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PROFILE
A determined and enthusiastic individual who enjoys a challenge and is able to succeed under pressure, currently based in Dubai, United Arab Emirates working for a prestigious five star resort as Guest Services Manager. A conscientious and reliable team player with excellent lateral thinking and problem solving skills. Carefully honed customer service skills to be able to listen to guests and able to deliver on the promise of offering a personalized service harmonized with remarkable personal flair which creates a memorable stay and lasting impression. Keen to develop and progress in the executive Management sphere with a new challenge and to continue my career in Hospitality.
PROFESSIONAL EXPERIENCE
GUEST SERVICES MANAGER
Madinat Jumeirah, Dar Al Masyaf, UAE
March 2013 to Present:
Key responsibilities:
· Managing 29 villas/282 rooms 
· Managing and coaching 145 butlers, 15 Team Leaders and 4 Assistant Managers. 
· Overlooking the quality of service in the front of house and finding ways to improve the standards. 
· Head of training for the department. 
· Senior Manager on duty for, Al Qasr and Dar Al Masyaf. 
· Handling guest complaints. 
· Feedback, quality assurance action plans. 
Key achievements:
· Within my first four months of joining our Team achieving record breaking CSI results and becoming number one property within the company. 
· My Team and I achieving 1st place on Trip Advisor out of 462 hotels. 
· Hosting the EXPO 2020 here at the resort which was a complete success. 
· Being selected for the high potential leadership program. 
Bab Al Shams Desert Resort & Spa, Meydan Hotels U.A.E
August 2010 to March 2013
	July 2012
	– March 2013
	Assistant Front Office Manager/Acting Front Office Manager

	July 2011
	– July 2012
	Guest Services Manager

	August 2010 – June 2011
	Front Office Coordinator/Duty Manager/Night Manager


Key responsibilities:
· Overlooking the quality of service in the front of house and finding ways to improve the standards. 
· Recording guest history data, delivering a personalized service and engaging with all VIP's. 
· Managing the Guest Relations, Reception, Concierge, Al Dukan Retail shop & supporting them with their roles. 
· Holding daily briefings and weekly meetings with the front office department. 
· Handling guest complaints. 
· Feedback, quality assurance action plans. 
· Manager on duty, making sure smooth operations are being carried out throughout the hotel. 
· Night audit, Income control, ledgers, Producing and analyzing daily and monthly financial results. 
Key achievements:
· Worked at the Dubai World Cup Meydan Racecourse, providing service for the Royal Majlis enclosure looking after HRH Sheikh Mohammed bin Rashid Al Maktoum 
· Promotion to Guest Services Manager. 
· Promotion to Assistant Front office Manager. 
· Writing and implementing the new Standard Operating Procedures for the Reception and Guest Relations department. 
The Royal Automobile Club, Pall Mall, London, UK
June 2008 to July 2010:
February 2010 – July 2010
Sports and Spa Club Reception Manager
April 2009 – January 2010
Sports and Spa Club, Supervisor
June 2008 – March 2009
Hotel Reception/Reservations Supervisor, Front Office
Key responsibilities
· Handling reservations for hotel rooms. 
· Leading the reception and reservation team. 
· Making sure standards are being consistent and implementing new effective procedures. 
· Handling Spa and Gym bookings. 
· Budget control for Sports shop products and Spa products. 
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Navigator of the Seas, Royal Caribbean International, Miami USA
October 2007 to April 2008
On board cruise ship: Assistant Purser/Guest Services Officer and Night Supervisor. Fixed contract for season
Key responsibilities:
· Handling on board credit and cash accounts. 
· Assisting the Chief Purser in balancing and auditing cash floats and the main safe. 
· Looking after guests needs. 
· Handling complaints. 
· Supervising embarkation of 3000 guests on and off the ship. 
· Organizing shore excursions. 
· 2nd in command on life boat, conducting drills for the staff and guests 
Key achievements:
· Completed training course and successfully selected to be 2nd in command of lifeboat. 
· Selected to be part of the lead welcome cocktail party for VIP guest’s diamond member guests and 1st class cabin guests as a welcome host. 
· Being commended on how I reacted and took control when a blackout and engine failure occurred on board the ship while out at sea while I was night supervisor 
· Mentioned in many guests’ comments feedback questionnaires 
The Berkeley Hotel, Knightsbridge, London UK
July 2003 to September 2007
Front Office: Lobby Host, Concierge/Hall Porter, Guest Relations Desk
Key responsibilities:
· Responsible for checking in VIP guests, guest comments, guest response, handling all complaints and problems to the guest's satisfaction. Preparing weekly and monthly reports for the Front Office 
Manager, handling special guests’ requests such as: organizing excursions, arranging theatre tickets, occasional dinners, boat trips and special meals moreover assisting in front desk duties. 
· Organizing limo service and other forms of transport. 
· Booking and amending VIP flights. 
Key achievements:
· Employee of the Month and Year Award 2005. 
· Closely assisted managers with new plans and procedures through the change of ownership from Blackstone to Maybourne group. 
· Member of social committee and organized various events. 
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INTERNSHIP

Claridges Hotel, Brook Street, London, UK
July 2002 to September 2003
Pageboy, Hall Porter, Reception Assistant, Food & Beverage Host,
I was given the opportunity to work for a year on a temporary contract during college in the prestigious Claridges Hotel. I learned valuable lessons in customer service and it helped solidify in my mind that a career in hospitality is what I would like to do.
EDUCATION

Westminster College, Kingsway, London
September 2002to July 2003
· (GNVQ Diploma) 
· Certificate: Hospitality and Catering 
· Certificate: Customer Service 
· Certificate: Food and Nutrition 
· Training Restaurant: Food and Beverage Service and Food Production 
· Internship: Claridges Hotel, Brook Street, London 
VARIOUS TRAINING COURSES

In house courses at The Berkeley Hotel, Claridges and present employer:
	Health & Safety
	Customer Care
	Managing Change

	Quality Assurance
	Cultural Awareness
	Security

	Up-selling
	Exceeding Expectations
	Welcome Host

	Opera Training/Full Knowledge
	
	


SOP training/How to write and implement (Standard Operating Procedures)
OTHER INFORMATION

Full UK & UAE driving license
Nationality: British
REFERENCES

Will be provided upon request
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