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Professional Summary
Hospitality professional with 7 years of experience leading guest service, shift coordination, service recovery, reservation accuracy, and front-of-house standards.
Core Skills
Guest relations | Service recovery | Team scheduling | Reservation systems | Shift leadership | Training | Conflict resolution | POS systems | Event support
Professional Experience
Guest Experience Supervisor, Harbor House Hotel | Miami, FL | 2022-Present
· Coordinated front-desk and guest service teams during peak periods, improving check-in readiness and maintaining 94% positive guest survey scores.
· Reduced repeat service issues by logging guest feedback themes and reviewing resolution steps during shift handovers.
· Trained 18 new team members on reservation systems, service recovery language, opening standards, and escalation expectations.
Operations Specialist, Coastal Events Group | 2018-2022
· Managed VIP arrivals, event guest lists, and same-day room or seating changes while keeping managers informed of service risks.
· Balanced hospitality warmth with accurate records, payment handling, and clear communication across departments.
Coordinator, Marina Bistro | 2016-2018
· Maintained accurate project records, customer or stakeholder updates, recurring reports, and follow-up actions for managers and cross-functional teams.
· Improved day-to-day execution by organizing documentation, tracking open tasks, and communicating status changes before deadlines.
Selected Projects
· Guest Recovery Log: Tracked service issues, resolution owners, and follow-up actions.
· Shift Handover Template: Standardized occupancy, VIP notes, staffing gaps, and open guest requests.
Education
Associate Degree in Hospitality Management, Miami Dade College
Certifications
ServSafe Manager | CPR and First Aid
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