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Dedicated customer service manager with 4+ years of experience in hospitality settings. Consistently achieve record-high customer satisfaction rankings, improvements to the bottom line and turnaround of underperforming operations.
Respected builder and leader of customer-focused teams; instill a shared, enthusiastic commitment to customer service as a key driver of company goal attainment. Lead by example and ensure the execution of all safety, security, quality and store operations policies.
Areas of Expertise
	Customer Service Management
Complaint Handling & Resolution
Retail Operations Management
	Customer Satisfaction Enhancement 
Human Resource Management
Sales & Margin Improvement
	Teambuilding & Training
Cost-Reduction Strategies
Order Fulfillment


Professional Experience
UNIVERSITY OF PHOENIX – Denver, Co 						         2012-Present
Currently taking classes for Human Resource Management through skill-soft
· Transitioned from working full-time in the hospitality industry to becoming a full time student in order to complete coursework and accelerate graduation. 
· Currently pursuing Human Resource Management courses.
	FOUR SEASONS HOTEL – Denver, CO
	2010-2012


Housekeeping Supervisor 
Daily supervised 25+ housekeepers, office coordinators, lobby attendants, laundry staff, and housemen. Assisted with human resource duties by interviewing employees, reviewing performance, taking disciplinary actions when necessary, and maintained employee files. Fostered an environment in which guests enjoy high levels of service and employees are motivated to deliver top performance. Managed back of the house operations to ensure friendly and efficient transactions at checkout. 
Selected Contributions:
· Served on special taskforce charged with turning around under-performing stores. Trained CSRs and employees, and contributed to significant improvements in guest satisfaction and sales.
· Ensured quality of guests stay by problem solving, and inspecting guest rooms to ensure cleanliness.
· Trained employees to maintain quality standards and managed needs of high-profile condo tenants  
· Conducted daily performance reviews to ensure standards are being met and worked to improve employee’s performance when needed.
· Interviewed and hired staff prior to opening from construction and maintaining 85% retention in a 6 month period.

	WAL-MART — Denver, CO
	2009-2010


Deli Manager 
Managed sales, inventory, merchandising and cost controls. Maintained high standards in sanitation and safety and complied with regulatory guidelines.
· Worked with store during remodel and reset all sections of the store. 
 Selected Contributions:
· Transformed operation that was posting annual losses to increase sales. Met or exceeded all sales targets by 10% despite increased competition presented by the opening of two new local delis.
· Helped build a motivated workforce, worked with 18+ associates on a daily basis as a team, interacted with customers on a daily basis and help solve problems.
                                                                                                                                                                     
HOLIDAY INN EXPRESS – Bellevue, NE					  	            2006-2008
[bookmark: _GoBack]Executive Housekeeper, Human Resource Manager, Front Desk Supervisor, Assistant General Manager
· Assisted in opening the hotel from construction and obtained a 99.98% satisfaction by IHG. 
· Managed human resources by interviewing, training, and conducted performance reviews for employees within the company, as well as maintaining employee files. 
· Increased retention of employees from 40%-70% over a course of one year.
· Advanced to increasingly responsible positions, culminating a role with oversight for all departments.
· Conducted daily meetings to increase motivation and keep communication high within the work place. 
· Completed payroll and inventory on a weekly basis to ensure costs would stay down. 
· Implemented a cost effective program that lowered costs of items for guest rooms, which increased profit. 
· Assigned employees to on-call times to lower labor costs by 10,000 when the property was low occupancy lower costs of front desk, housekeeping, and laundry.
· Increased group sales revenue by obtaining business and personal groups for the hotel by offering a group rate. 	
Education and Training
	UNIVERSITY OF PHOENIX — Denver, CO
	


Bachelor of Arts in Hospitality, Travel, & Tourism Management			        November 2013
Associate of Arts in Hospitality, Travel, & Tourism Management				    June 2010
Training: Completed numerous courses and seminars in customer service, sales strategies, inventory control, loss prevention, time management, leadership, performance assessment and food safety.


