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English Language Strategies of Receptionists in Hospitality Industry to
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winediefldlumsidpAsuuusauana namsidsnuiminnuihadsuiuvesplseusu/d
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FoeFpuurgnAznsitesdidiue 15 nads leun nadBnanaualngy nadsnisldgUnim
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Abstract

The research aimed to study the occurrences of making satisfaction toward
foreign customers’ complaints: A case study of hotels in Phetchabun Province by using
the framework of pragmatics based on Brown and Levinson’s (1987) politeness theory.
The samples consisted of 18 receptionists of two 4-star hotels/accommodations in
Phetchabun. The data was collected by using a questionnaire. The findings showed 15
linguistic strategies of politeness towards foreign customers’ complaints; apologizing,
giving deference, offering, giving promise, saying thank you, making requests or asking
permission, saying the face threatening acts as a general rule, giving suggestion, saying
baldly, interest to hearer, giving reasons, using ambiguous words, minimizing the

imposition, attending to hearer and avoiding the pronouns ‘I’ and ‘you’.
Keywords : Language strategy, Hospitality Industry, Receptionist
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mwdenge laglanagrsdantnnuihudausudiuntaeelsausy Wasanadusdheaeui
azwdgnihlunsiiviansdvusaiinnvnusulaense maaansadeansmeanmdeangule
pgnediszdndamazdanlRlifannulenanlunsdeans adranulssivlaldungidn
uwsw uazaNAanwaliidliurasdnsBndas usnanil nIuaRsANEANRIUIUANI B
winawdesousudruntoe slsewsuidadudnisadeiaunsaaiiennudseiulalduny
diwnusngnasnedle lesewzlunsaididmnusufiannulifeelasianisuins e
Pgwmdadaiououszuinmadin msuaasrnugnmeugUamaziunaiswilelu
nsgasananulifanalavasifiuasidnfunifidivnuwsuld dadu vsaduaziedudu
(Brown; & Levinson. 1987) l@isuevgufjinugain (Politeness Theory) Wuguamly e
waneliifufanaidnenmnlunissnsminwdoao uawmdIAN DI FUNUILEZEI1S
AnuiAndudgiteranisananudnlifszninsdaumnlédngae

p8i4l3AA AMsAnMEAENTUAZNUIRANN 9 NuTINTANUABNSUYRelSILTY
Sensdiflymsunmsisansmsnimdngues Ineilgmiinuanniigadedinusznisme ans
aunuasdangunieinsdni nnalddeyaii vatulssusunaznisviondiss waznsye
mmdenguiislszloafisuysal amawy @uas loesus was Az, 2560) dauginn
nwaug uaz da1n3 aqudl. (2558) nudmidneuseuiudumihveslswsafilgwnsld
mmdangulunniinee lagFeean dnsennsile dnsenssu dseniswe wasvineznis
Jiou awandy densdiduiionayinldiesdns/aanutsznaunady 9 Wenayszlynd

saduiduisdpensAnsnaismennmnssngmuaadwinfinedeusuvesaniu
dsznaumsyssangaamnisnuinisiunisaireanufionslasedeso wSsuudgndn
Fsed: nadifnwgatalaswsuludminnesysal Wetheedanuiildunidlunsdanis
Spunsapuuntnfnmanaisamengugina Idianunioudmiunslndszaunisal
mesuny wazihllslunsysznauedndely sauteidosdaens wsundosdaausile
anmsdeindulySaarudszasunigifadszianlsuwsuluiminmesysaiifedy
Uszlupvsiadiaulavheuiugsialseususaly
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WeRnmnaismenmdengslunisuaasanugamepsdntiiidhudou uses
Tasussludwmdamasysallumsadeuiioelasedoipedauuignimnisinesd
3. ABAiiunsidw
3.1 MIMRUAYITBINIUATNIIRDNNGNMDENY
szpns Ao Whwihfidhedsusuveesialswwsuuasiinnludeminmssysal
nguiInge An Wmihildedousuresgsialssusuuasiinnszdy 4 ludwmin
wsysal o 18 Au laenadsnuwULIANZaY (Purposive sampling) :
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Woargdwiu 3 au Ansananuifisensudaien (100) fiduimgusznaudiedie
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3.3 MIANTBYA

