PERSONAL PROFILE
Versatile, holistic and service-oriented professional with over 17 years of hotel operations experience with an excellent acumen to assess the market situation
Outstanding oral, written and training communication skills

Unparalleled guest relations skills especially in creating "special touches" and resolving guest requests and concerns.

Strong analytical skills including trend analysis and the ability to develop innovative tactics to resolve problems
Excellent eye for details, can carry out actions to improve the appearance of the property, and associates as well as establish relevant actions that meet guest's expectations.

Positive and upbeat approach to associate relations and guest complaints
Strong computer skills especially word processing, hotel operating systems and spreadsheet creation.

KEY ACHIEVEMENTS
· Readiness to learn and adaptable to changing environment – Conducted an intensive training for all the team members, with the introduction of the new Property Management System (Protel).
· Collaborative leader – Leading a team of 349 members at JA Ocean View Hotel as Resident Manager of the hotel consistently involved in Planning, Execution & Implementation of changes and supporting the company goals at the same time ensuring to lead the team by supporting and coaching.
· Effective communicator with good interpersonal skills – Excellent communication skills and interpersonal skills with structured approach helps in overcoming obstacles for implementing changes and communicating with team members as well as line manager.
· Good Negotiating & Problem-solving skills – Excellent negotiation and problem-solving skills, a solution-oriented mind-set that thrives in highly pressurized working environments. Proven ability to manage deadlines of all important tasks to the highest standard, with a meticulous attention to detail.
· Target-oriented and Risk-mitigation– As Resident Manager, I liaise with the Director of Sales and Director of Revenue about the selling strategy as well as risk assessments. Working with the Director of Finance, GM, Regional GM, COO in Budget reviews and involved in hotel & departmental reviews.
· Successfully switched Hotel Web from Travelclick to Trust International 

· Successfully switched Hotel Web from Trust International to SynXis

· Successfully completed and obtained HACCP certification in November 2014 

Worked along with the H&S Manager/ HOD;s  and obtained Green Globe Certificate for the property
· Worked with Richey International to implement new standards 

· Responsible for CSR and community projects

· Responsible for associate welfare projects

· Successfully managed opening of an F&B outlet

 WORK EXPERIENCE 
JA Ocean View Hotel, member of JA Resorts and Hotels, Dubai  

 July 14– till Oct 15
Resident Manager

JA Ocean View Hotel is located in the bustling district close to the beach, with a great location on The Walk, Jumeirah Beach Residence, the city’s famous seaside promenade consists of 342 guests rooms including Standard, Superior and Club rooms plus one bedroom and family suites, 7 restaurants and bars, 3 conference rooms, adult and children pool, spa, salon and recreational facilities.

· Assist with the development, administration and control of hotel revenue, expense, Capex and Opex budgets.

· Review and approve operational paperwork and reports.
· Responsible for overseeing of daily operations within all departments to ensure smooth running of property.

· Review room inventory management to ensure maximization of room revenue.

· Ensure proper training, counselling and motivation of all team members. 
· Train, counsel and motivate management team members.
· Manage and review Revinate process for the property.
· Monitor results of guest comment cards, Tripadvisor and Market Metrix. Take appropriate corrective actions on a timely basis and respond to guests.
· Respond and follow up on all written and verbal guest complaints. Ensure guest satisfaction with resolution of the complaint or problem.
· Manage relationship with TIV Consulting in order to maximize different revenue streams

· Inspect rooms according to quality standards for cleanliness and proper preventative maintenance.

· Participate in community activities, team member functions and guest events.

· Maintain an active and visible position in the local community and industry.
· Attend weekly marketing, revenue and departmental meetings.
· Assume authority for the hotel in the absence of the General Manager for all operations within the hotel and liaise with corporate offices.
· Attend senior management meetings in the absence of the General Manager.
· Manage SOP process for all departments in addition to Fire and Safety

· Review and manage TSA (Front Office Incentive Programme) by attending monthly meetings and weekly review of performance.
· Attended Finance for None Finance professional course in November 2014
· Attended counselling & Disciplinary workshop in May 2015
· First Aid training in May 2015  
Hatta Fort Hotel, member of JA Resorts and Hotels, Dubai 

 
 Aug’ 12 – July 14
Hotel Operations Manager


Hatta Fort Hotel is located in the majestic Hajar Mountains with its quaint chalet-style rooms, rock feature swimming pools and restaurants. Set in 80 acres of manicured gardens, surrounded by the majestic Hajar Mountain range and wild nature, this 4 is the ideal destination for leisure, business and incentive stays in Hatta, Dubai

· Coordinate as Operations Manager in Hatta Fort Hotel, deputising General Manager handling team of 110
· Improve the overall Revenue by 12% YOY, from Rooms, Conference & Food & Beverage outlets
· Assist HOD’s with Departmental training plans and improve Trip Advisor reviews from 3.9 to 4.6.
· Achieve 5% savings in overall expense by effectively managing the current resources 
· Manage overall Operations of the Resort to ensure guests and team satisfaction are priority
· Ensure overall monthly budgets are achieved by having correct selling strategy for Rooms, Food & Beverage & Conference rooms
· Streamline all Operational Procedures and liaise with Central Reservations for any guests requests to ensure guest’s have memorable stay at the Resort

