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The Communication of Refusals for Staff in the Service Industry:
Analyzing Semantic Formulae

Chiga Hayashi

Abstract

In the coming years, increased demand for foreign employees will necessitate discussion about
education for those hoping to enter service industry careers, particularly in terms of the intricacies and
social niceties of customer care, and the pertinent methods of “communicating in Japanese with heart.”
For this, Researchers will need to rely on language analyses as the basis for creating appropriate
teaching materials and pedagogies. Therefore, building on research about the expression of a genuine
spirit of hospitality (Hayashi, Nakai, 2018), this project aims to elucidate the issue from the
perspective of semantic formulae, examining how to help staff in customer care and hospitality
industries develop language skills appropriate for discursive refusals. The broader aim is to contribute
to Japanese language education in this arena. Concretely speaking, this research analyzes semantic
formulae in how flight attendants, ground staff, and hotel staff deal with customers to whom they must
express various types of refusals. First, I examine three refusal situations with regard to the frequency
of sixteen types of semantic formulae, comparing this to previous research in the field. The result
validated previous research about “discursive refusals” in customer service positions that have found
high frequency of {circumstantial explanation} and a ‘“semantic formulae of refusal” based on
{apology}—{excuse} / {resolution}—/{alternative solution}. Moreover, this research provides clear
evidence that “customer service semantic formulae” are present in a majority of “discursive refusals,”
and “conversational refusals” in customer service communication incorporate a core of “semantic
patterns of refusal” supplemented by “customer service semantic patterns.” Finally, this project has
yielded concrete ways of transforming the genuine spirit of hospitality, with its accompanying
sensitivity toward customer needs and emotions, into linguistic knowledge that can be delivered to

Japanese language learners.

Keywords: customer service, discursive refusals, semantic formulae, conversation progression patterns
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