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	Personal information


	Name
	
	Albena Vasileva Vasileva

	Address
	
	11 The Fairway
Rochester

kent
ME1 2PY


	Telephone
	
	0044 7853930135

	
	
	

	E-mail
	
	a.vasileva@abv.bg


	Nationality
	
	Bulgarian


	Date of birth


	
	07/11/1981


                             Work experience
	                   • Dates (from – to)
	
	01st October - present

	• Name and address of
	
	University  College Of London, Gower Street, London, 

	employer
	
	Wc1e 6bt

	• Type of business or sector
	
	Education

	• Occupation or position held
• Main activities and responsibilities
	
	Bulgarian Language Teacher  

Preparing weekly lesson plans and delivering classes to students;

Setting and marking of self-study exercises for students attending the classes;

Maintaining attendance lists and submitting at the end of each term to the Administrator;

Lodging copies of course syllabi and handouts used in teaching with the Administrator;

Helping allocate students in the correct groups.

To meet with the Coordinator for an initial induction and thereafter, as and when appropriate, to discuss matters related to the delivery of classes, and/or teaching and curriculum development. 

To participate in opportunities for professional development.



	• Dates (from – to)
	
	01st January  2009 – September 2009

	• Name and address of employer

	
	Fastway Couriers, Unit FF, Aylesford Trading Estate, 

St. Michaels Close, ME20 7BU

	• Type of business or sector
	
	Courier Services


	• Occupation or position held
• Main activities and responsibilities
	
	Customer Service Supervisor
My role as a Customer Services Supervisor was to ensure every member of my team was dealing with customers in the right way, giving them the information they needed when they needed it. As the primary point of contact for customer queries, I was dealing with people face to face on a daily basis. I was responsible for providing excellent service, and making sure other members of staff present the same positive and helpful image.
· communicating courteously with customers by telephone, email, letter and face to face; 

· investigating and solving customers' problems, which may be complex or long-standing problems that have been passed on by customer service assistants; 

· handling customer complaints  

· issuing refunds or compensation to customers; 

· keeping accurate records of discussions or correspondence with customers; 

· analyzing statistics or other data to determine the level of customer service the organization is providing; 

· producing written information for customers, often involving use of computer packages/software; 

· visiting customers to provide a one-to-one service; 

· developing feedback or complaints procedures for customers to use; 

· developing customer service procedures, policies  

· meeting with managers to discuss possible improvements to customer service; 

· being involved in staff  recruitment and appraisals; 

· training staff to deliver a high standard of customer service; 

· leading or supervising a team of customer service staff; 




	• Dates (from – to)
	
	25th June 2007 – 25th June 2008

	• Name and address of employer
	
	Manor House Hotel, Newlands Corner, Guildford

Surrey, GU4 8SE


	• Type of business or sector
	
	Tourism, Leisure



	• Occupation or position held
	
	Executive Receptionist



	• Main activities and responsibilities
	
	Meeting and greeting guest

Dealing with their enquiries and requests

Making reservations and confirming bookings

Selling packages

Dealing with private bookings, company’s and agency’s bookings, wedding and conference bookings

Handling all the administration work connected with this department

Banking 

Marketing researches

Secretary functions for the manager team

Managing incoming and outgoing phone calls

Dealing with all type of payments, credit card payments, check payments, prepayments and deposits etc.

Handling internet reservations. 

Contact all the time agencies, companies, private customers, other hotels.

Training new staff


	
	
	


	                             • Dates (from – to)
	
	15th May 2006 – 15th June 2007


	• Name and address of employer
	
	WELT – tourist agency 

82 Hristo Botev str, Veliko Tarnovo, Bulgaria, 5000 
Phone: 0035962 634 904, Fax: 0035962 628 057


	• Type of business or sector
	
	Tourism, Leisure, Travel



	• Occupation or position held
	
	Travel Consultant

	• Main activities and responsibilities
	
	* Sell all products and services via telephone, email and face to face.
* Gather and use my specialist knowledge to advice customers on suitable products and services. 
* Manage own administration. 
* Book flights and fully organize travel arrangements for the general public and travel agents. 
* Work on recommendations and generate further enquiries, via mail shots, etc. 
* Suggest and initiate additional sales techniques and system development to help within the business. 
* Develop relationships with direct clients and agencies, further developing areas of growth. 
* Attend meetings and promotional events.
Training new staff




	• Dates (from – to)
	
	15th May – 15th September 2005



	• Name and address of employer

	
	Afrodita Tours, 40 Knjaz  Boris 1, Pomorie, Bulgaria, 8200
Phone: 00359 596 26 532, Fax:  00359 596 26 432



	• Type of business or sector
	
	Tourism, Leisure, Travel



	• Occupation or position held
	
	Travel Consultant


	• Main activities and responsibilities
	
	Same as above


	Education and training

	• Dates (from – to)
	
	2007 - 2008

	• Name and type of organization providing education and training
	
	Guildford College 
Skills for Life

	• Principal subjects/occupational 

skills covered
	
	English language for advanced students



	                              • Dates (from – to)
	
	2005 – 2009

	• Name and type of organization providing education and training
	
	St Ciryl and St Methoduis University Of Veliko Tarnovo



	• Title of qualification awarded
	
	

	• Level in national classification 

(if appropriate)


	
	 Masters degree in Tourism


	• Dates (from – to)
	
	2000 - 2005

	• Name and type of organization providing education and training
	
	St Ciryl and St Methoduis University Of Veliko Tarnovo



	• Title of qualification awarded
	
	

	• Level in national classification 

(if appropriate)
	
	Masters degree in Slavic languages


	                              • Dates (from – to)
	
	1995 - 2000

	• Name and type of organization providing education and training
	
	Aprilov National High School - Gabrovo


	• Title of qualification awarded
	
	

	• Level in national classification 

(if appropriate)
	
	 Specialist of History


	


	Mother tongue
	
	Bulgarian


	Other languages


	
	
	English

	• Reading skills
	
	very good 

	• Writing skills
	
	very good

	• Verbal skills
	
	very good


	
	
	Russian



	• Reading skills
	
	very good

	• Writing skills
	
	very good

	• Verbal skills
	
	very good



	
	
	polish



	• Reading skills
	
	very good

	• Writing skills
	
	 good

	• Verbal skills
	
	very good




	
	
	Slovak



	• Reading skills
	
	very good

	• Writing skills
	
	very good

	• Verbal skills
	
	 Good



	
	
	


	Technical skills 

and competences
With computers, specific kinds of equipment, machinery, etc.
	
	Computer skills – Word, Excel, Internet, Power Point
Office equipment, 
CIW training


	
	
	

	                    Driving     licence(s)
	
	Yes                 
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