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		Objective

Seeking an administrative or operational position, where I can put into practice my education and experience. Capable to work under pressure and tight deadlines, appreciate the teamwork and often work on improving my services through reading and learning from other qualified colleagues

	Skills

I am punctual and organized around my work environment. I am a service-oriented individual who is gracious, well-mannered and attentive to the needs of my company. Overall, I maintain a positive attitude and passion for my work.




		Languages

Arabic - native language
English - fluent
French - fluent


	About me

I have a clear, logical mind with a practical approach to problem-solving and a drive to see things through to completion. I have more than 2 years of experience in managing and leading teams across multiple sectors. I am eager to learn, I enjoy overcoming challenges, and I have a genuine interest in Business Management and making organizations successful.
I have very strong communication skills, assertive follow up and superior leadership abilities. 






	
		Other Certificates 

Conflict Management 
Leadership skills
Red cross 
Risk Management 
Train the trainer 
Managerial skills
Negotiation skills
Security awareness 
Fire drill 
Marketing & innovation 
Evacuation & Fire Drill 

	Computer Skills

Hospitality Fidelio 6.2(25) and Micros (9700)
Microsoft Office Excel, Word, Power Point and Outlook
Programming    SQL Server – MMS. JDE
Accounting Dolphin, Navision, ICBS, WindSS  
 





		
Education
Bachelor in hospitality management services Class of 2004
Lebanese University - Faculty of Tourism & Hospitality
Bachelor in business management
 Class of 2000 - 2003
Pigier University – Gemmayzeh – Beirut – Lebanon 
Advanced business management
 Class of 2014 - 2015
ESA – Ecole Superieure des affaires    Hamra- Beirut – Lebanon
	
		professional EXPERIENCE
Operations Manager
Mall Management (Operations & Leasing Department)
ABC Achrafieh since Feb 2018 till now
Lead the support functions within the mall and ensure standards are met at all times - General Services, Security, Accounting, CCTV and Customer Service.
Ensure that ABC and tenants’ employees abide by set policies, procedures and standards.
Coordinate with the soft utilities (security, parking and cleaning) companies to ensure an outstanding performance, service excellence and an accurate presence of the team in the designated locations.
Enhance and promote customer service excellence through meetings with tenants, evaluate performance and listen to their complaints.
Coach the team, develop their capabilities and coordinate a solid succession plan with the HR Department.
Manage overall shopping mall function incl. areas of property management, mall facilities and services, tenant management, leasing support, marketing & promotions
Manage mall team to oversee daily operations, all contract staff works incl. maintenance, security, cleaning, mall administration, customer service & Accounting
Perform annual review of retailer performance. In consultation with head office mall management, recommend appropriate tenant mix/use for annual planning and implementation
Prepare and manage capital expenditures for mall as per approved budget
Manage profitability of overall mall business by maximizing revenue opportunities and reducing operating costs
 receive complaints, suggestions and other improvement ideas to be updated with senior management for approval and plan for subsequent implementation
Ensure mall operating policies and procedures are duly followed by the tenants, service providers, contractors, etc. incl. Occupational Health Safety standards & preventive maintenance
Ensure professional development for mall team delivering high performance
Ensure overall safety and pleasant shopping environment for customers and thriving business ambiance for retail tenants

Project & Department Store manager 
ABC Verdun
ABC Verdun Mall - Jan 2017 till Feb 2018
I was handling the whole project of the Department store opening
Ensure that all projects are delivered on-time, within scope and within budget
Develop a detailed project plan to monitor and track progress
Perform risk management to minimize project risks
Meet budgetary objectives and make adjustments to project constraints based on financial analysis
Reviews store P&L statement with the Finance department and uses it as reference for marketing and promotional activities, staff scheduling, identifying sales targets for each department and inventory management,
Works closely with the human resources department in recruiting, selecting and training new personnel
Schedules weekly meetings with floor managers, technical supervisors, CCTV and Customer service managers to identify problem areas, ways to improve services and address persistent customer issues
Coordinate with Marketing on the implementation of events securing a timely and safe flow of activities and provide constructive feedback when needed


Floor manager
 ABC Achrafieh – Department Store – Men & House hold Sections
June 2014 – Dec 2016

Drives excellence in service by ensuring measures are in place to continually and visibly improve service levels in all key service areas. 
performing daily follow up on glitches, investigate and take the necessary steps to avoid its re-occurrence.
Helps and support the team to achieve and maintain the required standard of conduct and job performance, following the company performance management procedures Implemented and followed. 
Leading the selling process and drive personal customer service through coaching and monitoring selling behaviors
Teaching product knowledge and selling skills
Communicating policies and procedures
Managing Stock levels and making key decision about stock control
 Analyzing and interpreting trends to facilitate planning
Organizing special promotions, displays and events


Cashier Supervisor
 ABC Achrafieh – Mall & Department Store 
July 2007 – April 2014
Member of the pre-opening team (ABC Jordan – Amman)
Supervise cashiers’ and head cashiers’ technical performance (40 Cashiers)
Make sure that cashiers abide by ABC customer service standards 
Communicate policies and procedures to the cashiers 
Manage cashiers and head cashiers weekly schedule 
Manage the leaves and overtime as per company policies 
Perform daily spot checks on the tills 
Resolve problems with customers in a professional way 
Oversee and monitor on the job training of newly recruited cashiers 

Night auditor 
Habtoor Grand Hotel June 2005 – June 2007 
Member of the pre-opening team
Ensure various charge documents, rebates, miscellaneous and paid out balance against total of the system
Ensure end of day / start of day on computer system is completed
Supervise Check-In, check-out, reservations procedures and ensuring that all data is entered   accordingly
Control room rates, room transfers and the assignment of the house use and complimentary   rooms
Prepare F&B reports (Control voids, rebates, duty and complimentary checks)
Supervise outlets and front office cashiers
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