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Contextualized Semantic Function
in Set Phrases for Customer Service:
Aiming for Japanese Language Education of Hospitality

Chiga Hayashi

Abstract

In recent years, globalization has led to an increase in the number of foreigners using Japanese while
working in Japanese companies domestically and worldwide. In order for Japanese language learners
to successfully enter the professional workforce, in addition to standard mastery of Japanese language,
it is desirable that they should also possess special-purpose and industry-appropriate Japanese language
skills as well as the ability to adapt to Japanese culture and society.

The purpose of this project is to identify set phrases in conversational data from Japanese staff in the
customer service industry, analyzing from the perspective of semantic formulae (smallest units of
semantic function used for analyzing speech acts) to assess how they are used in conversation, and
analyze the semantic formulae that co-occur with set expressions in order to elucidate their actual
conditions of use. The set expressions in customer service analyzed in this project are borrowed from
Yamaoka (2016) who examined phrases of subordinate-position formal language including expressions
such as “Shosho, omachikudasai,” “Ikagadeshoka,” and “Kashikomarimashita.” Moveover, this project
analyzes semantic formulae that co-occur with set expressions in staff conversational scenarios, seeking
a way therein to benefit learners.

The results of the analysis showed that in conversation the phrase, “Taihen, moushiwake arimasen,”
co-occurs with apology {reasons} or direct refusals, has the function of easing the refusal. Furthermore,
the set expression, “Shosho, omachikudasai,” has the functions of being both a {customer service action
indicator} as well a way of dealing promptly with customer requests or demands. By analyzing contexts
in which the phrase “lkagadeshoka™ follows the act of providing customers with an {alternative} or
{suggestion}, it makes clear that it bears the function of asking about the customer’s wishes. Until now,
such set expressions were often simply considered basic phrases indicating a short sentence; however,
this research project finds that by analyzing conversations from the perspective of semantic function,
one can see the necessity of instructing Japanese language learners with the semantic functions that

ought to co-occur.
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