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	CUSTOMER SERVICE PROFESSIONAL
	

	Profile
	Energetic professional with over 8 years of experience in offering outstanding

	
	service to diverse clients, maintaining excellent relationships with clients and

	
	team members, never losing sight of the organization’s overall objectives.

	Experience
	Duty Manager (October 2012 April 2015)
	

	
	Four Points by Sheraton Bur Dubai, Dubai, United Arab Emirates
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o Set up and maintain a high level of personal service and guest recognition, with particular attention to VIP's and amenities. 
o Assist the Front Office Manager in ensuring the professional and effective running of the day-to-day Rooms operation in accordance with all Sheraton Service Standards and in line with Starwood Hotels and Resorts Policies and Procedures, 
o
Maintain, implement and adhere to standard policies, systems and procedures relating to hotel operations, including health and safety systems and quality standards, and systems contingency planning.
o Together with the Front Office Manager and Reservations Manager, ensure that reservation patterns, overbooking and yield opportunities are maximized to best effect. 
o Actively promote the Starwood Preferred Guest program (Starwood’s loyalty program) to both guests and employees – ensuring all benefits are promoted and understood, and that annual enrolment targets are met 
o Perform security walks to ensure the hotel premises like floors, public areas, fire escape routes/doors and fire safety equipment are safe and kept in good working order. 
o  Leading Front Office department in absence of Front Office Manager.
Duty Manager (April 2011 to October 2012)
Four Points by Sheraton Vashi, Mumbai, India
o Actively solicit guest opinion by ensuring a strong lobby presence – meeting guests regularly. 
o Co-ordinate all activities, operations and running of Front Office – whilst actively displaying a proactive front of house leadership style. 
o Take a leading role in positively representing the company with guests, reinforcing a customer focused approach to hotel operations at all times – and harnessing Guest Experience Index (GEI) data as a tool to measure success. Monitor and analyses customer feedback/data and where applicable act upon guest comments 
o Supply and co-ordinate effective training to enable all front office staff to carry out their duties as required. Ensure Training profiles are in place and kept up to date 
o Handled Front office Department in absence of Front Office Manager. o Handling complaints for all the departments.
Night Manager (June 2009 to January 2011)
Sofitel London Heathrow, London, United Kingdom
o My basic responsibility is to perform night audit and prepare all necessary reports for the GM and all Head of the Departments to review, forecast and plan the day & future 
o Closely monitor the room inventory and hotel’s operational status at all times to ensure maximum revenue and occupancy 
o  Handle groups and VIP’s checking-in at night
o Handle staff appraisals and give them feedback, motivation at all times. Also train new starters as per hotel standards 
o
Handle guest queries, complaints and feedbacks effectively, taking appropriate actions on time to time basis
o Carryout check-in and check-out and perform all night cashiers duties as per the hotel standards when needed 
o Assist the Front Office Manager’s in his daily tasks. o Perform security walks
o Cover switch-board, concierge when needed as well as make reservations coming during my shift 
o  Starting with the hotel as Night Reception Supervisor
Reception Supervisor (December 2008 to April 2009)
Crown Plaza Shoreditch, London, United Kingdom
o My basic responsibility was to run my shift smoothly by conducting briefing /de-briefing for my staff informing them the daily activities, allocating jobs/responsibilities, handling queries/complaints and making sure all daily 
tasks are completed in time in compliance with the organizational standards.
o My other jobs included training staff, handle guest and staff queries, process staff incentives, manage and order stock, cover switchboard and reservations when needed, communicate necessary information to all and assist my Front Office Manger making Rota’s and various tasks when needed. 
o As the hotel was recently taken over by Intercontinental Hotels, I was actively involved in setting up the Standard Operating Procedures relating to Front Desk. 
Receptionist (April 2007 to November 2008)
Hilton London Heathrow Airport, London, United Kingdom
o My job revolved round carrying out check-in and check-outs as per the brand standards, perform all cashier duties and handle incoming guest and staff enquiries and complaints.
o Occasionally, I covered the Executive lounge, where I performed all duties related to front desk. I am also involved in training staff and new comers along with assisting Supervisors in their shift work. 
Guest Service Associate (June 2006 to August 2006)
Renaissance Hotel, Mumbai, India
o
Underwent training in all departments of the hotel.
o After training, was deployed at the Executive Lounge, where I handled the operations of the Lounge related to Front Office.
o
Also under supervision of the Managers, managed the Executive Floors for arrivals on those floors including VIP arrivals as well.
[image: image2.jpg]



Education
Professional
o Post-Graduation Diploma in Hospitality Management. Passed in 1st class - 
Ealing, Hammersmith & West London College, London (2007-2008) 
o
Diploma  in  Hotel  Management.  Passed  in  1st  class  -
ArunMuchhalla, Mumbai (2003-2006)
Internship
o Successfully completed 6 months Industrial Training at Grand Hyatt, Mumbai from 15th October 2004 - 15th March 2005 and was trained in all core departments of the hotel. 
IT
o Microsoft Office (Word, Excel, Powerpoint& Outlook) o Property Management system – Opera, Fidelio, OnQ
Personal Information
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o Date of birth : 08th May 1985 o Nationality : Indian
o  Unmarried
o Languages known : English, Hindi, Marathi o Visa status : Visit 

visa o References available upon request.