AidulfuuafnfaulfuReans (Pragmatics) WAgafungufiaaiugan (Politeness
Theory) SNBIMULLIAATBILIIUKAZLAIUSU (Brown; & Levinson. 1987) Tunms3mszut
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gasmnIsuuinslunsseanaiomeladedadoedauuignisasied Tesduundays
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As1ed 1 (sin)

NaIBNNABIBINE Jouaz
5. naIBANI NN 9.76
6. NAIBNIINANAVOUA 9.21
7. NAIBNNIYDBUYANIEVD TN 5.92
8. nadsnsuanIMInssyhAnAmuntndumiiaung 3.30
9. na3smasswEaidnZainaulaungite 1.97
10. na¥Enslivdenuwmamna 1.97
11. na¥smsidetisiuansnnulisiulavesiandarinig 1.97
12. nadsnsldaymAuansaantioy 197
13. nadsnauaasanuaulanialalalusigite 0.65
14. naBMIdBIMIlBasInnTeeyauasgite 0.65
15. n&IBNIUUEUN 3.30

NI 1 uaasAiazasrana IS msengulumssieanuianalaliun
WINBIANTIR Nudmdneudisdeududundizedswn 4 anludwmiamesysal 19
nadsmenndngulumssinsanuioelasedoioassuuigninenasemnd anngunais
Usuustediournnilgn Aadudouas 90.67 adiusasasnde ngunaddlinseaiiiu Andy
fowaz 3.30 uazngunaisMidipsfianfe ndunaddaselnswn Andudesas 2.63

seusialy FIdeazihisuanansdinzidoya lasaznanfsnuaziBoafeaiy
naIEMeMmSnguuaziaaueeaiungluwsazngunad’ desalui

4.1 na¥5nInanInseluasewn nangfisniswaniensuauiiiin1suiuuss
dowrla q fefpgne (1)

(1) Our management is on the process to solve the problem.

ANABLY (1) Uswngﬁaﬂﬁ’wmsna"nm\f[ﬂmﬁmﬁwﬁnmuﬂwﬁﬂuﬁdw
wihudedayamauanwadwaslseusuliusnsnsmnaney leedyeenadninnudedoya
muanmaseraslseusuiiasbivhligitaRanmsduniudatnle

4.2 nadBnammusng Juamfivsinglunsnandaslne@e ‘apologize’ i
fMaeine (2)

(2) 1 do apologize for our employee that made you upset so I will tell our
supervisor to talk and take care of you, sir/madam.

N8N (2) WUNSIEAIN “apologize’ VBINENNUFBUSUSIUNTN D
WARINIVE WBUNUAYIN ‘sorry’ lasanngwaiiamunuansnisvelneoadunie nIuazd
a3ld ‘do’ Wipuamsmsiiuthanuidnidela
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43 nadsnaauslv g iinineudeusvaiuninldlunaistdaulng Ao
nM3ldAdn TYwe willsfn3er waznsldguusslualunsiausrnutiuwas Ao I'm here
to help you. uaz What can I do for you, sir? assa9a19 (3) — (5)

(3) I'm sorry for that, sir. She is a new staff but don’t worry, I'm here to
help you. What can I do for you, sir?

(4)I do apologize for our employees that made you upset so I will tell
our supervisor to talk and take care of you Sir/Madam.

(5) We do apologize, sir/madam. ] will tell my supervisor and room
controller to change the new room for you.

anfegne (3) Usnagaatndasdnlunsdasnisliimanudiemaslunisudilymn
Tung3pei3au Tawn13ld I'm here to help you. wazausaz What can I do for you, sir?
Fasapsssluauanvianunluansdeansiirnudimasmiiouiy sawaindineng (4) -
(6) fnaldgunmiunsausidinindsditeiaunsld Ve will amudisfnianfiuaned
nanssvifasdndunisudladigm wasnsdiigyaazsnfiunsutlodynwionlddese sy
Windsmauunuilauansrnuivinseudadefianatafiisty uasiesiteanuiiawslalviud
NG

4.4 na¥Bnslgylamuansmstufiesndeedite JUmwnfindnanudeuivsu
wihllunaisiiiusngud 2 é Ae Sir uaz Madam FeaeE (6)

(6) Our restaurant opens in the moming only. Sorry about that
Sir/madam.

