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OBJECTIVE
· To develop knowledge, skill and positive attitude towards work in hospitality industry, to achieve highest level of guest satisfaction by maintaining standards 

SUMMARY
· A seasoned, diligent & resourceful professional with overall experience of 08 years & 05 months with a rich knowledge of all facts pertaining to the Front Office Department 
· Consistent in meeting company standards and customer needs, thereby ensuring profitability, quality and excellent customer service 
· Good at liaising closely with other departments and emphasize on excellent inter-departmental relations considering other departmental procedures and policies 
· Skilled at execution of front desk selling strategies through up selling. 
· Ability to display a warm and hospitable attitude at all times, even when dealing with intoxicated guests, irate customers and insubordinate staff 
· Detail oriented with outstanding organizational and leadership skills 
· Ability to work across different verticals and maintain consistency in the operations through efficient leadership 

AVAILABILITY

Ready to relocate immediately

	
	
	
	SKILL SET

	
	Front Desk Administration
	  Staff Training & Development

	
	Customer Care Strategies
	
	Problem Solving

	
	Organizational Development
	
	Team Management

	
	Service Excellence
	
	Guest Relationship Management

	
	Certified Departmental Trainer
	
	Inventory Management

	  Relevant experience in MICE handling
	
	Configuration



LANGUAGE SKILLS
· Fluent in English 

PROFESSIONAL QUALIFICATIONS
· DHMCT & AN (Diploma in Hotel Management Catering Technology & Applied Nutrition) from NSHM Academy-Durgapur, West Bengal India in 2006 

GLOBAL EXPOSURE
· Interacted with customers across the globe 
· Multinational experience includes working with top Hotels viz., Airways Hotel ,Hyatt Regency, and Crown Plaza 

REVENUE MANAGEMENT APPLICATIONS
	
	Opera (Property Management System)
	
	I-Scala

	
	Reserve (Centralized Reservation System)
	
	Micros


· Fidelio 
· Ideas

WORK EXPERIENCE
Front Office Manager                                                                                                        Jun 2015 – Oct 2015
Airways Hotel Port Moresby, Papua New Guinea 
· To lead and manage all aspects of the Front Office department and ensure all service standards are followed
· To handle Guest concerns and react quickly, logging and notifying proper areas 
· To conduct regularly scheduled departmental meeting

· To assist guests regarding hotel facilities in an informative and helpful way

· To follow department policies, procedures and service standards

· To supervise staffing levels to ensure that guest service, operational needs and financial objectives are met.

· Encourages and building mutual trust, respect, and cooperation among team members.

· Serving as a role model to demonstrate appropriate behaviours.

· Empowers employees to provide excellent customer service.

·  Interacts with customers to obtain feedback on quality of product, service levels and overall satisfaction.

· Trains staff and monitors adherence to all credit policies and procedures to reduce bad debts and rebates.
· Ensures employees are working in a safe environment

· Conducts annual performance appraisal with direct reports according to Standard Operating Procedures 

· Ensure that all accounting transaction and cash handling procedures are in compliance 



Night Manager                                                                                                                     Jan 2015 – Jun 2015

Hyatt Regency Gurgaon, India
· Assist the Front Office Manager in all aspects of the department and ensure service standards are followed

· Provides managerial support for Reception, Concierge , and Guest Services in the daily operational duties for these areas

· Consistently offer professional, friendly and engaging service

· Ensure proper staffing and scheduling of all Front Office colleagues in accordance to productivity guidelines

· Communicate through pre-shift logs, emails and departmental meetings all pertinent information for the respective shift and areas of operation

· Train supervisors and fulfil training role in the absence of the trainer

· Assist guests regarding hotel facilities in an informative and helpful way

· Follow department policies, procedures and service standards

· Follow all safety policies 

· Other duties as assigned

· Monitors and ensures compliance with all Guidelines to Operations

· Ensures supervisors maintain adequate levels of department supplies

· Ensures all employees are in proper uniform and are properly groomed (grooming standards in employee handbook)

· Ensures employees are working in a safe environment

· Directs, monitors, and assists all overnight staff

· Ensures guest tracking scores and employee opinion survey goals are achieved

· Ensures all employees are adhering to proper cash handling procedures & monitors overage/shortages
· Works with the leadership team of the property to identify and implement action plans to prevent the reoccurrence of guest issues

· Monitors employee attendance and records absences

·  Promotes teamwork and employee morale

·  Keeps employees informed regarding new operational procedures, standards, or programs