· Maintain comfortable relationship with guests, travel agents and corporate bookers for repeat business for the Resort
· Constantly involve in selling strategy of the Resort and liaising with Revenue Manager on daily basis

· Analyze daily revenue to ensure Revenue as well as Sales & Marketing strategies are in line with business requirements

· Hold full accountability conference groups and organizing team building activities for the group as per requirements

· Liaise with Sales and Marketing department for monthly rooms, F&B and Spa promotions in Local and International market
· Involve in Recruitment, training and monitoring team members

· Oversee entire Front Office, Food & Beverage, Banquets, Housekeeping, Recreation and Maintenance departments for smooth operations and guest satisfaction and ensure security is effective in the Resort for guest and staff 
· Ensure Resort is compliant with licensing laws, health and safety and other statutory regulations and carry out regular inspection of the Resort

Hatta Fort Hotel, member of JA Resorts and Hotels, Dubai



 Aug ’08 – Aug ‘12
Front Office and Revenue Manager

Worked full-time in a fast-paced Front Office & Revenue Department of the hotel. The role involved managing the room availability effectively and ensuring team members are aware of the selling strategy, where I have:

· Achieved 13%  increase on hotel web and  all online bookings by signing up on 3rd party channels & actively managed availability & price structures

· Maintained excellent  relationship with travel agents and key corporate accounts for consistent business 
· Introduced new Promotions for Rooms and Food & Beverage which helped improve Overall Revenue by 10% YOY

· Conducted rate analysis to ensure growth in Revenue for the Resort 
· Accomplished an increase of 5% in  YOY growth in all segments by organising FAM trips and maintaining relationship with Key Corporate bookers
Achievements: Received Certificate of Excellence 2011/2012 Awards from Trip Advisor by monitoring and Managing Trip advisor guest reviews and responding in timely & professional manner helped to improve the rating from 96 to 49 of 410 hotels in Dubai
Oasis Beach Hotel & Oasis Beach Tower, member of JA Resorts and Hotels, Dubai
Oct ‘07 – Aug ‘08
Assistant Manager Front Office
The Oasis Beach Hotel & Tower has 252 well-appointed guest rooms and 180 apartments. 5 restaurants and bars, coffee shop, disco, poolside snack bar, outdoor temperature controlled pool and swim-up bar

Worked as Assistant Manager Front Office, undertaking responsibilities such as: 

· Coached and mentored a team of 30 individuals, developing training and action plan for the them
· Presented monthly  guest satisfaction reports to Front Office Manager to comprehend year on year performance & assist in increasing departmental savings by 2% YOY
Islamabad Serena Hotel, Pakistan



   


   May ‘07 – Oct‘07
Duty Manager & Assistant Manager Front Office
The Serena Hotel in Islamabad is a member of Leading Hotels of the World. Serena Hotel offers accommodation in 387 lavish yet comfortable rooms, 7 restaurants and bar, meeting rooms, wedding hall, health club and Spa facilities

· Held full responsibility of the front office being the Manager on Duty 
· Collaborated with the Sales team on all sales leads and ensured that proper follow up is done
· Maintained relationship with all Regular Guests and ensure their requests are met before their arrival
· Conducted appraisals and performance conversations to work towards employee development
Hawthorn Hotel, Dubai





   

Jun ‘06 – May ‘07
Night Manager & Assistant Front Office Manager
The Hawthorn Hotel in Dubai has 133 guestrooms including 21 luxurious suites, facilities include a rooftop swimming pool, children’s pool, sunbathing area, fitness center, 4 restaurant and bars.

After working as a shift leader for nearly 2 years, I got the opportunity to progress my career as Night Manager/ Asst. Front Office Manager and develop my skills in new company and new environment by:

· Handled entire Front Office Operations and fulfilling Night Manager’s responsibilities 
· Liaised with all Operational Departments for smooth Front Office Operations  
· Managed all incoming complaints to ensure maximum guest satisfaction 
Oasis Beach Hotel and Tower, Dubai 




 
               May ‘04 – May ‘06 

Front Office, Shift Leader
Working for this privately owned hotel in Dubai, managed by JA Resorts & Hotels, Apart from daily responsibilities of Front Office department was actively involved in training & coaching of the team members. Here, I was engaged in:

· Devised and Implemented Standard Operating Procedures for the Front Office Department 
· Developed team members by involving in their appraisals and follow through their Individual Development plan & implementing corrective actions from guest feedback 
AUXILIARY EXPERIENCE 

Karachi Sheraton Hotel & Towers, Pakistan 



 
               Dec ’96 – May ‘04
Front Office GSA / Shift Leader
Sheraton Hotel & Tower is a five star hotel in Karachi, Pakistan. It has 407 guests rooms divided in to three classes Business, Deluxe and Club. Three types of restaurants include Pakistani restaurant, a Lebanese restaurant and La Mamma, Italian restaurant. as well as 24 hours coffee shop.
First job as a fresher from university, great opportunity to work in 5* property in Karachi, I was part of Front Office team and in my tenure with this property, main responsibilities included:

· Maintained company standards by following up with guest’s on any requests

· Involved in Check –In & Check –Out along with professional & efficiently handling all responsibilities
LANGUAGES
· English

· Hindi & Urdu

· Punjabi

· Arabic - Basic

· German – Beginner level

INTERESTS
· Passionate to meet new people and make professional network connections

· Playing Volley Ball, Cricket, Table Tennis  & Swimming to relax
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