NENY 
Neny.353767@2freemail.com 
S E N I O R S P A M A N A G E M E N T P R O F E S S I O N A L

Senior Professional with more than 15 years’ international experience in Spa Therapy and Management. Expertise includes skills in a wide variety of spa services, body treatments, spa management and customer service. Experienced in team leadership, administrative oversight and business management.

P R O F E S S I O N A L E X P E R I E N C E

DREAMWORKS SPA, DUBAI, UNITED ARAB EMIRATES

September 2016 - Present

Spa Quality Manager

· Manage a team of 80 employees and 14 branches.

· Implement and coach therapist and receptionist on adopting the total quality management system across all the branches.

· Conducts weekly audit to ensure compliance across all Spa’s and brand standards.

· Executes the necessary decisions to keep branch moving forward toward achievement of goals.

· Directs property quality efforts to address critical customer requirements.

· Assists with company-wide implementation of company best practices.

· Facilitates process improvement, assuring use of the systematic processes, and improvement is achievable and measurable.

· Ensures that management practices at all levels are aligned with quality tools by providing training in quality sciences.

· Uses data collection methods to compile, display, track, and analyze defect trends.
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· Demonstrates and communicates key drivers of guest satisfaction for the brand’s target customer.

· Analyzes issues and identifies trends.

· To reviews guest feedback with leadership team and ensures appropriate corrective action is taken.

· Respond and handles guest problems and complaints.

· Stays visible and interfaces with customers on a regular basis to obtain feedback on quality of product, service levels and overall satisfaction.

· Models service behaviors that meet or exceed guest expectations.

· Conduct and attend any necessary training courses in-house or external.

· Ensure that Company Policies are followed at all times.

· Conduct regular audits and reports back to GM

· Instigate regular one on one staff meetings to motivate and be aware of staff needs and aspirations.

· Implement and live Staff motivational tools as a leader

· Set a standard at all times in professionalism, appearance and attitude as expected.

· Responsible for the cleanliness of the immediate work area as well as the general property.

DESERT PALM HOTEL AND RESORT, MINOR GROUP DUBAI, UNITED ARAB EMIRATES 2014 – 2016

Senior Spa Supervisor/Acting Spa Manager

· In-charge of quality control and implementation of Standard Operating Procedures

· Liaison with senior resort management for formation of Spa budgetary goals

· Liaison with Spa management team for surveillance of revenue

· Supervision of Spa staff in their daily duties

· Human Resource management in the Spa facilities, including staff scheduling

· Inventory control and coordination with vendors

· Supervision of efficiency in client scheduling and therapy time utilization

· Coordinating Spa Team training and documentation of competencies

· Supervision of Licensing Regulations of Staff with local licensing authorities

· Team leader for all services provided at the Spa facilities

· Performance of daily Spa services, including:  massage, facial, body treatments, etc.

· Maintaining high level of personal competency in all Spa related services

· Participation in local conferences and continuing education for upgrading skills


EMBELLIE SALON AND SPA, DOHA, QATAR

2013 – 2014

Assistant Salon & Spa Manager

· Promotion of Spa services and sales of products to achieve monthly revenue targets

· Coordination with IT department to upgrade and manage the Spa Website

· Management of staff scheduling and coordination with HR department

· In-charge of quality control and client satisfaction

· Dealing with client complaints and feedback

· Sourcing high quality products, stock and linen

· In charge of all equipment, repairs, redecorating and general maintenance

· Coordination and usage of contingency budget

· Drafting and maintenance of all inventories for Spa & Salon and staff accommodation

· Carrying out disciplinary action when warranted

· Coordination of vendor activities, supplier status, stock checks and order follow up

· In charge of all staff training and development

· Updating and implementing all standard operating procedures

· Performing a variety of massage, facials, manicure / pedicure and body treatments when no therapists are available

AL MAHA LUXURY RESORT AND SPA, DUBAI, UNITED ARAB EMIRATES

2010 – 2011

Senior Spa Therapist

· Oversee all aspects of daily spa management and spa personnel

· In-charge of inventory control

· Coordinating supply orders and maintaining log books

· Monitoring costs and implement measures for reduced spending

· Production of monthly incentive reports

· Enforcement of company rules and regulations with staff members

· Responding to staff complaints and coordination with HR department

· Team leader for staff training programs

· Performing personal services in a variety of massage, facials, body treatments, reflexology, manicure, pedicure, etc.