· Provides orientation for new employees and ensuring all information is entered into computer

· Encourages employee relations through gifts, parties, outings

· Creates incentives that will promote better service and profit for the property

· Conducts annual performance appraisal with direct reports according to Standard Operating Procedures 


Assistant Manager - Front Office
Hyatt Regency Gurgaon, India
Sep 2012 – Dec 2014 
Part of the Pre Opening Team
· Assists in the preparation and updates of the Departmental Operations Manual 
· Supervises the daily works of Associates & Executive – Front Desk 
· Ensures information on restaurants, hotel facilities and other miscellaneous are updated periodically 
· Plan the weekly roster and work schedules to ensure that the place of work is adequately staffed to handle the level of business 
· Control requisitioning, storage and careful use of all Operating Equipment and Supplies 
· Oversee the Front Office function to ensure that the employees deliver the brand promise and provide exceptional guest service at all times 
· Personally greets and checks-in Vip and long Stay guests 
· Ensure that all team members are familiar with the hotel’s product and services, current promotions, policies and the other important information 
· Verify that guests are receiving the best possible service during check-in and check-out 
· Ensure that guest history records are accurately maintained and all repeat guest are pre-registered 
· Co-ordinate for VIP movements with relevant Departments as advised 
· Manage the daily activities of front desk staff to ensure quality service of the hotel 
· Ensure that all accounting transaction and cash handling procedures are in compliance 
· Conduct staff meetings including review of hotel standards, departmental procedures, and operating issues 
· Monitor guest satisfaction processes, and respond to guest concerns, and inquiries 
· Schedule work for the staff to ensure adequate coverage and effectively control labour costs 
· Ensure that guest data and management reporting is processed efficiently and accurately while maintaining proper security standards 

Front Office Executive
Crown Plaza, Gurgaon, India
Feb 2012 – Aug 2012
· Conducted shift briefings to ensure hotel activities and operational requirements are known 
· Compiled occupancy statistics and supervised group bookings 
· Ensured cash handling and banking procedure are done as per the hotels standard 
· Dealt with irregular payments and Carried out debtor control; Handled cash security procedures 
· Coordinated and updated various department details regarding reservations, inquiries and records 
· Managed multi-line phone system and guest information 
· Maintained and updated customer contact information, filed reports, scanned and copied documents 
· Monitored guest requests and resolved all complaints received to maintain customer satisfaction
· Maintained cashbook, receipt book, reconciliation files, reservation files, complaint book etc.


Team Leader - Front Office
Hyatt Regency , Kolkata , India
Apr 2010 – Nov 2011
· Handled all guest and internal customer complaints and inquiries in a courteous and efficient manner 
· Resolved the customer concerns in a courteous manner and ensured that the issued is resolved satisfactorily 
· Ensured that all the team members deliver the brand promise and provide exceptional guest service 
· Implemented a guest recognition programme and maintained the guest history record 
· Trained new joinees according to the standards laid down by Hyatt International and also monitored the progress through a systematic and structured training module 
· Strictly maintained Service Level Adherence and Complaint Management with good and timely coordination 
· Ensured rich customer experience in each and every interaction and transaction 
· Identified training needs and conducted training programs to develop multi-skilled teams 
· Accredited for developing the productivity of employees through development of progressive work culture and multi-skills 
· Motivated and led a team of committed professionals to achieve 100% score in the “Hystar Programme” of Hyatt International (Which is a recognition for providing excellent Customer Service) 
Guest Service Officer - Front Office
Hyatt Regency, Kolkata, India
Sep 2006 – Mar 2010
· Managed the front desk activities and conducted daily Check Ins and Check Outs 
· Handled reservation including amendments and cancellation 
· Handled queries and request of the in-house and  external guests 
· Represented the management in the important area of guest relations 
· Attended and resolved the guest complaints and issues 
· Collaborated with other departments of the hotel like Travel Desk and House Keeping for smooth functioning 
· Handled Business Centre (Photocopies, Print-Outs, Fax Service, Checks Guest Mail, Parcels, Secretarial Service and Lobby Shops) 
· Accepted assignments with an open, cooperative, positive and team-oriented attitude 
· Improved customer satisfaction and deepen client relationships with proactive services 

INDUSTRIAL TRAINING
· Intercontinental Marine Drive (22 weeks Training), Mumbai, India – 2004 

