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GLADYS 
Email:                 Gladys-394745@2freemail.com
Nationality: 
Kenyan







EDUCATION
                2002 -2004 Bachelor of Science in Hotel & Restaurant Management
                                          United states International University-Africa 

             1999-2002 Diploma in Catering and Accommodation Technology 



                                         Technical university of Kenya
CAREER OBJECTIVE & PERSONAL PROFILE


OBJECTIVE
Seeking to offer my skills and experience in management, relationship management, customer service, marketing, problem- solving and in an organization and play a strategic role towards achieving organization’s strategic objectives, profitability and success. 

PROFILE
Experienced in relationship management and Customer service in a diversified working environment. Obtain excellent communication, problem-solving skills and dedicated to achieving customer satisfaction as well as meeting company expectations. Able to focus on projects, develop strategies and meet set deadlines. Strong rapport with personnel, customers, and associates based on mutual respect and professionalism. 
WORK EXPERIENCE

2017 – To date 
(International Development Exchange)

Position: Marketing Specialist 

Duties & Responsibilities:
· Develop and implement marketing plans and programs for the target market across the UAE to ensure 100% target achievement 

· Manage and lead corridor in charge in sourcing and acquiring new business opportunities and ensure strategic objectives are well understood and executed

· Attend/participate in social center events, gatherings, special programs and cultural presentations to develop and maintain cordial relationship with stakeholders

· Conduct regular visit to community centers, embassy and consulate offices to keep abreast of information relevant to the business

· Conduct competitor & market analysis and provide feedback, suggestions & recommendations to higher management to improve business positioning, systems and procedures

· Manage marketing resources within budgetary guidelines according to company policy

· Branding, media communication and social media

· Account management and reservations

· Database management

· Customer service (KYC)

· Call center operations

· Determine cross-selling opportunities among different services. 

· Remittance and anti-money laundering compliance (AML)
2014 - 2016
Nairobi, Kenya


Position: Relationship Manager

Duties & Responsibilities:
· Relationship Manager in charge of Public Sector

· Proactively source, grow, own and team’s portfolio profitability including sales and marketing opportunities and new product promotion initiatives.

· Expanding customer base through existing relationships and referrals from existing clients.

· Anticipate customer’s needs and opportunities to cross-sell to other business segments

· Research competitive threats/opportunities within the market segment.

· Maintain customer advocacy and client retention by providing exceptional customer service.

· Ensure compliance with Anti Money Laundering (AML) requirements in all transactions
· Leadership and Strategic Management including creating organizational vision and missions.

· Product development and marketing activities
· Strategic financial management and planning
Key Achievements

· Delivered consistent above target performances in 2014.

· Mobilized deposits from several clientele and managed to grow a portfolio base in excess of Kenyan Shillings. 300 Million











2011 - 2014
Nairobi, Kenya

Position: Customer Service Manager/Relationship Manager 

Duties & Responsibilities:
Evaluated customer operations and recommended improvements by being part of business continuity plan to ensure customer service Excellence 
Supervised and coordinated activities of workers engaged in Customer Service Activities

Prepared, maintained, and submitted reports concerning customer data integrity and initiated   measures to improve accuracy of customer data for effective Customer Relationship Management

Responsible for acquiring and retaining a portfolio of Institutional Banking.
 Develop cost effective, long-term asset and liability business portfolio
Anticipate and be continually sensitive to the shifting customers’ expectations and initiate appropriate measures to ensure that the bank stays ahead of competitors in rendering customer service

Handle transactions for institutional Banking customers on day to day basis.
Ensure compliance and Anti Money Laundering (AML) requirements in all transactions
Cross-functional activities that promote strategic objectives of the organization
Key Achievements

Successfully oversaw formation of the institutional banking department.
Mobilized deposits from several institutions and grew customer base.
Successfully designed & implemented a Customer Service Charter and Customer Service Standards and strategy that is used bank wide to date

2009 - 2011
Nairobi, Kenya

Position: Operations Manager

Duties & Responsibilities:
Section Head and penultimate Operations Manager.

Participated in audit assessment of branch on quarterly basis

Enforce compliance with administrative policies, safety rules, and government regulations

Analyze financial reports to develop plans, policies, and   budgets.

 Improving profits and services as well as managing costs

Formulating and implementing administrative, operational and customer relations, policies
Managing branch operations
Provide leadership in mitigating against banking risk, fraud and forgery

Key Achievements:
Successfully initiated the first branch audit procedures.
Increased branch collection of commissions and revenue and grew branch loan book from 3 million to 270 million.
2004 - 2009
Nairobi, Kenya

Position: Customer Service Clerk 
Duties & Responsibilities:
Issuance of ATM cards and cheque books

Handling customer inquiries

Data Management

Opening Customer Accounts

Maintenance of fixed deposit rate

Manual collection of commissions

Part of the KYC (Know your Customer) initiative

Reviewed customer accounts as well opened new customer accounts

Answered questions and advised customer regarding personal and business loan

2001 -2003
Nairobi, Kenya

Position:
Reservation/Customer Service Agent
Duties & Responsibilities:
· Take reservations through calls, mails and in person
· Manage registration process

· Handle guest check-ins and check-outs appropriately

· Operate hotel switch board, answering calls and transferring them  accordingly
· Manage accurate account of all rooms

· Compute bills and take payments 
· Greet guests and patrons as they arrive

· Balance cash at the end of the shift and generate accounting reports for the benefit of the next shift

OTHER TRAININGS & CERTIFICATIONS


· Anti-money laundering course

· Management Entry Induction

· IHRM-Industrial Relations Certification

· Operations Management Certification

· Cash Management Certification

· Business Leadership Certification

· Customer Service Excellence

Languages:    
English – Fluently Spoken and Written 




Swahili – Native

REFEREES & TESTIMONIALS


Available upon request
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