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Abstract: 

This study aimed to evaluate the elements of verbal and non-

verbal communication for workers in tourism institutions 

in Ismailia Governorate, in order to know their strengths 

and weaknesses, and to highlight the most important skills 

and rules of effective tourism communication and its role 

in improving the level of service quality, enhancing 

customer satisfaction and attracting them to purchase the 

service and the return on the level of activating tourism 

services, as well as providing a practical guide Through a 

field study on hotels and travel agencies and tourism 

offices in the city of Ismailia and the opinions of 

customers regarding the level of application of workers to 

the skills of effective tourism communication with them, 

the study concluded that there is a deficiency in the 

mastery of workers of communication skills based on the 

opinions of the group of Arab and foreign customers with 

regard to the evaluation of communication skills for 

workers within the tourism institutions of Ismailia 

Governorate, and the weakness of mastery of the art of 

effective speech (voice and writing) and lack of 

credibility in the information provided to them often came 

from the most important elements of Deficiencies in 

verbal communication, as the lack of proper use of facial 

expressions and body gestures in accordance with the 

principles of etiquette, and lack of respect for the personal 

distance of others is one of the most important elements 

of deficiencies in non-verbal communication, and the 

results of the research sample were positive towards the 
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perception and response of employees to their written 

inquiries using sound and flowery Arabic language.  

Keywords: human capital, effective tourism communication 

and communication skills, verbal communication, non-

verbal communication 
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