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ABSTRACT

Contemporary hotel industry is facing many challenges which are closely connected
to the changes that occur both in the field of tourist demand and tourist supply. The
changes reler o quality of services at first place, since the needs of tourists change
rapidly towards higher quality and different products. Having in mind the character of
the activities in hospitality industry where a direet contact between employvees and
guests is necessary for providing and realizing the services, the success ol service

realization and fulfill guest’s satislaction depends the most on the employees.

In hospitality industry, revenues are driven by guest satisfaction. Therefore, in order
to satisfv the guests, the service providers (cmployees) must ensure that needs and
wants of the guests are mel. Many rescarchers agreed that interpersonal skills of hotel
stafl” greatly influence guest satisfaction. The purpose of the of this research is to
examine the impact of interpersonal skills ol emplovees in three and four star hotels in
Nuwaracliva 200 selected guests have been chosen as a sample respondents were

strictly those who have stayed in the three and four stars hotels in Nuwaraeliva.

The instrument of this study was a set of questionnaire which consists interpersonal
skills criteria and personal information Data collected and then were analyzed by
using SPSS version 19.Results were analyzed with correfation analysis multiple
] F e =
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regression and simple regression analysis, It was found that all mterpersonal skills

have relationship and impact on guest satisfaction in three’ and four stars hotels in
k i

Nuwaraeliva. . I 2

) Y B

To prove the relationship of dependent and independent variable jl was conducted the
correlation ‘analysis. The output of corgélation that the \.’Lrldtllu qir\. well matched. In
the discussion seélion the research stated that inter pt‘!?aundl skillsiof hotel stafl should
further develop by using various strategies and techniques i order to meet and

maximize guest satisfaction. \

In the recommendation researcher has proposed severa! techniques to improve guest

satisfaction. Finally researcher has supgested that (include the interpersonal skills) of
£ N - 4=

emplovees are strongly impact on providing guest satisfaction in three and lour stars

hotel in Nuwaraeliva.
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