NN (6) UsingmisldmuaninstuiisandaedilearnnisldanEon
uipiImIbiifssAuidienidusaneedsusy faudiagiimafoadoutlymisie q us
winewigedinanunmsinuidediifissfigndese
45 na3snsliimdygn Juamindnnudeuivdiuntinlflunaisid Ae IWe will fa
ABE (7)

(7) 'm sorry for your inconvenience. We will improve it.

v (7) ninnudeususuninldgunml/We will mudazenen
Wslddgansediosdouinazsifiunmslunsudlaiigmsalylusunan
4.6 naisnsnanweuRm JUMmInTnuseudwnilslunaisi As nsnaai
thank you lagmse fefangne (8)

(8) _Thank you for your comment and may I take note to my manager.

an@Igne (8) nineuldd1dn thank you wassn1IvRUAMTALINDDS
TrswsulaudedesosSoudauduiigniinldusnsidremannalulseusulasuaanuls
azmanauy wasvhligseedeuidnindeudnlaluazifunuriiigmiiumuias
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31 An n1Inan
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47 na3snsvenyaevisvees UM intnewdousudumilsluns
A1 ‘Would you mind if I...” 4a2 ‘Could you’ fesia92ie (9) — (10)
(9) We are so sorry to hear that. Would you mind if I send a housekeeper

to touch up?
(10) I'm sorry, sir. Could you please wait a minute? I'll tell a housekeeper
to clean you room now.

NFeEN (9) - (10) nudmineudsusvdiuminvsslswsuiinisldzUami
wanIN1ITeBYYIANIenInsrnedyai e ligielaidninauininuddgyluntssau
finaula

48 aaisaauaavinnanszinanauntiiumiioung lupneafemsnanidie
Bownguisdeufifvesmelssusuligioadounsuidudseiidyafiarsanudainmanzey
fign fafapeing (11)

(11) We are sorry but our restaurant opens from 7 am. — 9 p.m. only.

atelafd witmonouidhedeuivazidenseusudaiaeduulaunissnsd
nguiadeufRveclswwsy udiansuanenugamasiinislénaisu q saude 1y
naisNITBINY

49 nasmssirwdaiendesiiunaulawndite Wunaislunsueniandoya vie
39931609 q Winaula defeeing (12)

(12) We are pleased to introduce the most beautiful and popular place,
Wat Pha Son Kaew. It’s very close to here. You can drive by yourself or go there with
a hotel driver.

anfegne (12) winanudeeivdumihiinislddesfuuzihanuiiviesiien
Pilgafhinaulasgnels Weannulifeelasuanuauinlunsidiunie waziiuaaudie
wolaludafanni3esdu q Minaulaunuy

4.10 nasmsinioaumaua JUMwALEAD so Maiaezng (13)

(13) As this is the public pool which connects to the pool access room,
s0 their private is also concerned. Kindly understand us and sorry for the inconvenience.
ANAIBE (13) wﬁ’nmuﬁaui’umaué’umﬁmL‘iﬂuﬁfmmﬂﬁmqwaﬁa:ﬁm
Ailsfernududausnussuenynauisiniulsswst Teadsngdi so’ Tumsuanamaua

411 aa3snsldavsiuansanulisiulavedyaviediniu suanmnitlded
uanspwlisiulavesdyaniormnag Ao ‘perhaps’ fas o (14)

(14) 1 do apologize about this problem I will talk with my manager.

et
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Perhaps we will change and upgrade the new room for you.
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i (14) §udedodsusnalisunsadadulalddazanunsarienu
do3unesvnuanlanialimanzasdnduladusgiviminnu Jawdlsdigmianizi
Welduaniiamusunsladauesmensunmesasylioy

412 na3smslfaymauansanudntos umwilFusuansanuidnties
fiD just’ WAy ‘quite easy’ ANAIDYN (15)

(15) It’s quite easy getting to the attractions around here. Just turn right
in front of the hotel and keep straight for about 5 kilometers.

nfete (16) minvudsuiussuiudeisedsudisnisldnaisnanieds
Mdudlgmniedeiiairennulinslaunuanlidhinlulssusudrensldoyaauanaay
dnties Wevihligieidnintlyviduidnas

413 nadsnnsuaneanuaulandsldlaludifite suamiildsduansaay
\antipy A ‘T understand’ FNFIBENN (16)

(16) I'm sorry and apologize to hear that and I understand for your
inconvenience.

