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Pavord and Donnelly (2015) have stated that communication and interpersonal skills are very important in hospitality industry. Today’s hospitality industry is very challenging and demanding, and it requires great communication and interpersonal skills to become successful in this sector. According to Sisson and Adams (2013) communication and interpersonal skills are crucial in the hospitality industry because the industry is focused on providing excellent customer service and creating positive experiences for guests. They also added that customer satisfaction and repeat customers in the hospitality industry depend on employees who can communicate effectively with them and build a good and favourable relationship. The managers and employees of hospitality industry need to emphasise both verbal and non-verbal communication such as body languages, facial expression, tone of voice etc. while communicating with the clients (Manning and Kunkel, 2013). Effective communication and interpersonal skills assist the employees of hospitality industry to build rapport with the clients, anticipate their needs and provide personalised service to them. These skills can pointedly enhance the guest experience as the communication and interpersonal skills allow the employees to listen to the customers, value their feedback and convey clear messages. All these lead to customer loyalty, increased brand recognition and ultimately the success of business (Lolli, 2013). 
Effective communication skills help to create a positive first impression among the customers, and build trust with the customers. Staff members in the hospitality industry who have excellent communication and interpersonal skills may more easily read the mood of their customers and meet their requirements before they ever ask (Yusoff et al., 2022). Because of this, they are able to give each guest exceptional, individualized service. With good communication and interpersonal skills, the employees and staff of hospitality industry can handle the complaints for the guests and visitors more effectively by listening actively, emphasising with them, and working towards a satisfactory resolution. These skills allow the employees and managers of this industry to be better at promoting the establishment and attract more customers. Pavord and Donnelly (2015) have stated that having these skills can help hospitality workers maintain professionalism while providing exceptional service and creating a memorable experience for their guests. Upselling and cross-selling are common duties for those working in the hospitality business. In order to provide recommendations that are taken seriously, employees need to be able to communicate effectively and interact with others without coming off as aggressive or fake (Lolli, 2013). All organisations want to build repeat customers. When employees and staff of the organisation have good communication and interpersonal skills, they can create memorable experiences among the guests and visitors thus building repeat customers for the organisation (Manning and Kunkel, 2013). 
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