DIONDA JONAS OKALE
Yaoundé, Cameroon
Cell: (+237) 698-908-530
Email: jonasokale@gmail.com
PROFESSIONAL SUMMARY
· Highly experienced and reliable Manager and Concierge with a stellar work principle and guest satisfaction record combined with nearly 10 years of experience
· Great at managing interactions with a wide range of personality types with complete professionalism and courtesy which can boost your customer satisfaction by 20% and increasing sales by 10%.
· After handling different functions in a hotel, I have the ability to train more than 50 staff members to a high standards of customer service, ensuring increased customer satisfaction, reduced staff turnover rates, and a rise in sales through upselling techniques. 
· Looking to use my skills of assisting over 3 hotels and their restaurants achieve new levels of profitability and efficiency for your establishment. 
CORE QUALIFICATIONS
· Extensive front desk and guest management experience

· Excellent ability to anticipate and respond to individual guest needs and preferences

· Superior skills in upholding security practices and preventing unauthorized entries

· Exceptional skills in managing diverse types of guests with courtesy and professionalism

· Strong ability to respond effectively to unusual and emergency situations

· Good oral and writting skills

· Experienced Web developer, LAN and computer systems maintenance technician
Solid working knowledge of :
· restaurant management procedures and techniques
· budgeting practices and principles
· expense and revenue monitoring and management
· state and local regulations and standards affecting the food and beverage industry
· computer software to manage data and maintain complete business records
· English and French language
EXPERIENCE

March, 2016 to February, 2021|Djeuga Palace Hotel & Restaurant, Yaoundé – Cameroon: 
Assistant Manager
· Hired, trained, and coached 20+ staff members on customer service skills, food & beverage knowledge, and health & safety standards in preparation for the July 2019 restaurant grand opening

· Reduced variable costs by 7% through tighter controls on overtime expenditures and inventory waste

· Consistently exceeded monthly sales goals by a minimum of 10% by training FOH staff on upselling techniques and by creating a featured food and beverage program

· Preserved an employee retention rate 25% higher than industry standard through management training programs, periodic performance reviews, and motivational coaching tactics

· Increased the profit margin of select menu items by 15% through switching to a local supplier with lower ingredient costs
· Monitored surveillance equipment to prevent unauthorised facility entry on a regular basis,  reducing the number to almost 0%
· Received and ensured fulfilment of 90 % daily meal orders.

· Intervened in other departments as needed, increasing sales to up to 5%
· Monitored revenue and expenditure on daily, weekly and monthly basis to maximize profitability to up to 80%
· Generated and presented complete and accurate 200 business reports and forecasts

· Hire, train, supervise and evaluate a diverse staff base of 30 individuals

· Scheduled staff and coordinate workloads of all 30 staff members
· Ensured food and beverage quality to 90%, presentation and sanitation to meet exacting standards of the Ministry of Public Health  
· Engaged in delivering superior customer service via floor presence increasing customer satisfaction by 20%
· Built and maintained the Website and Network of the Hotel increasing our web and social media presence to 90%
 Concierge
· Greeted beyond 50 guests upon arrival and departure on a daily basis.

· Escorted more than 1000 new guests to assigned rooms.

· Controlled and stocked work area with 100% of goods needed on a regular basis.

· Transported laundry to and from 175 rooms as necessary.

· Received and fulfiled 150  special guest arrangement requests.

· Assisted 3 other hotel departments in customer service provision as desired.
· Give curbside/door helping hand with baggage and other items, help with local area information, and execute daily tasks in accordance with operations for 100% of the clients
· Facilitate in developing continuous improvement plans, by communicating observations to management and writing more than 200 reports.
January, 2012 to February, 2016 Merina Hotel & Restaurant Yaoundé, Cameroon
Guest Service Agent / Customer Service Representative
· Welcomed more than 500 guests and help in checking them in, move luggage and guiding guests as required.

· Answer as much as 200 inquiries and issue information clearly and efficiently.

· Complete transactions while dealing with money responsibly and counting out change accurately to prevent errors.

· Answer closely 1600 calls, send 200 additional services, and redirect incoming calls for guests.

· Led service staff with customer satisfaction rates consistently above 90 percent.
· Follow up with Customer on services delivered; ensure they are satisfied to 100%, with the work performed 
Assistant Guest Service Agent
· Provided support to 10 guest service agents with tasks, including helping guests, arranging transportation of luggage, and answering questions.

· Checked supply and created 65  inventory reports for supervising service agents.

· Accepted 700 mail and parcels, and organized them for guests to pick up.
· Aided about 450 customers with transactions quickly and tactfully.
· Communicated with closely 350 customers clearly while building a relationship to encourage return business.
· Answered above 500 inquiries quickly and clearly while maintaining operative knowledge of services administered.
EDUCATION

2011 |Bachelor of Science in Management and Technology – University of Buea - Cameroon

2010 |Engineering Diploma in Computer Sciences (Software Engineering) – African Institute of Computer Science - Cameroon
HOBBIES AND INTERESTS
I enjoy travelling and immersing myself in different cultures. I also run on a daily basis and play tennis and basketball and soccer to stay fit. When I have the opportunity, I enjoy dedicating my time to a local charity organization.
