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POLITENESS STRATEGIES IN RESPONDING COMPLAINTS
EMPLOYED BY HOTEL STAFFS
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Abstract

The objective of this research is aimed to study the politeness strategies employed by the
hotel front office staffs from 2 leading hotels in Bangkok area. The study focuses on the
employment of politeness strategies usage by hotel front office staffs and the occurrence of
frequency in using each politeness strategy. The sample consisted of 30 front office staffs. The
data was collected by Discourse Analysis Test (DCT) developed by Blum-Kulka (1982). The
results found that there were 14 politeness strategies employed by hotel front office staffs. The
most used strategies were Apology strategy, Using descriptive words to emphasize the feeling
strategy, and Giving deference strategy. The less used strategies were Blaming others strategy,
Expressing endeavoring to help strategy, and Suggestion strategy. It also found that service
year experience factor, working position factor, and gender factor had influence in the
frequency of politeness strategies usage by the hotel staffs in responding complaints. There
were different amounts of usage frequency in each strategy. The pattern in using the politeness
strategies mostly focused on using the strategies that show the intention of responsibility by offering
rectification, building guests’ trust, and expressing empathy in guests’ feeling to show respect.
This was shown to make them feel less threatened on their faces by the staffs and could have
genuine effect on business. Therefore, this study may help to be a guideline for other hotels in

training staffs to respond the guest’'s complaints efficiently in the future.

KEYWORDS: Politeness Strategies, Responding to Complaints, Hotel Front Office Staff
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“We are deeply sorry for any inconvenience this has caused you, due to an unexpected
occur. Kindly accept our apology.”
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“We are sorry for your inconvenience. It should not happen to you. This room is non-

smoking room.”
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“I'm truly sorry. | understand how you feel with this situation....”
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“I'm so sorry to keep you waiting so long Ms. Emanuel. Your luggage is on queue to deliver
to the room.........
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AABENNN 5

“As you are our Elite member, and we do put priority for our member. But | would like to
say sorry that right now our hotel is fully booked. | will put your request in your profile and assign
the room for you next time.”

Q 1 al

FARAENN 6

“We realized you are our royal customer. Your satisfaction is our primary concern, but
right now the rooms higher category are fully booked. We will definitely upgrade you for your
next stay.”
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“| really sorry madam. Can | tell someone to check it for you or would you mind if we
move you to a new nice room.”
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“Mr. Phillip, | do apologize for this. Please let me assign you another room and thank you
for informing. | will send up a housekeeper right the way.”
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“Oh! Really sir, I'm so sorry. The last guest might try to smoke in the room, but it's actually a

non-smoking room...."
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“We do sorry sir. We don’t really have twin bed now because of reservation didn't
mention. Is it possible to be 1 king bed...”
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Q 1 ql
AR 11

“Mr. Johnson, the request is subjected to availability. We did try our best, but today hotel

is quite busy.”
Q 1 ql
AAREINN 12

“l am sorry. L will try my best to find the nice room with another benefit for you.”
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AL 13

...... So, we don’t have the room available now. You need to wait for a couple hours. If

we have the room available, we will put priority for you. And you can take a rest at hotel lobby or

our lounge first....”
FaRENaT 14
..... We fully booked since last night. We don’t have any room available right now.

Anyway, would you mind to refreshing yourself at our swimming pool first? We do have

changing room and shower room also.
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AR 15
“Mr. Phillip, | am so sorry for the thing that happens to you. This is the first time that

happens to our hotel. Would you mind if we send housekeeping staff to check and clean it up

for you, and it won't happen again?”
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“ We realized you are our royal customer. Your satisfaction is our primary concern, but

right now the rooms higher category are fully booked. We will definitely upgrade you for your

next stay.
Tuueanunisnininau@enld nadsnisauenistiawaaidlunais  Augnwlunig

1 v dl b4 ¥ ] = Y a dl A (<1
nanmbieamuiaugaaamn lnsuansaunenenu i ludiaunnses visedaianaranutauily

