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Tanya Bates | Hotel General Manager 

Location: xxxxxxxxxxxxx 
Telephone: xxxxxxxxxxxxx 

Email: xxxxxxxxxxxxxx 

Professional Profile 

Award winning masters qualified General Manager, with an exemplary career within hospitality spanning the 
last 15 years including Britannia Hotels Ltd. and the Hilton Hotels Group, across the UK. 

 
Utilising my passion for hospitality and customer service, I have achieved numerous promotions into roles of 
progressive responsibility. I am a GM that has worked his way up through the ranks across numerous 
departments - Front of House, Housekeeping, Food & Beverage and Operations. As a net result, I bring all-
round capability within hotel management, as well as the ability to identify and implement improvements that 
enhance productivity, engage employees and transform customer experience. My mission statement to my 
staff is ‘wherever you are, whatever you are give your best’ and that is reflected by an excellent track record 
of service improvements and incremental revenue generation, in every role I have held to date. 

Core Skills 

• Operations Management 
• Project Management 
• Financial Control 
• Auditing/Quality Assurance 

• Staff Recruitment/Training 
• Performance Management 
• Customer Experience/Retention 
• SOP Development 

• Revenue/Trend Analysis 
• Marketing/Promotions 
• Continuous Improvement 
• Stakeholder Management  

Career Summary 

Jul 2016 - Present   xxxxxxxxxxxx 
  General Manager (GM). 

Outline 
Operationally leading a 148-bedroom Hotel with Spa & Leisure facility. Full P&L responsibility with annual 
budget of £3.2m. Direct reporting lines to Area GM and the Board of Directors. 
 
Key Responsibilities 

• Oversight of front office, Food & Beverage (F&B), housekeeping and the Spa with a focus on 
customer service, appearance and adherence to group SOPs. 

• Recruitment and ongoing management/scheduling/performance management of all staff. 
• Creating departmental objectives with seasonal variation and incentives. 
• Analysing data to evaluate customer satisfaction and trends to identify areas for improvement. 
• Maximising occupancy at the highest rates and up-selling ancillary hotel services. 
• Performing on-going staff training – products/services, locality, fire regs, HSE and customer service. 
• Compiling weekly/monthly MI reports as well as revenue forecasts for the Board.  

 
Key Achievement/Projects 

• Generating a gross profit of 36% (kitchen 78%) with wages accounting for 26% of expenditure. 
• Restructured the Food & Beverage (F&B) department and saved £26k pa. in payroll costs. 
• Developed monthly F&B traditional/online promotions – Afternoon Tea and Seasonal Vegetables.  
• Increased the sleeper-diner ratio from 21% to 27% running team member incentives at reception. 
• Incrementally increased revenues by £29k per month between August 2016 to February 2017. 
• Recued beverage costs by 0.6% to bring this in line with budgets. 
• Achieved 94% in the employee satisfaction survey December 2016. 
• Achieved 90.2% across the Britannia Hotels Index in the February 2017 QA audit (94% in Food 

Safety and 91% in the annual HSE audit). 
 
May 2004 – Jul 2016   xxxxxxxxxxxxxx 
Jun 2015 – Jul 2016  Deputy GM/Pre-Opening Project Manager – Hampton by Hilton Oxford 
Outline 
Life cycle managed the pre-opening of a new build 126-bedroom hotel launched October 2016 – recruitment, 
SOP development, HSE, brand compliance, supplier management and operational set-up. Budgetary 
responsibility of £3.5m. 
 
Key Achievement/Projects 

• Collaborated with building contractors, the Hilton brand team and owners during each project phase.  
• Created business plans (revenue forecasts, budgets, staffing, P&L) for 2016 and 2017. 
• Defined the advertising, pricing strategy and secured strategic partnerships/resellers. 
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• Achieved a gross profit of 42% with 80% of revenues from rooms, 20% from F&B. 
• Achieved 86.27% customer satisfaction scores (SALT) and improved the Trip Advisor ranking from 

28th in Nov 2015 to 2nd by February 2016. 
• Scored a high Revpar Index in the STR reporting, averaging 90% monthly. 
• Achieved 3rd out of 15 in the Hampton by Hilton UK & Ire league table for quality. 

 
May 2014 – Jun 2015   xxxxxxxxxxxxxxxx 

Front of House Manager/Operations 
Outline 
Led 28 staff including shuttle bus drivers and ancillary services for this 215-bedroom hotel. Assisted with 
quality assurance, room rate strategies and overall operational capability. 
 
Key Achievements/Projects 

• Developed and lead a community action programme by organising the Annual Charity Golf Day and 
raised £4,000 for disadvantaged children in September 2014 

• Supported 3 Front Office based 18 month internships alongside the HR Manager and helped her win 
a HR award for this initiative. 

 
Sep 2012 – May 2014   xxxxxxxxxxxxxx  

Acting Front Office Manager/Night Manager 
Outline 
Led 2 staff in this busy central London 178-bedroom hotel. 
 
Key Achievement/Projects 
 
Aug 2005 – Sep 2012   xxxxxxx 
Aug 2011 – Sep 2012  Asst. Night Manager 
Nov 2010 – Jul 2011  Trainee Housekeeping Manager  
Aug 2005 – Oct 2010  Revenue & Sales/F&B Manager 
Outline 
Performed several functions as a result of promotion into roles of progressive responsibility, for this 374-
bedroom hotel, with 17 conference rooms, 1 restaurant, 2 bars and 5 function bars. 
 
Key Achievement/Projects 

• Won Employee of the Year 2004. 
• Won Employee of the Month Jul/Oct 2003, Sep 2005 and Feb 2007.  
• Achieved 91% for the HSE audit, the highest the hotel ever achieved. 
• Achieved 100% in the F&B brand audit in 2006 – the first group hotel to ever achieve this. 
• Increased room service feedback scores relating to accuracy and speed from 48% to 80%. 
• Designed and implemented a new À la Carte menu for dinner and new speciality coffee menu in the 

restaurant to enhance the customer value proposition and revenues. 
 
May 2004 – Jul 2005  xxxxxxxxxx  

F&B Supervisor/Floor Supervisor 
 
Aug 2002 – Mar 2003  xxxxxxxxxxx 
    Restaurant Manager (Speciality Restaurant)  
 
Sep 2001 – Jul 2002  xxxxxxxx  

Trainee Captain (Employee of the Year May 2002) 

Education & Qualifications 

 MSc in International Hospitality Management, xxxxxxxxx 
36-wks training, Hilton Hotel Blackpool 

 Bachelor’s Degree in Hotel Management & Catering Technology, xxxxxxxxx 
36-wks training, Hotel le Méridien, Abu Dhabi 

References available on request 
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