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Objective

I am a committed, self motivated individual with a passion for working in the service industry. I thrive on the variety of situations and the diversity of people that this profession gives me. All of these make me a highly motivated individual that will be an asset to the organization I work in.

Professional Experience
February 2014 till present – Guest Services Manager 

(Main Reception) Jumeirah Beach Hotel 

Key Responsibilities:
· To handle total manning of 40 colleagues including 5 assistant managers and 6 team leaders.

· Ensures that all activities adhere to and support the Jumeirah International Quality Management System.

· To maintain and achieve a high C.S.I (Customer Satisfaction Index) Score for the department.
· Conduct Staff appraisals annually and quarterly.

· Requires to set a high example at all times in regards to punctuality, appearance, courtesy, performance, attitude, team    work, guest and staff relations, observance of company’s rules and regulations, loyalty to management and inter-departmental  co-operation.

· To supervise the day-to-day operation of the Reception to ensure high standards of service and guest care at all times.

· To use discretion and tact when dealing with guest enquiries, problems or complaints in an efficient and professional manner without detriment to the Hotel and / or its reputation.

· To be constantly proactive in anticipating guest needs & requirements and to demonstrate a high & consistent level of service at all times.

· To carry out duties of Guest Service Executives, Team Leaders and Assistant Managers as required.

· To motivate, lead and ensure the continuous improvement of the team to achieve the company’s vision and goals.

· To carry out and supervise regular departmental training and cross training of staff members from other hotel departments.

· To meet and carry out training records/summary within the department as required by the group. 

· To maintain and distribute the staff attendance summary sheet.

· Reply to guest letters and queries.

· Respond to internal and external guest complaints in a professional manor.

· To carry out Duty Manager Coverage as and when required.
March 2013 till January 2014 - Guest Services Manager

(Club Executive Lounge) Jumeirah Beach Hotel, Dubai

Purpose:
To ensure all guests are given a personalized warm, friendly, courteous and efficient service at the Club Executive Lounge. To ensure all aspects of the department are handled efficiently and effectively.

Key Responsibilities:
· To assist assistant Front Office Manager supervising the front desk (Reception) operation and communication

· Ensures that all activities adhere to and support the Jumeirah International Quality Management System.

· To maintain and achieve a high C.S.I (Customer Satisfaction Index) Score for the department.

· Maintain the Hygiene standards in the department and action any variances mentioned by the hygiene department. 

· Conduct Staff appraisals annually and quarterly.
· Conduct Staff 
· Requires to set a high example at all times in regards to punctuality, appearance, courtesy, performance, attitude, team    work, guest and staff relations, observance of company’s rules and regulations, loyalty to management and inter-departmental  co-operation.

· To supervise the day-to-day operation of Club Executive Lounge to ensure high standards of service and guest care at all times.

· To use discretion and tact when dealing with guest enquiries, problems or complaints in an efficient and professional manner without detriment to the Hotel and / or its reputation.

· To be constantly proactive in anticipating guest needs & requirements and to demonstrate a high & consistent level of service at all times.

· To carry out duties of Club Executive Guest Services Executives as required.

· To motivate, lead and ensure the continuous improvement of the team to achieve the company’s vision and goals.

· To carry out and supervise regular departmental training and cross training of staff members from other hotel departments.

· To meet and carry out training records/summary within the department as required by the group. 

· To maintain and distribute the staff attendance summary sheet.

· Reply to guest letters and queries.

· Respond to internal and external guest complaints in a professional manor.

· To carry out Duty Manager Coverage as and when required.

· Financial:

· Ensure payment guarantee is obtained from all guests according to hotel’s credit policy.

· Checking guests high balance report and assuring all guests have enough funds according to the hotel’s credit policy.

· Ensuring all Paymaster folios are followed up and cleared to accounts on a daily basis.

