Resume                                                                                                                                             1

Resume                                                                                                                                           7



Student
Institution Affiliation
Instructor
Date



	







Mkaka fafaf
8655 15th Street Apt 844 Silver Spring Maryland 2091 
Tel# 240-
Email: michelineewangmusic@gmail.com 
Professional Objective
To obtain a challenging position with an exciting and enthusiastic company that will utilize my acquired training and professional working experience. 

	Summary of Qualifications/Skills 
· Over 10 years’ experience in the hotel and hospitality industry.
· Excellent customer service skills.
· Strong ability to solve problems - identify and find solutions. 
· Outstanding interpersonal and communication skills.
· Great organizational and time management skills.
· Exceptional interpersonal skills.
· Ability to work well in a team and to work with professionals, guest, and staff members of diverse backgrounds  
· Detailed oriented and excellent attention to detail skills.
· Self-motivated and ability to adaptable easily and learn quickly. 
· Enviable ability to multi-task, remain calm and professional under stress. 
· Exceptional ability to maintain a positive attitude, handle conflict and confrontation. 
· Team, relationship and leadership building skills.
Educational Qualifications

	Education Bachelor of Science in Psychology, UMBC – Expected 2010 Associate Degree in Applied Science - Montgomery College - 2015 Associate Degree in Hotel Management – Itah College, Cameroon - 1999 
Professional Experience 
Hampton Inn (Hilton Corporation) – Silver Spring, MD - April 2010 to February 2014 Front Desk Agent 
· Checked in/out guests according to hotel brand standards.
Worked with multi-line phone system including answering phone calls and facsimile in a timely and professional manner.

	· Documented, modified and canceled guest reservations.
· Handled inquiries, requests and coordinate with other departments to fulfill guest special requests in a timely manner.
· Supervised the work activities of personnel to ensure clean, orderly and attractive rooms in the hotel.
· Notified housekeeping and maintenance of any reported problems with guestrooms and hotel grounds.

	• Assigned duties, inspected work and investigated complaints regarding housekeeping service and took appropriate corrective action.

	· Handled all guest questions including inquiries about hotel and property layout, facilities and services and the local area, including attractions and amenities.
· Maintained cleanliness of front office area.
· Followed in-house procedure to help ensure the security of guests and employees.
· Knowledge of hotel emergency procedures and responded to all emergency situations following emergency policies and procedures.
· Assisted with the training of new recruits to the front office department.
· Maintained a log of all incident’s reports during the shift.

	S&G Residential Services– Spring, MD – October 2008 to February 2010 Group Home Manager 
· Assisted residents with activities of daily living including taking them to their doctors’ appointments and recreational activities.
· Prepared meals to fit patient' dietary specification and made sure there was always an adequate supply of food in the house.
· Supervised housekeeping staff to ensure a sanitary living environment.
· Distributed and maintained petty cash box.
· Hired, fired and provided orientation and training to new staff members.
· Prepared the weekly work schedule for employees, ensured every shift was covered and transmitted payroll to Paychex incorporated.
· Maintained a shift log to report daily activities during the shift Novotel – Paris, France – October 2003 to June 2008 Senior Guest Service Agent.
• Served as the main contact for all guests, providing superior customer service by effectively responding to inquiries, suggestions, requests and/or concerns.


	· Greeted and assisted guests with their check-in and check-out process.
· Handled professional execution of guest calls, messages and amenities.
· Welcomed and accommodated members/distinguished guests according to company standards.
· Addressed guests' service needs.
· Provided concierge services, coordinated reservations, and event planning.
· Worked effectively with co-workers, managerial staff, and members rectifying any concerns ensuring quality satisfaction.
· Assisted general manager with daily activities.
· Assigned duties, inspected work and investigated complaints and responded accordingly.
· Supervised work activities of personnel to ensure clean, orderly and attractive rooms in the hotel.

	· Balanced the cash draw and maintained an adequate supply of cash.
· Responded to all emergency situations following emergency policies and procedures.

	

	Akwa Palace – Douala, Cameroon – July 1999 to September 2003 Guest Service Agent 
· Ensured proper training and daily monitoring of all service levels provided by employees to guests  and other fellow employees.
· Resolved guest complaints and requests in a friendly and time-efficient manner.
· Ensured front desk handles billing and cash in accordance with hotel's standards.
· Developed and implemented strategies and practices which support employee engagement.
· Supervised work activities of personnel to ensure clean, orderly and attractive rooms in the hotel.
Took periodic inventories, maintained a clean and neat work area and ensured that the supplies and linen were well stocked.

	· Balanced the cash draw and maintained an adequate supply of cash.
· Responded to all emergency situations following emergency policies and procedures.
· Answered telephone calls and directed calls to the appropriate personnel.
· Filled all guests’ requests are fulfilled in a timely manner.
· Assisted with the training of new recruits to the front office department.
Maintained a log of incident reports during the shift Technical Skills/ Training/Other Skills: Microsoft Office, Microsoft Word, Excel, Fluent in French and English, CPR & First Aid certified. References
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