Sofia Nguyen
FRONT DESK ASSOCIATE
®© New York, NY % (555) 212-0162 & sofia.nguyen@email.com i@ linkedin.com/in/sofianguyen

= SUMMARY

Guest-focused Front Desk Associate with 3+ years at Hilton and Marriott full-service properties in New York
City. Handles 40+ check-ins per shift with a 97% Hilton Honors recognition rate and bilingual service fluency in
English and Spanish.

= SKILLS

Other Skills: Customer Service, Communication, Problem-Solving, Time Management, Property Management System (PMS)

= EXPERIENCE
Front Desk Associate Jan 2020 - Present

Hilton Midtown New York New York, NY

Provide guest check-in/check-out services for a 2,041-room flagship Hilton property, specializing in Hilton Honors tier
recognition and upsell conversion.

» Managed front desk operations including guest registrations, room assignments, and key card distributions for
40+ arrivals per shift.

» Achieved 97% Hilton Honors on-arrival recognition rate, contributing to the property's Diamond tier guest
satisfaction index.

» Utilized OnQ PMS to process payments, handle guest complaints, and resolve billing disputes with a 25%
reduction in errors.

Front Desk Associate Jun 2018 - Dec 2019
Marriott New York Downtown New York, NY
Assisted guests with reservations, check-in/check-out, and local recommendations in a 318-room business hotel.

» Processed upsell upgrades for 15% of eligible arrivals, generating $22K in incremental revenue over 18 months.

e Maintained accurate guest records in Opera PMS with a 99% data entry accuracy rate.

» Collaborated with concierge team to boost ancillary service sales by 20% through proactive guest engagement.

= LANGUAGES
English Spanish

Fluent Intermediate

= STRENGTHS
Attention to Detail — Proven ability to maintain accurate records and attention to detail in a fast-paced environment.

Leadership — Demonstrated leadership skills, having supervised and trained new front desk staff members.



