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San Francisco, CA

SKILLS

e passenger operations

e customer service training
e emergency response

» role-playing
 instructional design

» performance evaluation

LANGUAGES
« English
e Spanish
e French

EDUCATION

BACHELOR OF SCIENCE IN
HOSPITALITY MANAGEMENT,
UNIVERSITY OF FLORIDA, 2014

ACHIEVEMENTS

o Increased customer satisfaction
ratings by 20% through enhanced
training programs.

» Recognized for excellence in training
delivery at the City Rail Transit annual
awards.

» Developed a customer service training
manual adopted across multiple
locations.

Michael

ANDERSON

Dynamic Rail Transport Instructor with specialized expertise in passenger train
operations and customer service excellence. Focused on creating impactful
training programs that enhance both operational efficiency and customer
satisfaction. A strong communicator with demonstrated success in fostering
collaborative learning environments that empower individuals to excel in their
roles. Committed to upholding the highest standards of safety and service quality.

WORK EXPERIENCE

PASSENGER OPERATIONS TRAINER

Metro Line Services

2020 - 2025

e Conducted training for new passenger service personnel on operational protocols.
e Implemented customer service workshops to enhance passenger experience.

e Monitored compliance with safety regulations during training sessions.

e Utilized role-playing scenarios to prepare staff for real-world interactions.

¢ Developed training materials focused on emergency response procedures.

¢ Evaluated trainee performance through practical assessments and feedback
sessions.

CUSTOMER SERVICE INSTRUCTOR
City Rail Transit
2015 - 2020

e Designed and delivered training programs aimed at improving customer service
skills.

e Conducted assessments to measure the effectiveness of training initiatives.

e Facilitated group discussions to share best practices among service staff.

e Collaborated with management to align training with organizational goals.

e Created instructional materials that enhanced understanding of passenger needs.

e Led simulations of customer interactions to prepare staff for diverse scenarios.



