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San Francisco, CA

SKILLS

o Service Design

« Customer Engagement

« Data Analysis

e Training and Development
» Relationship Management

» Operational Improvement

LANGUAGES
« English
e Spanish
e French

EDUCATION

BACHELOR OF ARTS IN HOSPITALITY
MANAGEMENT, UNIVERSITY OF
NEVADA, 2015

ACHIEVEMENTS

* Awarded 'Best Guest Experience
Program' by the Hospitality Excellence
Awards.

» Increased customer retention rate by
35% through personalized service
initiatives.

» Successfully launched a digital
concierge service that enhanced
guest interactions.

Michael

ANDERSON

Visionary and customer-focused Hospitality Consultant with a robust background
in service design and guest engagement strategies, bringing over 8 years of
experience in enhancing customer interactions within the hospitality sector.
Exceptional ability to create and implement service frameworks that elevate guest
experiences and foster brand loyalty. Proven track record of leveraging customer
feedback and analytics to inform service improvements and operational
adjustments.

WORK EXPERIENCE

SERVICE DESIGN CONSULTANT
Experience Innovators

2020 - 2025

e Conducted customer journey mapping sessions to identify pain points in service
delivery.

¢ Developed service blueprints that guided operational improvements for clients.

e Facilitated training workshops for staff on best practices in customer service.

¢ Analyzed customer feedback data to inform service enhancements.

e Collaborated with marketing teams to align messaging with customer expectations.

e Implemented technology solutions that streamlined service processes.

GUEST ENGAGEMENT MANAGER
Hospitality Leaders Group
2015 - 2020

e Managed guest engagement initiatives for a luxury hotel, increasing guest
satisfaction scores by 25%.

e Developed personalized guest experiences based on preferences and feedback.
e Oversaw a team responsible for concierge services and guest relations.

¢ Introduced a loyalty program that boosted repeat bookings by 30%.

e Implemented training programs focused on enhancing guest interaction skills.

¢ Analyzed engagement metrics to drive continuous service improvements.



