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Louise Faulkner  

19 Salisbury Drive  

Birmingham, B46 1QH  

L28faulkner@icloud.com / 07908 628 533  

  

Wednesday 14th October 2026  

  

HR  

Aloft Birmingham Eastside  

Birmingham, West Midlands  

  
Dear Hiring Manager,  

 

I am writing to express my interest in the Guest Service Manager position at Aloft Birmingham 

Eastside.  

 

With over 15 years of hospitality experience, including roles as Guest Service Manager and 

Duty Manager, I have built a strong track record of delivering exceptional guest experiences, 

leading front-of-house operations, and developing high-performing teams. Having worked in 

busy airport and city hotel environments, I understand the importance of creating a welcoming 

atmosphere while maintaining operational efficiency and consistently high service standards. 

  

Throughout my career, I have been responsible for supervising reception operations, 

managing guest feedback and service recovery, coordinating daily hotel activities, and 

supporting team development. As Guest Service Manager at Express by Holiday Inn, I 

managed front-office operations, staff rotas, cash handling procedures, and stock control, 

while also coaching colleagues as Guest Service Champion to promote outstanding customer 

service. More recently, as Duty Manager at Ibis Styles NEC and Birmingham Airport, I led 

front-of-house operations, resolved escalated guest concerns, and worked closely with 

multiple departments to ensure a seamless guest experience.  

 

My commitment to service excellence has been recognised through several achievements. At 

Ibis Birmingham Airport, I was awarded Employee of the Year for my contribution during the 

disruption caused by the Icelandic ash cloud, supporting reception, housekeeping, restaurant, 

and maintenance teams while helping guests secure alternative accommodation during a 

challenging period. More recently, I was promoted from Sales Assistant to Sales Coordinator 

at SWIP Group and awarded Employee of the Month for delivering exceptional customer 

service, mentoring new colleagues, and consistently supporting team performance.  
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What particularly attracts me to Aloft is its modern, energetic approach to hospitality and its 

focus on creating unique and memorable guest experiences. My leadership style is 

approachable, positive, and people-focused. I enjoy motivating teams, recognising 

achievements, and creating an environment where both colleagues and guests feel valued. 

This was reflected during my time at SWIP Group, where a small gesture of appreciation 

towards colleagues was recognised by the company and shared on its social media channels 

as an example of team spirit and positive workplace culture. I believe that creating positive 

experiences for employees is just as important as creating memorable experiences for guests, 

as engaged and motivated teams are key to delivering exceptional service. This approach 

aligns strongly with the Aloft brand and its commitment to delivering engaging, vibrant, and 

welcoming guest experiences.  

 

I am proficient in Opera PMS, FOLS, Brilliant, Xero, and Sage and have extensive experience 

managing guest services, operational standards, and team performance in fast-paced 

environments. I would welcome the opportunity to bring my experience, enthusiasm, and 

commitment to service excellence to Aloft Birmingham Eastside.  

 

Thank you for considering my application. I look forward to discussing how my experience and 

passion for hospitality can contribute to the continued success of your team.  

 

Yours sincerely,  

Louise Faulkner  
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 Louise Faulkner  

    Water Orton, Birmingham B46 1QH,    07908 628533,       L28faulkner@icloud.com 

 

Professional Profile  

Hospitality professional with over 15 years of experience in guest service, front-office 

operations, and hotel leadership. Proven track record of leading teams, managing front-office 

operations, resolving complex guest issues, and delivering exceptional guest experiences in 

fast-paced hotel environments. Recognised through Employee of the Year and Employee of 

the Month awards for service excellence, team support, and operational performance. 

 

Core Skills 

✔ Guest Service, Customer Experience & Brand Standards  

✔ Team Leadership, Coaching & Staff Development  

✔ Front Office Operations & Duty Management  

✔ Complaint Resolution & Service Recovery 

✔ Guest Loyalty & Relationship Management 

✔ Cash Handling & Revenue Management  

✔ Staff Scheduling & Operational Support  

✔ Health & Safety Compliance  

✔ Opera PMS, FOLS & Brilliant (Advanced)  

✔ Microsoft 365, Xero & Sage 

 

Key Achievements 

       Employee of the Year (2010) - Ibis Birmingham Airport - Recognised for exceptional 

performance during the Icelandic ash cloud disruption, supporting multiple departments and 

assisting guests during a period of significant operational challenges. 