1
a

¥ 1% % 1% v a dg’ 4 d‘ o 1 dl
NITANATHNUUIATUALLBIZNAT ATENITUAANAITNTUNATAUIL DAY LW@‘]J?‘].I‘]J%‘\?LL@Z‘*IJ@NLL“I]N&L‘HZN‘VI

o A a v a A a o 1 A dl | b4 c
ﬂ’]i‘ﬁﬁi"ﬂﬁﬁlqﬂ&lﬂwa’]ﬁiﬁﬂmﬁJ’ﬂuLﬁNIﬁﬁlwuﬂQ’]u@ZLZ\)H@WJWNTQEIL‘M'Z\l'ﬂLW@Lﬂuﬂ’iﬁ‘LLﬂiﬂI@ﬂ’]uﬂ’]im

a

9
Q/dd ad @
inruuay 1NWW1V@ﬂﬂWLﬂﬂﬂQWNVLNWﬂeL“’QSLuﬂ’]?‘LI n1TNAasoNITIduanItIaLaeLdun1TIdUe

I
a '

nsgaefaanislialadeiaienaunuluddia qouide nge waranlilinan  n1s%esae e
I 98 Ay a o v aly

LﬂumﬁnmLmummg@ﬂwimm% Tn9s HAndaR9gn AN mwunummmimﬂqum YRIA LT
Wrwnlulssusn Tnasnnaznulaensldnsendas Modal verb i can may sﬁﬂugmmuﬂizim

nEgangeaznuns i Asangay Modal verb dinsaeivailunisuananngnn (Yule, 1995:

1
1%

A o g9 v o ° - ' Aa 2 A Ao oA (o , A A ayy
64) LW@V]’]ELM@]ﬂﬂ']g@ﬂ 1 Q ﬂﬂqﬂﬂquq@Luu@ﬂquLﬂgﬂﬁw L@'ﬂﬂV]'ﬂZ?UV?@iN?UﬂW?"ﬁQELuﬂﬂuﬁ“ﬂﬂ‘lﬂ

v o 14 v a

dl A aa [~1 = L4 a o o 1
mmﬂmnm'ﬁmwmmwu%iuLﬂum:‘uumﬂmﬂﬂﬂummmmmulﬂmmﬂﬂﬂ ANAIB LN UBN

qQ al
i

ol P > o o a4 = \ 4 = o Ao
annunisaingnAnuunasdanuLazia luiasiniaiunsndeteanuliazanaviradiguaunsiea
nelulssusy uazanunisniningvirdlusiasinids tasnisasaymyiagnadae i lailym 3

v
o

asvaniunisnianaazin lignananlinalanumnuliazaonauiy Asiunineulémusnsans

a

g ¥

LAnTeuiaemsiauenstagmaerient ladomnitedu SuinlianAsanilasunsldlalulym
nlfsaszauaanly

Q 1 dl

ARl 17

“| apologize sir. This is not our hotel standard at all. May | have housekeeping take care

AaagNaN 18

“l am sorry for your inconvenience. Let me send our Engineer to fix it now.”
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“....Lwill give you an extra bed complimentary. Tomorrow | will block another room with

twin bed to move.”
AR 20

“I'm sorry Mr. Wilson. If offer you stay at suite room and put 2 king beds for you. | can

make you happy or not.
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L 1 ql
AIBENN 21

“On last night we run 100% and don’t have room available now...”

AIDENGN 22

“Mr. Naoga as per you put DND light the housekeeping they can’t get in to clean your

room but can | send them to clean your room now and sorry for your inconvenience.”
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“Mr. Greg: | know | book a standard room, but | am a member of the hotel. Why can not

”

you upgrade me to the better room?....

“You: As you are our Elite member and we do put priority for our member...”

Aaadeil 24

“Mr. Wilson: It is not my problem that you do not have the twin beds. | want a twin beds
room. | have requested since | made the booking for a long time. | travel with my family. We can
not fit in one bed.”

“You: Mr. Wilson, | do understand that you request for the twin beds upon you made the

booking. May | explain to you first...”
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AIBEINN 25

“We do _concern about your feeling. | have seen your request of early check-in. Please

take a seat.....”
>3 L] ql
FIBEINN 26

“I'm truly sorry. | understand how do you feel with this situation. We'll send this issue to

management team to improve our hygienic standard.”