· Plan for the financial year and maintaining standards of service in accordance to the standard operating procedures.
· Prepare Monthly Profit & Loss account.
February 2011 till February 2013 Front Office - Assistant Guest Services Manager

(Main Reception) Jumeirah Beach Hotel, Dubai

Key Responsibilities:
· To assist Guest Services Manager supervising the front desk (Reception) operation and communication

·  To assist in maintaining and/or developing agreed operating procedures relating to Guest Services and to ensure that Guest service colleagues adhere to the correct procedures as laid down in the Standard Operating Procedures Manuals

· To make sure all arrivals guest are served welcome drinks and towels on arrival.
· To set a high example to colleagues in terms of punctuality, appearance, performance, attitude, leadership, guest relations, observance of the house rules, loyalty to the management and interdepartmental co-operation

· Handling All CSI guest feedback and correspondence

· Preparing the guest service roster

· Conduct Quarterly and yearly appraisals

· Ensure that all current promotional and or activity information is communicated to the team

· Take care of sectional training and ensure that the required training hours are achieved.

· Assist the section head in the preparation and execution of the Sectional Performance Plan

· Conduct the hand over between shifts, ensuring that all relevant staffs are in attendance and that all pertinent information is passed accurately to the oncoming shift.

· Carry out the registration procedures required for guests wishing to stay at the hotel, ensuring that both local law and the hotel’s credit policy are adhered to at all times.

· Sell rooms to prospective guests arriving without reservations, ensuring that the maximum revenue is reached without loosing the sale.

· Conduct and assist with private group check ins as directed by the reception manager

· Prepare group pre-registration as directed by the Guest service manager

· Handle general enquires received at the front desk, either from in house guests or from non residents

· To have a high product knowledge level, both in terms of the hotel and its facilities as well as of Dubai in general

· Check the details of completed registration cards against those in the property management system to ensure that this has been updated correctly and that a payment method has been secured,

· To supervise and ensure that all traces have been actioned and resolved by the Team Leaders on a daily basis.

· To ensure that rooms are allocated according to the guests requests.

· Ensure that all checked out registration cards are stored correctly at the end of each month,

· To assist the guest service executive in their duties if required.
· To attend to the special requests made by VIP guests either prior to, during or after their stay. Meet and greet, welcome them and ensuring that VIP guest are receiving luxury standard services through out their stay.
· To take necessary action for VIP arrival.
· To conduct VIP show around.
· To ensure to maintain the lobby and guests are being assisted by colleagues. 

Financial:

· Ensure adequate supplies of cash and change are in the front desk at all times.

· To supervise and ensure that all due backs are collected and distributed accordingly by the team leaders

· To supervise and ensure that the high balance report is done on a daily basis where applicable

· To ensure that Paymaster folio’s are followed up and cleared (when possible) on a daily basis
· To review the monthly P&L with Guest Service Manger and to ensure that the monthly expenses are in line with the budget.
September 2008 till January 2011 Front Office Team Leader (Main Reception / Club Executive Lounge) – Jumeirah Beach Hotel, Dubai

Jumeirah Beach Hotel - A beach resort of 617 rooms, a spectacular five-star resort hotel, conference and banqueting destination that aspires to be the most outstanding in the world. Vibrant and luxurious, Jumeirah Beach Hotel is Dubai's premier lifestyle destination, integrating exciting and exhilarating experiences designed for couples, families and friends

Jumeirah Beach Hotel, voted ‘Best Resort Hotel in the World’ by readers of Business Traveller Magazine, UK, 2001-2008

Key Responsibilities:
· Ensure that all Guest Service Executives report to duty on time and are well groomed.
· Control and plan the overbooking situation. 

· Answer guest emails for any queries. 

· Handling guest complaint.
· Block any rooms with special requests the evening prior to the arrival date and all remaining rooms early in the morning.

· Communicate closely with Housekeeping at all times about room allocation changes, pending departures, room moves and waiting guests.

· Communicate closely with Guest Relation about VIP room allocation changes.

· Communicate closely with Accounts about billing and cashiering issues.

· Prepare registration cards, welcome booklets and keys for group arrivals and organize the smooth check-in.

· Carry out the online safe and print back-up reports on a timely basis.

· Follow up on any outstanding departures and to ensure that late check-outs are charged according to policy.

