Suzanne Ball
Cell Phone * 952.688.2955 
E-mail * suzanne.e.ball@gmail.com
LEADER IN CUSTOMER SERVICE MANAGEMENT
qualifications profile

Results-driven Executive with customer service management and human resources leadership history. Demonstrated track record for developing and directing top-performing service teams, optimizing employee satisfaction and retention. Insightful business leader with expertise in implementing talent management methodologies, aligning corporate and workforce planning processes, and facilitating change management transitions.  
education

minnesota school of business, Richfield, Minnesota

· Bachelor of Science in Business Management Degree, December 2009

· Concentration: Human Resources
Core competencies

· Human Resources Management, Multi-departmental & Cross-Functional Team Communications
· Staff Recruitment, Training, & Performance Management, Customer Service Management
· Best Practices Procedural & Process Implementation
· MS Word, MS Excel, MS PowerPoint, Hotel Management System Software, ADP, Fidelio, Ceridian
· Language Competencies: Conversational Spanish
ORGANIZATIONAL LEADERSHIP

· Managed hotel department operations, hired, trained, and directed 35 to 40 supervisors and personnel to ensure world class customer service delivery to 4000 - 6500 guests monthly.
· Evaluated team performance, strategized and implemented best practices service improvements to optimize service quality, efficiency, and customer satisfaction.
· Provided critical performance feedback in executive committee meetings and led customer and employee satisfaction enhancement directives.  
· Collaboratively executed logistical transition from Sofitel Minneapolis to Sheraton Bloomington brand standards and expectations, articulated brand vision, retrained organization-wide associates, and facilitated a seamless and successful conversion process within 21 days in a high-occupancy scenario.

· Provided individual and group training and technical support to team members on property and payroll management systems which increased team competency and productivity.

· Sourced and developed strategic vendor relationships, negotiated market-competitive purchases, and optimized supply inventories.

· Organized and facilitated director-level monthly teleconference meetings, created decision-tracking system, and coordinated an efficient communications, accountability, and performance-management process.
· Evaluated and identified department operational deficiencies, implemented corrective action plans, achieved safety, security, and procedural compliance.
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HUMAN RESOURCES

· Championed and led multi-departmental communications quality improvement initiative, bridged cross-functional team communications, and improved guest problem resolution and service quality.
· Enhanced team involvement and accountability by implementing team derived goals for department operations which lead to top tier positioning within network.
· Created a team-focused culture, diplomatically mediated and resolved sensitive staff issues, implemented performance management and accountability strategies, and positively impacted staff morale, and engagement.

· Trained, mentored, developed, and advanced promising professionals from line-level to supervisory positions.
OPERATIONAL FINANCES
· Prepared and administered $1.6-million yearly operating budget for department using previous years data and future forecasting tools.
· Streamlined, controlled, and aligned operating expenses monthly to accommodate fluctuating occupancy levels and maximized profit margins.
workplace history







Sheraton bloomington hotel - Bloomington, Minnesota

· Director of Housekeeping, December 2006 - March 2014

SOFITEL MINNEAPOLIS - Bloomington, Minnesota
· Director of Guest Services, March 2005 - December 2006
Crowne plazA -  Bloomington, Minnesota
· Front Office Manager, March 2004 - March 2005
SOFITEL MINNEAPOLIS - Bloomington, Minnesota
· Front Desk Manager, August 2001 - December 2003

· Night Audit Supervisor, March 2000 - August 2001
