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SUMMARY

Strategic and results-driven Guest Relations Executive with over 10 years of experience in the luxury hospitality sector.

Proven track record in enhancing guest satisfaction through innovative service solutions and effective team leadership.

Adept at managing high-pressure situations with grace and professionalism, ensuring a seamless experience for all guests.

Expertise in developing and implementing guest engagement strategies that drive loyalty and repeat business.

WORK EXPERIENCE

Senior Guest Relations Manager Prestige Hotels & Resorts Jan 2023 - Present

Led a team of 15 guest service representatives, enhancing customer service standards.

Implemented a guest feedback system that increased satisfaction ratings by 25% within one year.

Developed tailored guest experiences based on individual preferences and feedback.

Coordinated with multiple departments to ensure a unified approach to guest services.

Trained staff on conflict resolution techniques, reducing complaints by 30%.

Monitored service metrics and adjusted strategies to maintain high standards.

Guest Relations Executive Grand Luxe Hotel Jan 2020 - Dec 2022

Managed daily operations of the guest relations department, ensuring optimal service delivery.

Established and maintained relationships with VIP guests, resulting in increased loyalty.

Analyzed guest feedback to identify areas for improvement in service offerings.

Facilitated training sessions for new hires, focusing on customer service excellence.

Collaborated with marketing to promote special events and packages to guests.

Utilized CRM software to track guest interactions and preferences.

EDUCATION

Bachelor of Science in Hospitality Management, University of Hospitality, 2012 Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Leadership, Customer Relationship Management, Conflict Resolution, Data Analysis, Team

Development, Strategic Planning

Awards/Activities: Awarded 'Employee of the Year' for outstanding service and dedication to guest satisfaction.

Awards/Activities: Increased guest loyalty program enrollment by 40% through targeted initiatives.

Awards/Activities: Recognized for implementing a successful training program that improved staff performance metrics

by 20%.

Languages: English, Spanish, French