       Employee of the Month (June 2024) - SWIP Group - Awarded for outstanding customer 

service, professional development, and training new employees. 

    Promotion - Sales Assistant to Sales Coordinator - Promoted in recognition of strong 

performance, reliability, and leadership potential. 
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Professional Experience 

Sales Coordinator 

SWIP Group, Birmingham | 2023-2025 

❖ First point of contact for customer and sales enquiries. 

❖ Coordinated communication between departments to ensure efficient order fulfilment. 

❖ Trained and supported new employees. 

❖ Promoted from Sales Assistant to Sales Coordinator. 

❖ Awarded Employee of the Month for outstanding customer service and team support. 

Duty Manager / Team Member 

Ibis Styles NEC & Birmingham Airport | 2022-2023 

❖ Supported daily hotel operations and front-of-house management. 

❖ Led reception, reservations, guest arrivals, and departures. 

❖ Resolved guest concerns through effective service recovery while maintaining brand 

standards and guest satisfaction. 

❖ Managed cash handling and bar operations. 

Self-Employed Beautician / Receptionist 

Sylvia Jeans Hair Salon | 2016-2022 

❖ Managed reception, bookings, customer enquiries, and administration. 

❖ Maintained high standards of customer service and client care. 

❖ Handled cash management and banking procedures. 

Team Member 

Ibis Birmingham Airport | 2009-2016 

❖ Delivered guest service across reception, reservations, and bar operations. 

❖ Managed guest enquiries, complaints, and bookings. 

❖ Awarded Employee of the Year 2010 for exceptional performance during the 

Icelandic ash cloud disruption. 

Guest Service Manager 

Express by Holiday Inn Castle Bromwich | 2007-2008 

❖ Managed reception, reservations, guest enquiries, and complaints. 

❖ Supervised cash handling, stock control, and staff rotas. 

❖ Trained and coached team members as Guest Service Champion. 

❖ Supported service recovery and maintained high levels of guest satisfaction. 

❖ Coached and mentored team members to improve service delivery, guest 

satisfaction, and operational performance. 

 

 
 



Page 6 of 8 

 

Additional Experience  
 
Working Holiday Visa, Australia (2008-2009) 

Hospitality, administration, and events roles across multiple organisations. 

Hotel Host, Thomson/Crystal (TUI), Italy (2007) 

Guest services and resort operations support. 

Receptionist / Guest Service Associate, Express by Holiday Inn NEC (2004-2005) 

Front-of-house operations, reservations, and guest services. 

Earlier hospitality and customer service roles (2002-2004) 

Events, retail, bar service, and administration. 

 

Education & Qualifications 

University of Wales Trinity Saint David | 2026-Present 

❖ CertHE Business Skills for the Workplace (Level 4)  

Hospitality Qualifications 

❖ Hospitality NVQ Level 3 

❖ Hospitality NVQ Level 2 

❖ First Aid Certificate 

❖ Food Hygiene Certificate 

❖ Health & Safety Certificate 

Education 

❖ GNVQ Intermediate Leisure & Tourism (Merit) 

❖ 8 GCSE’s including English and Mathematics 

Systems & Software 

System Proficiency System Proficiency 

FOLS Advanced Microsoft 
365 

Advanced 

Opera PMS Advanced Xero & 
Sage 

Intermediate 

Brilliant Advanced   

 

  

Interests 

Travel, fitness, and exploring different cultures. Passionate about building positive 

relationships, creating welcoming experiences, and fostering supportive team environments 

where people feel valued and motivated. 
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Job Description 

Figure 1,2,3,4. Guest Service Manager vacancy advertised by Aloft Birmingham Eastside 

(2026).

Figure 1 

Figure 2 

Figure 3 
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Figure 4 
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