NN (16) ninvuiefausulEnaiBuanennugnmaIunIIuEne
padhlaludlgmuazanuanniigiteldsulaensldandn 1 understand

414 na3smaidsennsldasmunumesyauaziite vwasansidssliaswuny
fusnenisuaugniznitedyauazgilsonedaau dyadadsedunisidassnuy T uas
‘You’ feegN (17)

(17) It’s quite easy getting to the attractions around here. Just turn right

in front of the hotel and keep straight for about 5 kilometers.

anfvEe (17) aziiudaatnessluafinedn Just turn right in front of
the hotel and keep straight for about 5 kilometers’ 1Jutssluafitususansnden Wsld
vandsnaiuniedie q lunsldeaauiviewfivaneglndusnalswsu Tagliszyin
Ustluniiyaiumine@aite nanAslisioeiszsnu (Subject) Aa1in you Jusiurszlun

416 nadBmsuush  gummiindneudedeuivldieldiuuziisauan

sensrFaslfiideg Wy ‘inttoduce’  AeiBENg (18)

(18) We are pleased to introduce the most beautiful and popular place,
Wat Pha Son Kaew. It’s very close to here. You can drive by yourself or go there with
a hotel’s driver.

s (18) imsUsngnsldedn introduce Tunislduusinaaui
vieudigaunuonidwnlulseuau
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5. nIsfiUsiena
wasINMIIATdaYauaY ansnsnefitemuingusrasinyideldel

1. nadsfldmensildneudasoadeull 15 nads Wunaidiuansnuganiiie
aFeanufienalaudusnsnanesd daulngaziinisidenldnaisneansfinannany
Fawuiioannaulifislavedils uwazifinanufenslafielfifianuyssivlauazdis

;
oo

atnel3fd nadsiimuuniidunaisiuguiindnauihedeusvdumirlflunsreusude
FoeFuude namdwelny wiindweeazlildnssvindale q fau laenadsinuseeasn
wazinldsauiunaisnmsvelnwfe nadsnisiauslv lidnasidumsisueiieaudnginwae
AR MaauemUszaunuiuid i ideduiedisndadits wasnsiausisaessa sy
vionpnuny FawamiduannndaeibauNRT NIRRT warapRRdRIRUNAMTIYY
2oeinfing WA wasUdua wwaldAyRAsIIw (2557) inudmislunaiSanugnnd
wineudhefeuiudumianlswsutuin 2 wisluwanyammamuasiinislddwauinn
WemaudaeeBuuvesgnidunlduinanelulssusy As nadsnsvelny

2. uuumwdunsldman q wasgdssluabidudou FIdeufinnuiuineiad
faduunannsfnm wazyszaunisaiireulugsialssusurpenguiinge agelshia
wiineudressusudiuntieaelasusw/finnszdu 4 anludwminmssysalaunsals
amsenguluntsneuivdedeaisuiioaireanuienaldudusasasesdnunwad
Tsassurnsauldonaidownainlssusufinseusuldanuisummsnguadmiuningu
dhesipuivadmninnneuy winewihesdsuiuanawrelaivanuimummdngsainesdns
mMauennfisw wWisaamzUsTauNIaiM Y UTIRUINTDIUARTLARS

6. ajUnanN15IY

nsfininanuseusudunihndsesy 4 anludminmasysalfinadonldngu
naBUSuussdapAnigafiaaerafenalaudwns s ulsewsudy 81
Wiaananmadiuusedasfuanstiensiasasoansiddessfimanzay WAysauaniian
Wnilsewsy wasfiwauiaslilddopdfiquusswdonsuiuly iosanonadenaligilads
niuaziduanuidnle Feasdwwansenuiildfiuiasdns ildesdnsdododouasgady
eldlulassssusdvesyansinaziinsldnaisnenmiinannanssanduiinaine

o ]

ansdlasazairsanufienslaliunditanniige Tasmzoteddunsdifigitediauninla

]
oo ol v & 2 &

@ fyeasdipeszinssidlunlifouuazasmnadsiiussmanuidnbifiduasmiouneds
wansANNgWsngsEnsy I mihiidissouiuredswsuludamiamessysaifinnldnais
memmsengelunsaitennufisnelasedespassuuniuwnsnimdsiunaisnsnan
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