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	QUEENDYLENE A. TOJENO
Highly experienced in the field of hospitality industry. Desires to pursue a career that will enable me to apply and enhance my skills and to contribute to the growth and development of the company I work for.


	
PROFILE

Contact

Lot 2 Block 4 Villa Celina 2A
Tungkil, Minglanilla Cebu 
Philippines, 6046



+63 9498798660


queendylenetojeno@gmail.com
kiz_queen@yahoo.com



	
	work experience
Reservations Specialist (Remote)
Extenteam (Coco Plum Vacation Rentals)
Mar. 5, 2021 – Present
· Respond to inquiries via email & phone calls.
· Provides excellent customer service to guests/ owners & leads.
· Relay guests’ requests/ complains to our on-site staff & make sure that it is dealt with.
· Communicate with vendors/ technician/ owners/ on-site staff and guests regarding needed maintenance. 
· Book reservations. 
· Communicate with Airbnb & VRBO regarding guest booking concerns.
· Call/ email leads/prospects to offer available properties 
· Email management

Assistant Property Manager (Remote)
Bolld Real Estate Management
Aug. 2020 – Feb. 7, 2021
· Assists Property Managers with tasks as follows:
· Posting rental advertisements on various sites. 
· Send Tenancy Agreement / Property Management Agreement
· Communicate between strata/tenants/ owners as to notices/ violations and the like. 
· Provide administrative assistance to owners & tenants. 
· Onboard tenants/owners.
· Answer phone calls/ respond to email/s. 
· In-charge for reported maintenance and make sure that is being attended. 
· Communicate with contractors/ tenants & the strata to address maintenance issues. 
· Performs other job-related duties as assigned.


Guest Services Administrator/ Lead
Holland America Line
May 2017 – Jan. 2020
· Lead and direct a team of 15+ Guest Services Associates.
· Assist Guest Services Associates, as needed, with transactional and customer processes, including incoming and outgoing calls, coordinating dispatch services, paging, and providing area and property information to and other special services requested by guests or administrative personnel. Serve as point of escalation in complex situations that require additional department or guest attention.
· Train team members in basic guest service skills. Actively monitor team member interactions
· Provide leadership and guidance to team members. Serve as mentor/coach to all Guest Services Associates.
· Provide timely, appropriate feedback to team members on performance, both positive and corrective. Effectively communicate escalated employee issues to Guest Services Supervisor/ Manager.
· Administer appropriate performance reviews.
· Maintain inventory of related equipment and prepare budgetary input regarding the use of equipment in the Guest Services department.
· Create event estimates and proficiently schedule staff members according to these needs
· Perform other job-related duties as requested by the Management staff
· Prepares Embark/ Debark Breakdown.
· Communicate with shoreside personnel for effective debarkation and embarkation.
· Prepares documents/ papers/ materials for embarkation and debarkation.
· Sends SOLAS Reports after every departure.
· Liaise Guest on/off movement with the Port Paper Officer, Port agents and other relevant personnel. 
· Work closely with Port Paper Officer regarding guest on/off movement for ship’s arrival clearance.
· Assist with service recovery and problem resolution process for escalated guest issues.
· Handles guest comments and complaints ensuring guests needs are met and properly liase issues to department concerned. 
· Develops rapport with guests to build trust and brand loyalty
· Coach and counsel Guest Services Staff as needed to ensure compliance with policies and procedures
· Performs other job-related duties as assigned.



Guest Relations Associate
Holland America Line
May 2012 – Mar. 2017
· Responsible for a personal cash float with currency exchange.
· Have a clear understanding of all operations and procedures that take place at the concierge desk including but not limited to: a) Booking (reserving) events and activities b) sending guest confirmations; c) Posting activity charges and issuing tickets for all shore excursions booked via the concierge; d) Shift closing procedures.
· Answer inquiries pertaining to ship services, shore excursions, guest registration, and travel directions, or make recommendations regarding shopping, dining, or entertainment.
· Maintain pleasant, friendly and professional demeanor with guests and staff at all times
· Respond promptly to comments, questions, suggestions, and complaints received by our Guests via phone, mail, email, fax, and during events
· Greets customers immediately with a friendly and sincere welcome, uses a positive and clear speaking voice, listens to and understands requests, issues, and situations from both guests and team members
· Performs other job-related duties as assigned.



College Guidance Counselor
Cebu Institute of Technology - University
Dec. 2005 – May 2012
· Formulate & implement Guidance Program for the department assigned.
· Organize relevant seminars, trainings and group activities for college students. 
· Effectively communicate with Dept. heads, co-counselors and staff of other departments regarding Guidance activities & students’ progress.
· Maintain & update the Guidance bulletin board with relevant information. 
· Provides feedback to teachers, parents and other clients who referred students for follow-up. 
· Handles counseling, case conference and academic follow-up. 
· Submits monthly and semestral Guidance Statistical Report. 
· Administers qualifying examinations. 
· Facilitate school campaign. 
· Conducts semestral faculty evaluation. 
· Performs other job-related duties as assigned.

Customer Service Representative
Qualfon Philippines Inc. 
Nov. 2009 – Jan. 2011
· Answers customer inquiries via telephone. 
· Resolve customer complaints via telephone. 
· Provide solutions/ trouble shooting steps regarding technical concerns. 
· Work with Team Lead to ensure proper customer services is being delivered. 
· Sell products and services. 
· Inform customers of deals and promotions. 
· Take payment information and other pertinent information such as addresses and phone numbers.
· Assists with placement of orders, refund or exchanges.  
· Performs other job-related duties as assigned.







Online English Teacher
LangrichOn Inc. 
Jan. 2011 – Feb. 2012
· Teach English to Japanese students online.

education
Masters in Counseling – units earned
Cebu Normal University
Fuente Osmena Cebu City
2010 - 2012

Bachelor of Arts in Psychology
Cebu Institute of Technology University
N. Bacalso Ave. Cebu City, Philippines 
Mar. 2001 – Mar. 2005
Non- Academic Scholar

Aloguinsan National High School
Poblacion, Aloguinsan, Cebu
Mar. 1997 – Mar. 2001
Second Honorable Mention

PERSONAL
Sex: Female
Age: 37
Place of Birth: Cebu City, Philippines
Date of Birth: May 31, 1984
Height: 5’2”
Weight: 135 lbs.
Nationality: Filipino
Civil Status: Married

character references
Ms. Guada Mae Yee-Lucas       Ms. Floremy Rabanal
Travel Specialist Viking Cruises     Front Office Supervisor
Maeyee1283@gmail.com           Dusit Thani Davao
+18189302686                                +63 09206530740
                          
                            Ms. Vanessa Biscarra
                           Assistant Guest Services Manager
                           Holland America Line
                           Vnbiscarra@gmail.com
                            +639 95952421
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