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PROFESSIONAL SUMMARY
Dedicated Guest Service Manager focused on promoting customer satisfaction through 

exceptional service and maintaining outstanding hotel accommodations
SKILLS 


	· Opera knowledge
	· Familiar with HITS HR Solution System

	· Hospitality Background
	· Familiar with Future Log 

	· Five-star hotel experience
	· Computer knowledge

	· Service-oriented
	· Resort experience

	· Efficient
	· Familiar FMC System


WORK HISTORY

01/2015-Present
Guest Service Manager 
              Mövenpick Hotel Deira 



Dubai, UAE
· Oversee Front Office Operations mainly Guest Relation and Concierge duties and activities
· Manages day-to-day operations, ensuring the quality, standards are meeting the expectation of the customer on daily basis
· Response to and handles guest problem an complaints

· Supervises on-going training and conduct training when appropriate

· Improve service by communicating and assisting individuals to understand guest needs, feedback and providing guidance. 
· Provide guidance, direction to subordinates and monitoring performance
· Participates in the employee performance appraisal process, providing feedback as needed. 
· Manage payroll administration 
· Perform front desk duties in high demand times
09/2013- 01/2015
Duty Manager 
              Mövenpick Hotel Deira 



Dubai, UAE

· Improved customer service ratings through feedback and everyday guest interaction. 

· Trained new members of Front Office team.

· Increased hotel revenue and profits through up-sell at every opportunity

· Resolved service-related problems in a timely manner.

· Verified that personal and payment information on guest accounts was accurate and complete.

· Developed departmental objectives, work schedules, budgets and policies.

· Updated team members about changes in hotel products, services, pricing and policies.

· Handle guest complaints or problem to satisfaction of guests. 

· Promoted hotel loyalty program through team members. Making sure that colleagues understand ins and outs of the program. 

12/2010-09/2013
Front Office Supervisor 
              Mövenpick Hotel Deira 



Dubai, UAE
· Night Manager Reliever, managing night time operation of the Hotel          

· During sell out nights, deals with overbooking situations in most professional manner in order to keep to a minimum level of dissatisfaction of guests.        

· Support Night Auditor with all Front Desk and accounting related duties. 

· Supervising check-ins and check-outs of guest, ensuring that all required procedures and service standards are complied.

· Maintaining profile error to minimum by checking all registration cards on daily basis.        

· Ensure that room blocking are done a day prior by reception and verify whether preferences of regular and VIP guests are met.         

· Ensure that all Front Office employees complete their essential duties before their departure.
10/2009-12/2010
Front Desk Agent 
              Media One Hotel 




Dubai, UAE
· Joined in preopening team of Media One Hotel as Front Desk Agent and recognized as Best Employee of the Month.

· Doing check -in/check-out process and ensure the preparation is done.

· Checking all payments according to established hotel requirements.

· Handle customer inquiries, complaints, billing questions, Reservation, co-ordinate with Supervisors.

· Being aware of all the credit policies and liaise closely with finance department to ensure that credit procedures are properly carried out.

· Up-sells rooms in order to increase occupancy and maximize revenues.

· Checking billing instruction and monitoring guest credit.

· Giving show-round for existing or potential guests.

12/2007-10/2009
Front Desk Agent
              One & Only Kanuhura Resort and Spa 


Maldives
· Proceed all check-in and check-out process and ensure the preparation for checking in is done according with guest requirement 

· Handling cash, foreign currency, accepting credit cards, traveler checks, paid outs, discounts and rebates.

· Provide information to guest inquiries co-ordinate all guest request for special arrangement or services and efficiently.

· Being aware of hotel facilities, outlet timings, daily functions and excursion in the resort. 

· Escorted guests to their assigned rooms, including transporting their luggage.

04/2007-12/2007
Front Desk Agent
              The Vira Bali Hotel 




Bali, Indonesia
· Greet guests with smile, answer their questions as required, promoted the hotel and its services in order to capture customers and increase revenues.
· Check ins and check outs of guest according to the standards.
· Handling telephone enquiries, booking, internal and external mail filling all booking forms and correspondence.
· Count and verify cash, shift activity, keys, gift and wireless internet cards with departing shift.
CERTIFICATION
· “Manager On Duty Training” at Mövenpick Hotel Deira, Dubai

· “Lobster Ink Course” at Mövenpick Hotel Deira, Dubai

· “Lesson In Leadership Training” at Mövenpick Hotel Deira, Dubai
·  “The One Service Excellence Training” at Media One Hotel, Dubai

· “TSA Front Desk Up Selling Training” at Media One Hotel, Dubai
· Certified in Guest Recognition Program “Cherish” at Mövenpick Hotel Deira, Dubai
· “Service Excellence and up Selling Skill Training in order to make all of the staff becomes a sales person to maximize the revenue” on 19th and 20th August’09 at Kanuhura Resort, Maldives.
ACCOMPLISHMENTS
· Nominated for Leader of the Quarter by Mövenpick Hotel Dubai
· Nominated for star of the Month by Mövenpick Hotel Dubai
· Selected as Quality Ambassador at Mövenpick Hotel Deira Dubai
· The Best Employee of the Month by Media One Hotel, Dubai.

· Awarded as Best up seller of the month by Media One Hotel, Dubai.

· Nominated for star of the Month by One and Only Kanuhura Resort, Maldives
LANGUAGE PROFICIENCY 
· Fluency in English, Bahasa Indonesia in written and spoken.   [image: image1.png]















