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Nationality:
Tunisian
Birthday                   25/05/1979

Profile

Highly skilled Front Office expert with eight years of working experience in the hospitality industry. In depth knowledge of maintaining high standards for overseeing front desk and butler operations. Developing and implementing training and development plans; Hands on experience in evaluating guest satisfaction levels and working toward continuous support

Experience
[November2012-till present] Duty Manager-Assistant Lifestyle Manager Jumeirah Living Dubai 5*hotel apartment
Main duties
· A role model to all colleagues in regards to punctuality, appearance, courtesy, performance, attitude, leadership, guest relations, observance of the house rules, loyalty to management and interdepartmental communication. 

· Assist in maintaining and developing agreed operating procedures involved in the Front Office and to ensure all Front Office colleagues adhere to the correct procedures as lay down in the operating manual.
· In charge of FO PNL
· Fully aware and knowledgeable of all services, amenities and functions within Jumeirah Living-WTCR

· Maintain the privacy of all residents by ensuring that no details of the resident are disclosed to anybody.

· Ensure that guest complaints are handled and resolved by the respective departments. In the absence of the appropriate managers in the department, the Duty Manager will handle and resolve guest complaints

· Use discretion and tact when dealing with enquiries, problems or complaints on an efficient and professional manner without detriment to the residence and its reputation

· Emergency controller in absence of the Senior Management Team

· Cover the night shift in absence of the Night Manager 

· Balance all day’s revenues and to perform day close procedures including Night Audit to ensure that all financial data are prepared for the Finance Department

· Arrange emergency visa for residents, in conjunction with the Airport Desk and Visa section

· Assist the Front Office Manager in supervising the Business Centre, Concierge, switch board and the Front Desk Operations.

· Inform the residents about the facilities of the property.

· Act as a sales person of all Jumeirah Living properties, Jumeirah properties and products.

· Log all challenges, negative feedbacks or unusual matters of significance in the Duty Manager’s handover and Guest feedback report through HotSos/ Mercury. 

· Maintain the colleague attendance summary sheets

· Prepare no show charges, cancellation charges, late Charge and post them accordingly 

· Carry out regular appraisals and review sessions for the Front Office colleagues as advised by the Front Office Manager and keep all colleagues files up to date.

· Assist the Front Office Manager to organise the Annual Vacation Plan, Weekly Duty Roster and Special Staffing Requirements.

· Assist the Front Office Manager in writing and reviewing the departmental Risk Assessments and Health and Safety and Security Procedures

Achievements and Awards

· Departmental Trainer

· LQA audit in charge for maintaining standards and delivering consistency in service. During my tenure and got the highest LQA score
· Provided guidance and training on the proper implementation of LQA standards.
· Increased and maintained guest profile quality to targets set above 98%
· Outstanding Customer service

· Departmental Trainer

· Recruitment and interviewing  applicants
· WOW Award for outstanding effort and implementing new projects

· Implementing WIGS Widely Important Goals

· Exceptional Colleague  Month of March 2013   

· Training colleagues to improve overall LQA Scoring

· Minimizing compensation and analyzing complaints degree

· Analyzing booking.com and trip advisor comments

[June2011-November2012] Team Leader Butler services Burj Al Arab Dubai

Main Tasks

·  Lead, motivate & continuously develop the Butler Team in order to maximize colleague productivity, departmental revenue, guest satisfaction & department COS scores

· Oversee all aspects of the floor operation, including administrative tasks to ensure standards & consistency are maintained to the highest level at all times

· Ensure the highest level of privacy, safety & security of hotel guests at all times

· Maintain a full & comprehensive knowledge of the products and services available in the SBU, other Jumeirah properties and the local area

· Ensure all suites are checked, maintained & serviced at all times in accordance with standard operating procedures

· Responsible for maintaining inventory levels, maintenance & general upkeep of equipment & operating supplies

· Ensure that butlers adhere to Hotel Health & Safety policies/procedures and Quality standards at all times

· Conducts daily briefing & training sessions with the team


· Ensure that all guest registration details are updated as per Profile Quality standards and that all dockets are properly filed


· Solely responsible for guest requests & feedback 


· Oversee the preparation & execution of guest itineraries
· Ensure the Sirius loyalty scheme is actively promoted to all guests
 Achievements and Awards
· Integrity Award

· Group Trainer

· Task Trainer
· Developed 2 Guest service Executive to butler team leaders 
· Grooming Project and strong follow up with colleagues’ grooming 

