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The Actual Situation of the Use of "Moushiwake gozaimasen'
in the Customer Service Scene :
Focusing on the "apology" of the complaint discourse

Chiga Hayashi

Abstract
Japanese language learners who want to work in the customer service industry in the future need to
learn how to use set-phrase-expressions such as "Moushiwake gozaimasen; I'm sorry" correctly in
customer service situations. In particular, the language behavior of Japanese apologies has a wider range
of uses than in other languages, so Japanese language learners with different cultural backgrounds and
values may sometimes follow Japanese advice while wondering why they should apologize even if they
did not do anything wrong. In Japanese language education, set-phrase-expressions such as

U

"Moushiwake gozaimasen " were often taught simply as a set-phrase-expressions of apology, but the
use of "apology" utterances is not so simple.

The purpose of this study is to clarify the actual situation of the use of "Moushiwake gozaimasen " in
the customer service scene by focusing on the "apology" of the complaint discourse about what kind of
strategies are used and how it is accepted by the other party.

At the same time, by analyzing the meaning of formulas that co-occur in the utterance of "apologies",
I will use the framework of Kumatoridani (1993) to consider under what circumstances "apologies" will

be issued. At the end of this article, I will address the Japanese language education about apologies and

describe challenges in the future.

Key words: apology, meaning formulas, speech act, unpleasant situations, relationship repair,

strategies
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