· Prepare and carry out shift handover and to ensure that the desk is left tidy and that all work has been completed.

· Schedule the meal breaks for all Guest Service Executives ensuring adequate manning at reception at all times. 

· Coordinate Room Moves and communicate them to all necessary departments.

· Handle any pending bills (Pay-Masters) and follow up as necessary.
· Be a part of the daily operation of Club Executive to ensure high standard of customer service and food and beverage service at all times.

· Assist the Manager in supervising the Club Executive lounge.

· Help Guest Services Executives with the lounges’ duties if the operation demands meet and Greet Club Executive guests upon arrivals and to complete their registration procedures in the Lounge and to attend all their needs throughout their stay at the hotel. Ensure effective room allocations in advance.

· Ensure smooth check-in of all arriving guests.

· Ensure that all arriving guests are escorted to their respective rooms.

· Handle any guests’ complaints according to Jumeirah complaint handling standards and take necessary measures to prevent guest dissatisfaction.

· Assist Guest Services Executive with departures; coordinate with Housekeeping, Reception, and Concierge.

· Host and supervise the daily F&B operations of breakfast, afternoon tea and happy hour. 

· Ensure check-lists are carried out as required.

· Manage colleague performance as per company guidelines. 

· Continually Promote teamwork and motivate the team. 

· Ensure close communication with the manager about feedback on operations.

· Maintain open line of communication and co-ordination with related departments to ensure guests requests and complaints are handled efficiently and to the satisfaction of the guest. 

· Ensure all guest feedback is actively processed and where necessary, communicated to the team and other departments.

· Identify and anticipate guests’ needs and requirements and to be a continual source of information, help and assistance.

· Adhere to health and safety policies, in particular the Jumeirah Food Hygiene standards. 

· Attend and conduct briefings and meetings. 

· Maintain knowledge of all menu items and service procedures in the lounges. 

· Liaise with kitchen and beverage department on daily operation. 

· Conduct on jobs trainings for all colleagues in the department.

· Cooperate with the Club Executive manager and initiate useful cross trainings for members of the respective teams.

· Maintain the upkeep of the lounge at all times. 

· To represent the Club Executive Manager in his/her absence.
· (Respond to internal/external e-mails and reply to CSI guest feedback.

· Ensure clear Step by Steps are developed, implemented and maintained in compliance with QMS guidelines.

· Maintain an up to-date hard copy of Step by Step manual.

· Maintain awareness of the progress of Sectional Performance Plan.

· Check all mise-en-place of the Club Executive are ready for service.

· Check the buffet, temperature records are correct and being kept.

· Ensure that service is smooth and efficient. 

· Carry out continual checks of guest satisfaction. 

· Check daily requisition and expiry dates of lounge items.

· Ensure proper colleagues grooming and attendance is adhered.

Ensure all operating stock is well maintained. 

Assure the upkeep and the cleanliness in the lounge and the pantry at al times.

Ensure all inventories are done as scheduled)
· Conducts spot checks on Guest Services Float on weekly basis and reports any discrepancies to Front Office Manager/ Assistant Front Office Manager.

Financial:


· Ensure that the Resort’s credit policy is being followed at all times and that the Credit Check Report is carried out.

· Be aware of the departmental budget and assist in maximizing room revenue and controlling departmental expenses.

· Supervise the auditing process making sure that all details are balanced.

· Ensure that all Guest Services Executives have sufficient cash and change in their float.

· Handle late charge letters in a responsible manner ensuring that the guest’s signature is on the applicable bill and that a receipt and letter is forwarded to the guest.
Administrational

· Print the Trace Report, action all traces and file the completed report at the end of the day.

· Action the Room Discrepancy Report in close communication with Housekeeping.

· Check all updated registration cards ensuring that the information is complete, all necessary documents attached and sufficient payment guarantee has been taken.

· Maintain the departmental stationary supplies and re-order as necessary.

