SHANTI  
Shanti.362702@2freemail.com
OBJECTIVE
Contributing in a value added role in Customer Relations or related positions where I can use my experience of engaging with discerning, demanding and high net worth multinational and multicultural customers to enable a measurable and quantifiable impact on the business. 

SKILLS OVERVIEW
A highly disciplined, results-oriented and customer focused professional with a proven track record of over 20 years in meeting and exceeding customer expectations and excelling in strategic relationship/ partnership building skills. Strong organizational, interpersonal and team building skills, excellent communication and problem solving skills, ability to forge robust business relationships, quality orientation and balancing big picture with attention to details are some of my competencies. 
PROFESSIONAL EXPERIENCE

THE ORCHID – AN ECOTEL HOTEL                                                     2000 - To date                                    

Business Enclave Manager

· Heading Business Enclave with overall responsibility for the revenue and profit targets 

· Managing the Business Center, Board/Meeting rooms and Lounge with responsibility for devising and implementing the standard operating procedures (SOPs) for smooth operations 
· Train, motivate and lead team in effective guest service operations. Identify areas for improvement to increase occupancy of the meeting rooms and achieve the bottom line 

· Close coordination with sales teams to optimize revenue and efficient and effective interaction with Front-Office team to achieve guest delight

· Set budgets, generate monthly reports and maintain and record a database of companies utilizing The Business Enclave facilities for future reference      


· Develop profitable/productive business relationships with a solutions-driven and customer-centric approach. Resolving escalated customer complaints or disputes.
· Manage daily operational activities and standard up–keep of rooms, Business Center and lounge. 
· Answering inbound calls and emails from bookers and guests/customers. Updating meeting room bookings and setting rooms as per bookings made blockings allocated
· Efficient requisitioning, man power rostering. Generating City Comparative reports daily for the Front Office team to understand market share

· Continual correspondence with satisfied/delighted customers to improve rating on Trip Advisor
· Generating and updating customer feedback and filtering it for communication by GM’s office
Major achievements  

· Established The Business Enclave as a Profit Center by consolidating revenue through business rapport with corporates and effective guest relations management  with resident/non-resident guests

· Anticipating guest requirement, refurbished and renovated The Business Center and the Boardrooms to upgrade the services and give it a modern and contemporary business look and functionality

· Inculcated ownership and responsibility by empowering the team, making it customer oriented. 

· Streamlined and continually fine-tuned SOPs, thereby  establishing The Business Enclave as 
0 complaint area primarily through effective interaction with the guest/bookers and secondarily through efficient coordination with front desk and sales teams
· Streamlined database of patron companies for the Boardrooms-with 95% + repeat guest/companies
· Scored a 100% in the guest mystery audit conducted since 2012
SAROVAR PARK PLAZA HOTELS AND RESORTS (MUMBAI)
1996-2000
Manager- Conference Sales (All India)

· Report to the Director- Sales And Marketing, prime responsibility to maximize the revenue-generating area i.e. achieve targeted number of conference room nights 
· Provide effective interface between the conference coordinator and the hotel as per conference specifics and requirements, thereby ensuring smooth planning and progress of every conference

· Maintain a database of corporate companies holding conferences 
· Motivate, develop and lead the sales team to ensure achievement of challenging targets with twin objectives of customer acquisition/retention and increasing revenue generation. Infuse confidence with a sense of accountability and ownership in them to build a vibrant and dynamic group

· Provide guidelines to sales teams in regional offices with respect to conferences sold in their city

· Maintain a standard conference procedure including

Monitoring customer satisfaction levels through the conference and after its completion              Attending to client complaints promptly and efficiently, implementing guest/booker feedback 

Key achievement- Developed and strengthened key account relationships and interacted with clients at the highest level of hierarchy

HOTEL LEELA KEMPINSKI(MUMBAI)                                                     1993-1996
Restaurant Captain – Cyclone-The Club & Fiorella- Specialty Italian Restaurant

· Reporting to restaurant manager with responsibility for supervision of staff operating and equipment  used in an assigned section of the outlet with sufficient coordination with the kitchen
· Efficient order taking and supervision of food and beverage service to all the guests in that section

· Ensuring prompt, accurate service with personal touch to guest requirements of food and beverage and accompaniments with table necessities; replenishments and clearances carried out efficiently

· In depth knowledge of the food and beverage menu, specialties, non-availabilities, items to promote 
· Convey guest feedback to the kitchen

KEY DISTINCTIONS

· Departmental Auditor for Ecotel (Hallmark of environmentally sensitive hotels) certification-laid down the environment related SOPs for the certification (by HVS), training team members on implementing them till 2016. Felicitated as Best Green Team member for the year 2011 & 2012
· Certified Internal Auditor for ISO 14001(Environment) by Bureau Veritas(DNV) in 2001
Established the Departmental Manual and EMS manual for the ISO 14001 certification.

· Assigned the dual role of Business Enclave Operations and Banquet Sales office in 2005 due to enhanced ability to manage customer/booker queries effectively and efficiently 

· In 2000, additional role of managing The Boulevard(coffee-shop with 80% resident corporate guests) breakfast sessions was assigned due to ability to resolve complaints in high paced operation
· In 2006-7, assigned additional responsibility to manage Club-Prive lounge due to excellent rapport with high net worth privileged guests
· In view of professional ability to provide effective guest relations led to a transfer to Cyclone- The Club the exclusive club(membership on invitation only) commencing operations in April 1994

PROFESSIONAL TRAINING

Leadership Skills for a Manager

Effective Negotiation Skills for a Manager

Managerial Grid Program

Spirit Of Hospitality by AHMA
ACADEMIC CREDENTIALS

B.A., Bachelor of Arts, Mumbai University, 1995, Major : Psychology & Sociology 

D.H.M.C.T.A.N., Diploma in Hotel Management and Catering Technology,IHMCTAN, Mumbai
PERSONAL DETAILS 

Date of Birth: 03/02/1971, Marital status : Single