· JDP Trainer Analyzing guests ‘comments and organizing training accordingly

· Made a successful TV power point project displaying department’s targets, colleagues’ special events and efforts ,entertainments etc

· Conducted Standards of Excellence training that replaced the most expensive training brought from outside company

· Implemented and conducted training project titled “Emotional Intelligence “and” Enjoyable working day”

· Implemented and conducted training project titled Service Netting vs. Service Recovery

· Implemented and conducted training titled Delivering Excellent Customer Service

· Appreciation from management for the successful project

· Appreciation from management for satisfying our valuable guests

· Appreciation from our guests in JD power (on line survey) and comment card for the professional service  and the good care that I am providing

· Handling appraisals 

· Assisting departmental training manager to reach Widely Important Goals for colleagues and for guests

[April2010-June2011] Guest Service Manager   Regency Tunis 5* Hotel 
                                     Duty Manager on weekends

Achievements and Awards
· Pre-opening of the new Executive VIP Lounge and implemented standards

· Analyzing guest’s feedback

· Answering guests’ comments on trip advisor 

· Hiring ,training ,coaching staff and reached best customer service scoring
· Appreciation from our guests in comment cards, booking.com, trip adviser and e-mails for the professional service that I provided

· Minimizing guests’ compensations’ costs by implementing a new compensation procedure
· Appreciation from the General Manager for the new ideas and creativity 

· Implementing a procedure to reduce energy cost

[September2007-April2010] Guest Relations and 
Trainer Sheraton Tunis 5* Hotel and Tower
Achievements and Awards

· Guest Satisfaction Index Champion (GSI) Analyzing the Front desk department’ scores and contributing in increasing company’s score 

· Service Award (best performance and service in Sheraton Tunis Hotel and Towers 1st time certificate awarded in Sheraton Tunis Hotel and Towers) 

· Appreciation from our guest in GSI and e-mails for the excellent service 
· Property Service Culture Trainer 

· Star Guest (SG) Trainer 

· Starwood preferred guest loyalty program SPG trainer 
[July 2006] Part time Job Sales assistant Schwarzkopf and Henkel
Achievement
Best Seller 

[September 2005] Part time Job Hostess for VIP guests

Qualifications and Skills

· Have excellent communication and analysis skills 

· Have a strong follow-up

· High level of IT proficiency

· Excellent Listening skills recognized by guests and colleagues

· Solution and result oriented, well organized, polyvalent, Self-motivated, creative 

· Outstanding leadership ability to motivate, coach and train 

· Flexibility and ability to work on own directive

· Exceptional internal and external customer’s support.

· Innovative 

Training
[January 2012]  Task Trainer    Jumeirah Burj Al Arab

[November 2012]  Group Trainer Jumeirah Burj Al Arab

[November 2011]  Coaching training by Director Of Human Resources Mr Edward  Burj Al Arab
[September 2011]  Selling luxury   Burj Al Arab

[June 2011]  Creating Ultimate Experiences   Burj Al Arab
[June 2011]  HACCP training    Burj Al Arab
[July 2011] Luxury Butler Service Skills by Josephine Ive   Burj Al Arab
[October 2010] Quality training 14001 Regency Tunis Hotel
[April 2010]  Coaching training by Mr. L’hotelier   Regency Tunis Hotel

[May 2010]  Proactive sale by Mr. L’hotelier   Regency Tunis Hotel

[August 2009] Culture Service transformation Training by Mrs. Rana Thome (Sheraton 

 Voice, reinforce ease and loyalty, Sheraton exclusive language, Enriching coaching                conversation, Developing training spirit, Developing Coaching Culture)

[April 2009] Property Service Culture training by Mrs. Susanne Halbroth   Munich Germany
[September 2007] Experience and Brand modules training Sheraton Tunis 
Languages     
Arabic:  Writing, reading and Speaking                                                   Native

English: Writing, reading and speaking                                                   Fluent

French: Writing, reading and speaking                                                    Fluent

Computer skills:

Opera, Fidelio, Word & Excel, Power Point, Internet User, Microsoft outlook

Certificates

[November2012]Group Trainer Certificate Burj Al Arab Jumeirah

[January2012] Task Trainer Certificate Burj Al Arab Jumeirah

[April 2009] Starwood Property Service Culture Trainer Certificate Sheraton Starwood Munich Germany 

Diplomas

[April 2010] Professional Master’s Degree in English for International Communication 
[June 2008] Bachelors’ Degree of English Linguistics Major          

[June2004]Baccalaureate Degree in Economy and Management Major  