71

ac [ dl asl dl A dldl %
daunadonisravAniuniialunadsanugnnnnuninaen s unisusaasianunngeli

1%

@ K L4 = % v KR | dl ¥ o v 4
WiunAnaulalunirias WIEULBIGNATLACLAAIAITNFAN Lﬂu’i.!fy @mmﬂmﬂmmma‘ waelsineu

u

foenissasiauaailunisineuiifuauaegnin Inalifieuraiunsslunisssyniiynnmaed

1% |

a o o A o qu o =
WA an flﬂ’]ﬁ‘ﬂ@’nﬂ@ﬂﬂ')’]llLL@@\?ﬂ’]?‘ll@‘]_lﬂm L‘W‘ﬂVl’]lV@ﬂﬁ’]g@ﬂq

u

a Y v A = e
’]@\‘Wl@]ﬂﬂﬁlﬁ‘ﬂﬂL?Elu&lﬂ?xiﬁl‘ﬁumﬂ
% ~

Tsausu inlitgnéngandnnuesiinoudAnyuasdann ligandnnisfasizanaasmuiluisaniu fAq

fatinangnAn i lfFunisneuauesaNfieinis wariasFaudntineulildlalunisbesaetede

1
% 1

Y & K o aa 1=l a o 09/’ o X v acal o v v KR v
‘1‘1)1mumw%uﬂmwimslum?mm? PNUUNUNITUAN lﬂ‘ﬂ\?ﬁqﬂﬂ'}ﬁiuﬂ’]?‘ﬂ’ﬂﬁ@]ﬂﬂ’]qﬁ:?ﬁﬂ'ﬁ’] N1778318

NAI’ ar d‘ o
2176419931 TN 2 BUUN 2 (ﬂj‘ﬂg’]ﬂll — IUIIAN 2557)



AAANT 1WMI49750 UAY Lhilim) iaRidAgFAsI7x 46

% My = I 1 [ % dl % d” =K A
°1|‘ﬂ\‘i@jﬂﬁ’]VLNVLQQﬂLWﬂL@EIV?@@ZiL@E LLG]@’]@@ZL?JM@QEILMWN@@M“‘I AIEILUAF L ﬂ’]ﬁ‘?.l‘ﬂIVlH@\‘mVLNL‘WEQ‘Wﬂ

1% 4

! o 4 v a
mmmﬂmnmgmﬂmu LW@Lﬂuﬂ’W?LLZ\m\‘Iﬁ’)"}NLﬁ'ﬁ“WQLuﬁ’]u VIL‘IJHNN'WI“T]U?T‘I’]?LL@ a5195816

' 1
a v

TAuninaw mineuasfiesuansaannidandinlasiadeangnénlany Inantsaeupudiuiunis
EGNE mwmiﬂajmaﬁwmmﬂ wilaluewnam
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“l apologize. This is not our standard at all. | will make sure that the more training of this

subject will be applied to all agents. Now, let me take care of your request. Thank you so much for
your comment.”
A2BEN9N 28

“Thank you for informing. | do believe it's a smell of guest’s smoking. | will send our staff

to have a check.”
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“10. Mr. Greg books a standard room, but he wants to get the room upgraded to the
higher category as a complimentary, but you could not offer accordingly.

Mr. Greg: | know | book a standard room, but | am a member of the hotel. Why can not
you upgrade me to the better room? | have been travelling all over the world. Every hotel gives
me an upgrade. | am not happy with your service.

You: We would like to upgrade your room to higher category, but due to we have a limited

room type it is not available at this time.”

Aaat1e# 30

“9. Ms. Emmanuel comes to you and complains that her luggage has been delivered
slowly about 30 minutes after checked in.

Ms. Emmanuel: Where is my luggage? | have been waiting for my luggage delivered for
half an hour. | am not happy with that.

You: Ms. Emmanuel, we are sorry for delayed service. It was in a rushing hour and we

could not identify your luggage.”
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