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	PERSONAL PROFILE

	
	A highly social and ambitious lady who finds challenge exciting. I’m a versatile, hardworking and enthusiastic person with a positive attitude and outlook who can work well under crisis to achieve the desired results and goals. I’m also an effective team player who is always open to new ideas and more than willing to adopt the useful ones.


	objective

	
	To pursue a Career with a Progressive Organization, in a Challenging Position dealing with  passenger operations & customer service. 

To expand my knowledge in the Hospitality industry as I fully develop and sharpen my skills for better services. Also to exploit my talents & gifts and be the best that I can be in every opportunity, obtaining as much knowledge and experience I can from every establishment that I work or learn in.

	Career History

	DEC 2010 - UP TO DATE

MARCH 2009   -   DEC 2010
MAY 2005   -   2008
NOVEMBER 2003 -   MAY 2005

APRIL 2000   -   JULY 2002

DEC 1999   -   MARCH 2000:
	COMPANY          : SERCO MIDDLE EAST (Dubai Metro)
DEPARTMENT    :  OPERATIONS (Control Room)

POSITION            :  Train Controller

Roles & Responsibilities:

. To monitor, control and supervise Train movements in Metro mainline and Depot to ensure that trains adhere to their predetermined schedules. 

. To follow Safety critical communications protocol as a lead communicator and challenge poor communication.

. Fault intervention according to Company procedures and instructions. Reporting of faults promptly to the network maintenance operations center.

. Monitor passenger flow via CCTV and regulate dwell times to maintain the trains operation as per timetable

. Give instructions to the train crew & depot train drivers while directing train manual movements in mainline and depot.

. Answer emergency calls and give instructions to the train crew & station staff as per procedures.

. Perform and Handle normal, degraded & emergency services safely as per Duty Manager's instructions.

DEPARTMENT       : PASSENGER SERVICE

POSITION               :  Customer service Train Crew/ Driver

Responsibilities:

· Provide assistance to Customers, in particular those with special accessibility needs

· Delivering essential messages to Passengers via audio or visual means in a timely, clear and proactive manner

· Monitor and maintain Train Normal Operations status

· Assist in Handling incidents, emergency situations and train evacuation

· Operate Passenger vehicles in all operating modes

· Coordinate and Cooperate with third parties

· Enforcing and following safe methods of work for station operations and related activities

COMPANY          : Economy Group East Africa
DEPARTMENT  :  Administration

POSITION             :  Administrator/HR assistant/ Customer Service
Responsibilities:

· Planning, Supervising, Evaluating and Co-ordinating the day to day running of the general administrative arm of the organization.

· Managing the Front Office & Providing general administrative & secretarial support to the company

· Managing relationships through delivery of excellent customer service.

· Handling all company correspondences with utmost confidentiality

· Ensuring that resources are utilized efficiently to optimize quality service delivery 

· Organizing travel arrangements for my supervisors when the need arises

· Acting as a bridge between members of staff and senior management

· Conducting interviews and coordinating training  for new recruits




COMPANY  : Yellow Pages Publishing & Marketing 
DEPARTMENT   :  Sales/ Administration

POSITION :  Sales Executive/ Customer Service Representative

               
Responsibilities:
· Creating awareness of Company’s services to Business Organizations.

· Selling of Advertising space in the Yellow Pages Business Directory.

· Displaying diplomacy and tact when dealing with customers.

· Maintaning good relations with the organization customers i.e Customer care after sale service.

· Handling Client’s problems in regards to their entry in the Yellow Pages.

· Distributing the yellow Pages Directory.
· Debt Collection.
COMPANY          : Africa  Online Kenya  Limited

DEPARTMENT    :  E-touch

 POSITION             : Customer Service Assistant:

Overall Purpose of the Job: To Provide the best Customer Service/Customer Care & Administrative/Technical Support Services to the Company’s Clients


 Responsibilities:

· Pleasant and cheerful contact with clients.

· Creating awareness of Company’s services to the public.

· Integrity and decency in personal conduct.

· Protraying a positive image of Africa Online Limited. & Ensuring customers satisfaction.

· Training clients on the operating system; MS Office Applications, Internet Services & Using the Kodak Picture maker to take photos, print stickers and business cards for clients.

· Assisting clients to surf the World Wide Web, open email addresses, send e-fax, typing services and make phone calls. 

· Receiving cash from clients on behalf of the organization.

· Submitting daily shift reports on day sales to the customer service manager.

· Analyzing and Interpreting the sales data and giving suggestions to the management on any necessary steps to be taken.

· Training new recruits & Maintaining a clean and tidy work enviroment.

COMPANY           : Innscor Kenya Limited

SHOP                        : Creamy  Inn & Chicken Inn

POSITION                :  Cashier &  Softserver

	DEC 1998   -   NOV 1999:

proffesional training


	COMPANY           :   The Top Image Group Limited
DEPARTMENT  :   Sales Promotions

POSITION          :   Sales Promoter/ Representative 

      Serco Middle East ( Dubai Metro)

· Customer Service For Station Agents and Train Attendants

· Diversity , Equality and Cross Cultural Awareness ( General Staff) 

· Frontline Communication for Customer Service
· First Aid

· Fire Fighting & Safety Protection

· Basic Rolling Stock Operation Course
· Basic Tram Operations
· Attended Customer Service Training In November 2000. 
The training was entitled “ In the Customer’s Shoes”. By the end of the training, I was able to:-

· Understand the causes of Poor Customer Service

· Identify what good customer service looks like from the Customer’s point of view.

· Learn to apply a simple, powerful five-step approach to giving customers exceptional service that they want and deserve. 
· Train the trainer course

· Hazard & Risk Management Training

· People Management training

	Education


	
	Dec 2007      : University of Nairobi

                        College of Education & External Studies

                        Certificate in Personnel Management

June 2007     : Kenya Institute Of Management

                        Bridging  Certificate in Business Management

2001               : Computer Pride College:

                         Certificate In Office Auto-mation

1995 –1998     : Ngara Girls High School Nairobi

                          KCSE (Kenya Certificate of Secondary Education)


                  ‘O’ Level  Certificate
1987 – 1994     : Buru Buru I Primary School   

                          KCPE (Kenya Certificate of Primary Education)     

	EXTRA CURRICULUM ACTIVITIES

	CLUBS:
	Drama, Music, Sports, Agriculture

	Interests/HOBBIES
	Modelling, Socializing, Travelling, Sports, Browsing the Internet, Chatting Online, Listening to Music 
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