewed all incoming mails for the GM and replied to the queries on general technical aspects.

· Prepared and submitted various reports on different operations to the GM as per his request from time to time.

· Participated and rendered assistance in implementation of various directives of the GM.

· Attended and screen all incoming phone calls and visitors for the GM and took necessary actions as per directions.

· Prepared various reports and correspondence and edited/ reviewed them for language correctness.

· Managed the calendar schedules of the GM and made appointments on his behalf.

· Responsible for filing, receiving mail and distribution, sending faxes, fixing meetings and organizing conference facilities and preparing material for the conferences.

Educational Qualification

· Diploma in Hotel Management, Kenya Utalii College

· Diploma in Secretarial Studies, The Kenya Polytechnic

· Kenya Certificate of Secondary Education, Kahuhia Girls High School

Training Courses

· MS-Word/ PowerPoint/ Excel / Access/ Page Maker, Breldan Computer Science Secretarial & Management Training College.
· IATA  Airline Customer service Service  Certificate 
· Typing, I,II, III, 50 WP Business English I,II,III Credit Shorthand Distinction, Single & Group Certificate attained through K.N.E.C.

· I have completed numerous training programs provided by Etihad, including:  A+ Customer Services, DCS (Departure Control System) check-in systems, Hallmark of Excellency, Safety Awareness, Ramp Awareness, Dangerous Goods Awareness, Handling of inadmissible guests, unaccompanied minors, young passenger, VIPs, and guest with special needs such as wheelchairs, etc
Technical Skills 

· Proficient in the use of: MS-Office (Word/ Excel/ PowerPoint/ Access), Outlook Express, Page Maker

Operating Systems: DOS, Windows 98, 2000, XP Fidelio

Personal Details

· Nationality
:   Kenyan        

· Date of Birth
:   10-7-1980  

· Languages
:   English  

· Visa Status
:   Residence Visa  

References

Available upon Request

