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An Analysis of a Survey on Receptive Language
in Refusal Discourse related to Customer Service Situations
and its implications for Japanese-Language Education in Tourism:
A Case Study of Japanese-speaking Hotel Staff in Taiwan

Chiga Hayashi, Shoko Iwata

Abstract

This study aims to expand Japanese language education for tourism in Japan by focusing on refusal
discourse in customer service situations by Taiwanese staff who provide Japanese-language services
in Taiwanese hotels, and analyzing it in terms of semantic formulas (units of semantic functions). In
order to clarify the characteristics, the results were compared with those of Hayashi’s (2024) study of
data relating to Japanese staff. In order to conduct an analysis that is closer to natural discourse, data
were collected from Taiwanese hotel staff in Taiwan who responded through role-plays in Japanese
and were used as a subject for analysis. The data from the Taiwanese staff showed similar results to the
Japanese refusal behavior, namely <apology-explanation/conclusion-alternative> (Hayashi, 2024: 33).
The Taiwanese staff gave detailed explanations of the situation after offering alternatives, showing their
consideration and care for the customers. However, Japanese staff members were characterized by the
fact that they offered alternatives after confirming the customer’s request, and there was a strategy of

consideration and care in offering the most appropriate alternative for the customer.

Keywords: Japanese language education for tourism, reception behavior, semantic formula,

refusal discourse, confirmation, explanation of circumstances