· Assisting customers with selection of spa services and ensuring optimal service delivery

· Participation and coordination of all promotional marketing activities-

· Team Leader for Quality Control and provision of the highest standard of service by closely monitoring room settings, hygiene and staff performance

· Attendance of weekly strategic planning meetings, with presentations for increasing revenue, decreasing cost and enhancing staff efficiency


SHANGRI-LA HOTEL, DUBAI, UAE

2003 – 2010

Senior Spa Therapist

· Overseeing all aspects of managing spa and personnel

· Closely monitoring inventory control by product supplies and maintaining logs

· Preparation of monthly incentive summaries

· Personal performance of a variety of massage therapy techniques including Aroma Vitality Massage, Swedish, Balinese, Hilot, Shiatsu, Thai massage, Chi balance, Sports, Raindrop, Hot Stone, Aroma Therapy, 4-Hand and Reflexology. Personal performance of facials, body treatments, manicure and pedicure

· Assisting customers with selection of spa services and ensuring optimal service delivery

· Product promotion, including marketing of moisturizing, deep cleansing, executive and firming facials. Marketing of honey & milk wraps, Chi skin polish, detoxifying body wraps, body scrubs, eye treatments, Chi foot and hand care

· Participating in all promotional marketing activities

· Performing spa personnel training and development

· Maintaining monthly training reports of personnel

· In-charge of Quality Control and provision of the highest standard of service by closely monitoring room settings, hygiene and staff performance

THE RITZ CARLTON BALI RESORT AND SPA, BALI, INDONESIA

2000 – 2003

Spa Therapist

· Performing a variety of massages, facials, body treatments and reflexology

· Marketing of Spa products and services to the client

· Closely monitoring products usage and supplies inventory

· Preparation of treatment rooms and ensuring cleanliness / hygiene

· Evaluated client’s specific needs and expectations to determine the best appropriate services and products to achieve satisfaction

· Interacting with spa team members to provide a seamless customer experience

· Maintaining an exemplary professional standard in dress, personal grooming and health

HOLIDAY IN RESORT AND SPA, BALI, INDONESIA

1999 - 2000

Spa Therapist

· Oversee all aspects of the spa treatment rooms, changing rooms, steam room, sauna rooms and Jacuzzi

· Handling reception area duties, including opening and closing for each day

· Performing a variety of massage treatments to include body treatments, facials, manicure / pedicures, hair treatments, waxing and reflexology

· Providing the highest standard of treatment and service by closely monitoring room settings and hygiene


E D U C A T I O N

	BABTAC & CIBTAC CHAIR, DUBAI, UAE
	2014

	Registered in England no 01293645
	

	SPA MANAGEMENT COURSE, BALI, INDONESIA
	2013


Bali Bisa, Leading Spa Therapy Training School, CIBTAC accredited

Purchasing, Communication, Human Resources, Training, Standards and Service, Spa Menu, Guest Service Philosophy, Front Desk Operation, Financial Matters and Marketing

GERMAN IMMIGRATION AND LANGUAGE CLASSES, FRANKFURT/HANOI
2011 – 2012

Akzente Language School Frankfurt, Germany Goethe Institute Hanoi, Vietnam

Language proficiency in spoken and written German.  Cultural conditioning to European Society

	SHANGRI-LA SPA ACADEMY, MANILA, PHILIPPINES
	2008

	CIBTAC and ITEC Accreditations
	

	Basic Spa Therapist Training, Traditional Philippine “Hilot” Massage, Healing Hot Stone
	

	Massage, Spa Retailing and Customer Delight Program
	

	P4B HOTEL AND TOURISM SCHOOL, BALI, INDONESIA
	1999

	Diploma in Food and Beverage Hotelier Tourism
	

	Core curriculum in hospitality services
	


A D D I T I O N A L T R A I N I N G A N D C E R T I F I C A T I O N S

· Eminence Spa Treatments and Products Knowledge Training. Desert Palm Dubai, 2015

· Kristen Florian Spa Treatments and Products Knowledge Training. Desert Palm Dubai, 2014.

· Sodashi Spa Treatments and Products Knowledge Training.  Al-Maha, Dubai, 2010

· Babor Spa Treatments and Products Knowledge Training.  Al-Maha, Dubai, 2010

· 7 chakra relaxation treatment using Arabian herbs.  Dubai, 2009

· Customer Delight Program.  Shangri-La Hotel, Dubai, 2008

· Trainer skills 2 and knowledge training.  Shangri-La Hotel, Dubai, 2008

· Customer Delight Programs.  Shangri-La Hotel, Dubai, 2008

· Spa Treatment Course–Puspa Spa Training School.  Bali, Indonesia, 2007

· Trainer skills 1 and knowledge training.  Shangri-La Hotel, Dubai, 2007

· CBC Botanical Treatments Certification.  Dubai, 2006

· Biodroga Spa Product Certification.  Dubai, 2005

· Biodroga Spa Treatments and Product Knowledge Training.  Dubai, 2004

· CBC Botanicals Treatments and Products.  Dubai, 2003

· Traditional Chinese Medicine Concept. Dubai, 2003


C O M P U T E R P R O F I C I E N C I E S

· Microsoft Outlook, Word, Excel and PowerPoint

· Fidelio System

· Micros System

· Operation of Microsoft windows based and Apple based desktops / laptops

· Opera System

· Spa Connect System

· Shedul System

P E R S O N A L

Date of Birth: 23rd November 1978

Nationality: Indonesian

Driving License: No 1602246, Dubai, UAE

Visa: Employee Visa

REFERENCES

Available on request