May 2006 till September 2008 Lobby Butler – Dar Al Masyaf, Madinat Jumeirah, Dubai
Madinat Jumeirah, The Arabian Resort - Dubai, is styled to resemble an ancient Arabian citadel. Luxurious and ornate, it combines the height of opulence with an overwhelming sense of tradition. Meandering waterways transport guests to all parts of this intricate city of senses. Two grand boutique hotels, courtyard summer houses, a traditional souk, the Talis Spa, the region's leading conference and banqueting centre, unlimited recreational facilities and the superlative Quay Health club - all this and more combine to make Madinat Jumeirah the most fascinating Resort in the world
Key Responsibilities:
· Responsible for improving the Customer Satisfaction Index Score for the efficiency of check-in for Dar Al Masyaf.
· Responsible for handling early arrivals in co-ordination with room allocation coordinator and to ensure smooth check-in into Dar Al Masyaf.
· Handling of guest complaints and requests pertaining to room view, inter connecting rooms, etc. and efficient resolving of the same.

· Handling over booking situation in close co-ordination with top management.
· To make sure all the traces regarding room allocation request are followed up.
· Responsible for Making reports which includes:

· VIP Report
· Mystery Shopper Report

· Weekly VVIP Report

· Monthly Up selling Report
· Repeat Guest Revenue Report

· GM’s Cocktail Invitation Report
· Pending Payment and Missing Rooming Lists Report
· Making Daily Feedbacks from the early arrival guests or any comment from the guest
September 2006 till April 2007 Butler - Dar Al Masyaf, Madinat Jumeirah, Dubai
Key Responsibilities:
· Handling Front office operations from the point of arrival of the guest until check-out with thorough Fidelio knowledge.

· Private dining order-taking using Micros and serving of food and beverage orders.

· Setting up of rooms as per individual guest profiles with regards to amenities, personal preferences, etc.

· Room supervision and inspection as per Housekeeping standards.
· Handling guest complaints and ensuring efficient resolving of the same.

· Responsible for providing a very high level of proactive and unique style of butler service which includes F& B service operations, Front Office, Housekeeping and Concierge.
· Proficient in use of Micros 9700 POS & Fidelio 6.2 PMS.

November 2003 till August 2006 Bartender – Renaissance Mumbai Marriot Group of Hotels
Set on the plush banks of Powai Lake - Mumbai, the Renaissance Mumbai Hotel & Convention Centre offers an oasis of luxury and tranquility amid the bustle and bright lights of Mumbai, the business and cultural centre of India. It offers the largest Convention Centre attached to a hotel in India with over 2,30,000 sq.ft. Of indoor and outdoor meeting space and 15 meeting rooms.
The 286 guest rooms and suites provide a panoramic view of Powai Lake and the hills. Every room is spacious, elegantly designed and well-furnished with latest conveniences. The hotel offers an excellent choice of restaurants and lounges. Guests can relax and unwind at the chic Club Renaissance which offers state-of-the-art gymnasium and day spa.                                                                                                                                                                                                                         

Key Responsibilities:
· Scheduling of 25 bar staff as per business demands.

· Inventory and ordering of stocks as well as filling out the necessary official paperwork for the same.

· Maintaining the SOPs of the service with effective supervision of the staff.
· Handling bar counter in busy period.

· Closing of bar.  
 Industrial Training

September 2002 till February 2003 – Taj President - Mumbai
Successfully completed 22 weeks of Industrial exposure training in all major departments 

Education 

· Diploma in Hotel Management & Catering Technology from the Institute of Hotel Management, Catering Technology and Applied Nutrition ,Mumbai.
· Diploma in Office Automation.

· Higher Secondary Certificate in Commerce Stream.

· Secondary School Certificate exam from Maharashtra State Board.

Achievements

· Got opportunity to work as Lobby Butler with in nine months of joining Dar Al Masyaf

· Awarded certificate for Employee of the Month for outstanding performance through out the month of September, 2007.
· Have received commendations from the Head of the Department.
Personal 


Date of Birth

: 12th November, 1983

Marital Status
         
: Single


Nationality
 : Indian        
References 

 : Can be furnished on Request

