From,

Manash 
Manash.351325@2freemail.com 
 
Dear Sir/Madam,
I would like to express my sincere interest for the position and i am having 12 yrs of experience in Customer Relationship, Public Relations, Front Office Management, Office Administration, Facility Management, Operations and Functions related to Hospitality Industry with various international hotel brands in Preopening Projects. (IHG, Starwood, Carnival cruise lines, Leela Kempenski, Wyndham Hotels & Resorts. I am sure you are looking for a resourceful, flexible individual, which describes me exactly. I am a self starter excel at self motivation, guest service and scheduling. I am familiar with staff oversight, safety, security and learn new procedures quickly. Technically minded and with good problem resolution skills, I am able to work effectively in fast paced and ever changing environments

I very much hope that you will look favorably upon my application by recognizing my enthusiasm, talents in the field of hospitality and my future potential. In the meantime I thank you sincerely for taking the time to read my application, and I very much look forward to an opportunity to speak to you in more detail regarding this position. I believe my qualification and experience make a very good match with the position and would relish the opportunity to be a member of the organization. My resume and references are attached please feel free to contact me at your convenience.

Please note i am available immediately for placement and currently in UAE.

Thanking you in advance for your time.
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HOSPITALITY INDUSTRY PROFESSIONAL

Offering over 12 years of experience in Hospitality, Facility management, Office Administration & Customer Relationship, seeking challenging assignments.


PERSONAL PROFILE
· Competent and diligent professional with experience of over 12 year across Guest Relations, Front Office Management, Office Administration, Facility Management, Operations and Functions related to Hospitality Industry, with progressive experience analyzing and measuring performance data, measuring effectiveness and workload, developing work flow, development policies and procedures, Pre Opening project management, and offering value-added recommendations as an influential force in the achievement of organizational objectives. Strong analytical skills with a commitment to continually streamlining and improving work processes to effect substantially reduced costs and dramatically increase operational efficiencies.
· Adhere to international standard service procedures, with strong background in Customer Service, House Keeping, Training & Development and Team Management; acknowledged for the hard work by the previous employers through constant appraisals and promotions.
· Customer-satisfaction driven professional with excellent verbal communication skills, a professional appearance and demeanour to handle front office operations.
· Possess an ability to work both at an individual level as well as a team player while utilizing exceptional liaison skills, inter-personal and observational skills with proven capability of effective management including inter and intra departmental coordination.


PROFESSIONAL EXPERIENCE

Spree Hotels & Resorts

Operations Manager





           

                          May 2013 to Till Date

• Participate in the preparation of the annual departmental operating budget and financial plans. Monitor budget and control labour costs and expenses with a focus on rate strategy, building initiatives and inventory management.

• Use company systems and processes to maximize revenue. Develop plans to increase occupancy and ADR through walk-ins and up selling at the front desk.

• Direct day to day staffing requirements, plan and assign work, and establish performance and development goals for team members. Provide mentoring, coaching and regular feedback to help manage conflict and improve team member performance.

• Educate and train team members in compliance with brand standards, service behaviours, and governmental regulations. Ensure staffs have the tools, training, and equipment to carry out job duties.

• Promote teamwork and quality service through daily communication and coordination with other departments.

• Ensure all staff provides guests with prompt service, professional attention and personal recognition.

• Respond appropriately to guest complaints, solicit feedback and build relationships that drive continuous improvements in guest satisfaction.

• Conduct routine inspections of the public areas and take immediate actions to correct any deficiencies.

• Ensure that guest satisfaction data is analysed and that plans are developed and implemented to achieve established goals.

• Act as a central communications point during emergency/crisis situations; develop and maintain relationships with local fire, police, and emergency personnel.

• Develop awareness and reputation of the hotel and brand in the local community and promote team member involvement in community outreach efforts. 

• Effectively supporting full spectrum of Human Resource and training activities.

The Fern, COCHIN (Pre opening – Rooms Division)                                                                 Oct 2011 to April 2013

Front Office Manager

· Pre opening team head.

· Lead room division- and Supported Engineering.

· Had done the hotel launch along with press meet.

· Supported sales and marketing team.

· Has lead the on boarding and generic training of all staffs.

· Plan and implement the application of availability controls to those market segments, which will maximize hotel room, food & beverage and other revenues where applicable.

