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Abstract

The study determined the problem in an attempt to light on the
activating inside the enterpris communication skills. A these skills has become
today one of the pillars of each institution to improve its image and

developement to attract customers and gain their trust in the instistution .
And this procceding from a key question :

Does the communication skills to activate the receiver ?and the sub-question

came as follows :

1- Does speaking skills can able the receptionist of understanding the needs and

desires of custoumers ?

2- Does listening skills can able the receptionist for communicating with

customers ?

3- Does communicating skills with customers improving the image of the

insitution ?

The aim of the study is to show the importance of the communication

skills in the institution and its contribution to activate the reception hotel.

The study belongs to descriptive studies wich relied on the descriptive approach
in general,and its analytical side in praticular ,the research community represents
the customers of Al Djazeera hotel,wich reprisents the extermal public
institution ,and our form was geared to them,the sample came represented in all

the customres,40 individual .

Thought the use of statistical methods used in our study,represented in

spss programme,in frequencies and percentages to describe the study sample



individuals,data analysis quantitatively and qualitatively, we were able to get out

a set of the most important results :

Check all the hypotheses of the study and thus check the main hypothesis to the
effect that " communication skills allows to a activate the reception inside

the institution.”

Qwning receptionist skills alow shim to achieve the desires of guests
and dealers with hotels in general and the depar reception hotel is considered
one of the front sections that are considered the mastermined of the modern

hotel and thus achieve good reputation and good hotel.

Experience and efficiency of the reception staff in their field enabled them
to contain a good understanding of their needs and provied services
quickly,leading to formation of good relationships with customers and promote

and support the hotel sector .



