Customer Experience & Operations Specialist

— PROFILE

Customer Experience & Operations professional with experience in
team coordination, operational management, quality control and
client support within premium hospitality environments

Strong background in customer communication, problem-solving,
process organization and cross-functional collaboration, with a
focus on delivering high-quality customer experiences and
operational efficiency.

Currently transitioning into Digital Marketing, Customer Success
and Operations roles, with interest in hybrid and remote
international environments

— PROFESSIONAL EXPERIENCE

Operations & Quality Coordinator

FeelPorto Group - Porto

2023 - PRESENT

« Coordination and supervision of operational HouseKeeping teams

« Dalily planning, workflow organization and operational management
* Quality audits and implementation of improvement actions

« Collaboration with operations, maintenance and guest service teams
» Customer feedback analysis and issue resolution

+ Management of operational priorities in fast-paced environments

Customer Support & Guest Experience Specialist

Anantara Vilamoura Algarve Resort - Vilamoura

2022 - 2023

« Multichannel customer support via phone and email

« Reservation management and guest assistance

« Complaint handling and problem resolution

» Coordination between departments to ensure premium guest
experience

« Support in maintaining high customer satisfaction standards

Client Experience Hostess

VidaMar Resort Hotel & Anantara Vilamoura Algarve Resort
2021 - 2022

* Personalized customer service in premium hospitality environments
« Reservation support and administrative assistance

« Event support and guest communication

« Daily operational support and customer relationship management

Operations & Administrative Assistant - F&B

VidaMar Resort Hotel - Algarve

2021

» Operational and administrative support for F&B and HR departments
« Internal process organization and workflow assistance

« Administrative support and customer assistance

« Coordination of operational tasks and internal communication

NIKA CREATIVE SPACE

VERONIKA
VALERIEVNA,

CORE COMPETENCIES

Customer Experience & Client Relations
Operations Coordination
Team Leadership & Communication
Problem Solving & Decision Making
Process I ‘ovmwent& Organization
Multichan tomer Support
Quality Assurance & Service Standards
‘0ss-functional Team Collaboration
erational Plannir |g & Workflow Management
mer Sﬁt\b ction & Retention

CRM & Client RMatIOﬂ‘

TOOLS
MS Office « SAP « PHC « Avantio « POS Systems
Canva « HubSpot (Basic) « SPSS
LANGUAGES

Portuguese - Native
English - Fluent

EDUCATION

Bachelor's Degree in Tourism
Univer of Algarve - School of Management, Hospitality

Al Website Creation &

CONTACT
+351 968 283 266

veronikavalerievnal0O@gmail.com

Vila Nova de Gaia - Porto




