Lena Brooks
lena.brooks@email.com     |     555-018-4472     |     Austin, TX
	Key Skills
Guest relations
Service recovery
Shift leadership
Reservations
Training
Education
A.A. Hospitality Management, Miami Dade College
Certifications
Google Project Management Certificate
Data-Driven Operations Foundations
Tools
Opera PMS | POS systems | Excel | Scheduling tools | Guest surveys
	Summary
Hospitality professional with 7 years of experience leading guest service, shift coordination, service recovery, reservation accuracy, and front-of-house standards.
Career History
Guest Experience Supervisor at Harbor House Hotel | March 2022 - Present
Lead planning, reporting, documentation, and cross-functional follow-through for priority work in hospitality environments.
Key Responsibilities
· Coordinate priorities, stakeholder updates, risk notes, and follow-up actions for managers and delivery partners.
· Maintain reporting on volume, turnaround time, open issues, quality indicators, and next decisions.
· Document recurring workflows, handoffs, and approval paths so teams can move quickly with consistent information.
Achievements
· Coordinated front-desk and service teams while maintaining 94% positive guest survey scores.
· Reduced repeat service issues by logging feedback themes and reviewing handover notes.
· Trained 18 team members on reservation systems, recovery language, and opening standards.
Hospitality Operations Coordinator at Brightpath Group | July 2018 - February 2022
Supported service operations, customer updates, internal documentation, and team reporting for a growing business support group.
Key Responsibilities
· Prepared weekly reports, meeting notes, customer updates, and task lists for managers.
· Tracked documentation gaps, approvals, and open requests through shared spreadsheets and project boards.
· Maintained process guides and templates used by new team members during onboarding.
Achievements
· Improved new-hire ramp time by creating a 30-day checklist for common workflows.
· Reduced duplicate follow-ups by organizing shared notes, owner labels, and handoff expectations.
Projects
· Guest Recovery Log: Tracked issues, owners, and follow-up actions.
· Shift Handover Template: Standardized VIP notes, staffing gaps, and open requests.
References
Available upon request.