· Maintain a high performance standard among guest contact employees to ensure they are knowledgeable, friendly and courteous at all times.

· Inform the management via reports about the results of trends or guest impressions and problems in the hotel affecting the guest or the operation.

· Participate in decisions involving occupancy goals, marketing strategies and development of rates.

HOLIDAY INN, COCHIN (Pre opening- Rooms Division)                                                          June 2010 to Sept 2011
Guest Relations Manager

· Handling proactive customer relations, planning and executing the operations to ensure quality service. Managing and monitoring guest requests, complains and feedbacks and target to achieve 100 % through GSTS (Guest Satisfaction Tracking System).

· Implementing systems and procedures that achieve higher cost efficiency and guest satisfaction. Abreast with local, national and international best practices/trends in the industry. 

· Ensuring that all the operational standards set for all the processes are followed. Playing a Vital role in recruiting, hiring, performance review & appraisal, supervising and scheduling the staff members.

· Coordinating with departments like Concierge, Security and Housekeeping to ensure that all the security, hygiene and aesthetic standards of the hotel are met. 

· Conducting cleanliness & hygiene survey in entire premises also arranging staff briefing every day & daily reports.
· Gaining invaluable experience in interfacing with multicultural people, languages and varied culture and customs.

· Earning rich exposure to observe everything that is happening around me i.e. any suspicious activity in the hotel, etc and file it away for future reference and use.

· Instrumental in handling housekeeping, V.I.P guest handling & guidance, guest relations for banquet halls, catering units, coffee shops and restaurants across the various assignments. 

· Performing daily quality control checks including rate discrepancy, credit check, routing, arrival, complaints and room change reports and also running night audit procedures.

· Forecasting trends in occupancy, budget for room sales, developing/ implementing strategies for garnering larger market share, optimizing sale of room’s inventory & maximization of average room rate, Handling OTA.

· Responsible for handling guests and increasing guest satisfaction also evaluating the feedback for further changes/ 

Improvisations. 

· Implementing and maintaining Brand Standards, Guest History System and updation of all the guest profiles. Monitoring business of competition hotels in of new terms accounts and rates.

· Strictly maintaining Service Level Adherence and complaint management with good and timely coordination. Thus ensuring rich customer experience in each and every interaction and transaction. 

Ramada Lake Resort & Spa 5*, Kerala (Pre-opening)
        


            Aug 2008 - May 2010
Duty Manager - Front Office

The Mercy - Luxury Business hotel, Kerala 4* (Pre-opening)



Feb 2007 - Aug 2008
Asst. front office manager

Ocean village ship, P&O cruise lines                                                                                                July 2006 - Dec2006
Passenger service associate - front desk

The Leela Kempinski Kovalam beach resort 5*                                                                       July 2005 - March 2006
Le Meridien Kovalam beach resort 5*


              

     
 July 2004 – July 2005


EDUCATIONAL CREDENTIALS

M.Sc. Food Science and Nutrition, 2004

Bharathiar University

B.Sc. Nutrition and Dietetics, 2002

Manonmaniam Sundaranar University

Technical Skills Set

IDS, PMS, HMS, Win HMS, Opera, Infrasys, FCS, MS Office, MS Windows and Internet Application, MMS, CMMS

Trainings Undergone

Stay Real Service Culture ♦ Fire Life Safety Training ♦ Craft Trainer Course ♦ Elementary First aid ♦ Personal Survival Techniques ♦ Fire Prevention and Fire Fighting ♦ Personal Safety and Social Responsibilities ♦ Crowd Management Skills P&O Cruises, (Ocean Village) ♦ Complaints handling and sales upgrading P&O Cruises, (Ocean Village.

♦ Dietician Training at Apollo hospitals ♦ Nutritionist training at Campco.

 Managerial & Personal skills 
· In-depth knowledge of the hotel, hospitality, leisure and service sector. 

· Dealing calmly and professionally with challenging situations. 

· Able to identify, understand and give priority to urgent issues. 

· Extensive customer facing experience. 

· Strong influencing & communication skills. 

· Creating and implement hotel policies and procedures. 

· Quickly picking up new skills & knowledge. 

· Able to work under pressure, Strong commercial acumen. 


Linguistic Proficiency: English, Hindi, Malayalam and Tamil 

Nationality

: Indian

Gender

: Male

Hobbies

: Travelling, Music, Driving, Cricket, Football



