               Sandra Palaguine

Beirut, Lebanon

 (+961 3) 06 51 61
 S-palaguine@hotmail.com

· Personal Data:
Date of Birth:


March 21st, 1983
Nationality:


Lebanese
Marital Status:


Single
Languages Known:

Arabic, English and French 

Computer Skills:
Fully proficient in MS-Word, MS-Excel, MS-PowerPoint, Outlook Express, Internet .Fidelio, Opera.

Hobbies:
Swimming, Traveling, shopping, Sports
Driving License:

Holding a valid Lebanese Driving License
· Career Objective:
· To seek a challenging Job in an administrative position with an organization that has the vision and potentials for development, growth and expansion simultaneously maintaining a high standard of performance and business ethics.

· Personal Attributes:

· A confident persuasive team player able to communicate effectively across diverse cultures to achieve exceptional business performance

· Excellent communication, negotiation, analytical and interpersonal skills.
· A good listener with excellent public relations skills and attention to detail.

· Flexible, self-motivated, keen learner, having a cheerful ‘can do’ attitude.

· Strives for perfection and displayed ability to work with minimal supervision.

· Professional Experience:
May 2010 till now
Gefinor Rotana (Beirut) 
Customer service supervisor for  Rotana Hotels & Resorts  Beirut

· Advising customers with the information pertaining to our company and delivering the highest quality of customer service to each and every customer by taking extra steps, if necessary, to ensure complete customer satisfaction.

· Analyzing daily sales, expense information, and taking appropriate action to maximize sales and net profits.

· Delegating tasks

· Monitoring the team’s performance

· Assisting the team by performing the tasks with them

· Helping with training and development

· Completing paperwork (yes, there’s always admin to do)

· Handling complaints (from both staff and customers)

· Helping to hire new staff

· Reporting to senior management / personnel when required

February till March 2009

Phoenicia Intercontinental (Beirut)

Sales and Reservation Training

· Delivering exceptional customer service to all the customers and representing a positive corporate image of the company. 

· Responsible for liaising with all level of customers validating their requirements and ensuring the flow of information, queries and complaints are dealt with in a prompt and professional manner. Targets achieved before pre-requested of time.

June 2008 till March 2009

Le Royal Hotel Dbayeh

Front Desk Supervisor
· In charge of the Staff that directly assist hotel guests. 

· They are responsible for the smooth operation of check-ins and check-outs, guest services, guest satisfaction and rectifying any issues that arise.

· Scheduling the staff.

· Performing all front desk tasks.

· Hires and trains employees.

· Responsible for ensuring guest satisfaction, including accurate billing service and efficient registration service.

May 2006 till March 2008

Le Royal Hotel (Beirut)
Guest Service Supervisor
· Responsible for the employees working in guest operations. 
· Manage the schedule of the employees.
· Maintaining accurate employee personnel files.
· Ensure guests are booked in room required.

· Actively interact with guests. Greeting guests, welcoming them and helping with check out is often necessary. The guest services manager also handles complaints according to the company's policies.
· Running of the operation during the day. This may include training new personnel, helping where needed, and handling guest questions. It also involves ensuring customer service staff take breaks
· Review data including occupancy statistics, room inventory, and rate plans.
February 2005Till May2006

Le Royal Hotel Beirut

Guest Relation Supervisor

· Make guest fee welcome and ensure guest satisfaction.

· Greetings Guests
· Checking Guests to the hotel
· Providing Information on hotel amenities.

· Listening to and resolving complaints and providing excellent customer service throughout the guest stay.
· Booking tickets, arranging travel and tours.

· Promote positive image of the hotel and ensure guest satisfaction.

· Improving Sales.
September 2003 Till 
February2005 Le Royal Beirut

Operator Supervisor
· Answers incoming calls.
· Directs call to guest rooms, staff, or departments through the switchboard or PBX system.
· Places outgoing calls.
· Receives guest messages and deliver the same to the guest.
· Logs all wake-up call requests and performs wake-up call services.
· Provides information about hotel services to guests.
· Understand the telephone operator board or PBX switchboard operations.
· Provides paging services for hotel guests and employees.
· Knows what action to take when an emergency call is required.
· Monitors automated systems including fire alarms and telephone equipment when engineering and maintenance department is closed.
· Assists in reporting telephone equipment or service complaints and problems.
· Trains or assists wit training new telephone operators in performance of job duties.
· To be fully aware of and adhere of health and safety, fire and bomb threat procedures.
· Multitasking abilities will always come in handy, because a switchboard operator may be asked to do other jobs as well.
· Must be polite and courteous while answering the phone.
· Open and close telephone functionality on the hotel front office software.
· Keep records of calls placed and received by all departments and recording the call charges.
· Update directory information on the front office software.
· Following telephone etiquette.
· Education:
· Business Administration at AUCE American University of Culture and Education Hadath Campus.
·  Official Certificate in Philosophy at Saints-Coeur School. Jdeideh.
· Trainings:
· Trainings in Health and Safety, Marketing Advertising, Sales, Cross selling, Customer service, Exceeding guest’s expectations, Body Language, Display Organization, First Aids, Communication Skills, Fire Training ,Up selling training, Interviewing and Selection Skills training, Managing Employee Development, Destination leadership ,OJT(On-Job-Training)
· Awards:
· Certificate of achievement ( communication skills)
· Certificate of achievement ( fire training)

· Certificate of achievement (Training Development)

· Certification of achievement(interviewing and selection skills)

· Certification of achievement(OJT)

· Certification of achievement(MED)

References



· Will be furnished upon request
