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ABSTRACT

Studying the words and phrases used in communication with the client is one of the urgent issues in the field of
linguistics today, when economic and social processes are developing rapidly. In this article, the words and constant
combinations used between the client and the service provider in Japanese are selected from various literature and
analyzed semantically, and their specific features are revealed.
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INTRODUCTION

fixed phrases used in speech situations in linguistics Ito (2002), Kurai (2008) 2’ Miyako Sai (2010) 3 Also, in

have been conducted by several scientists. They
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2019, Hayashi made a semantic analysis of discourses

on the situation of rejecting the client's desire and on
4

the situations of accepting the client's desire™.
Fujimori (1995:89) defines semantics as "the smallest
functional unit for the implementation of speech acts
in social interaction." Also, Miyako Sai emphasizes that
"semantics is the smallest functional semantic unit that
organizes speech acts, and is relevant in comparing the

types of implementations of intercultural speech acts.
5"

In this article, we will analyze the static expressions
used in communication with the client. The purpose of
this article is to collect, classify and analyze from a
semantic point of view static expressions used in
communication with the client from various sources
and study the cases of their use.

Chika Hayashi's "Semantic-structural and semantic-
functional analysis of static expressions used in
customer communication”, Yoko Yamaoka's "The
situation and functions of respectful language used in
customer communication in Kyoto hotels", Ryoken
company website (www.ryoken- jp.com ) was selected
as the main language material for analysis.
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In recent years, it has been observed that the main 8
constant phrases in communication with the customer

are used in all service areas. ° They are as follows:
1) W2 Lol vEHE -Welcome!
2) MLZFYF L -0k Igotit.
3) Sk

4) H#F =8 LFE LTz - Sorry, | made you wait.

. BFB &LV -Canyou wait a while?

5) £ 2B L E£9 - You excuse me.
6) BLERIETWEEA - I'msorry.

7) BN A Y E£F9 - I'm sorry. Excuse me. Sorry to
bother you.

8) HYHESTELELTz -Thankyou.

While these fixed expressions are common to all
service industries, there are also expressions used in
the hotel direction of the service industry, which
communicates with the customer for a long time,
based on the characteristics and conditions of the
hotel. For the analysis of our research, Ryoken The
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following phrases were selected from the company's
website:

EH5ZTFBHELLEITWVE L= - Welcome!

BFEBLTHYFELT ! -We were waiting for you to
come.

IDBEB W LET, - Let me carry your luggage
[EL, 53 TIENVET, -VYes.
WioosLelvEHE, - Welcome!

[ELy, MLIZFYFE LT, -Okay, | understand.
PREFLLESVEER ! - If you wait alittle.

REHF-E W= LFEL, - Sorry, | waited a long

time.
B LERSEWWEH A, - I'msorry a thousand times.
KALELZET, -Excuse me.

BNAY ET, -1would like to inform you that...

F=EWEBSHEFBHBV-LET, -1 will bring it now.

CHELTBYFET., LAATLEIN. - We
have already made it. what do you say

ENFIZHE-STEFBLEEIWNWER - Please sit

and wait.

ESNTEELFZE L -avoid ...

BFHEMIF ULz LETH - We will disturb you
CEEIE M T LETH - Sorry to worry you,

WHAMTITEWVET H - what do you do? what do
you say to ...

&L < -unfortunately
BV LE T - We will find out now.
L TELVY EF -1 will find out now.

In the table below, these expressions are classified
according to their semantic structure and function:

Fixed phrase

Meaning

State of use

HYNEL I TENET

Thank you

Communicate understanding to the

client

FoZxBHLIZSVWEL

When welcoming a customer

BRHHLLTEYELL

Compliment

Satisfaction with the customer's visit

FARBRHBWZ LET

Help, service

Offer to help the client carry their
luggage

IV, 29 TTENET

Confirmation

Approving the client's opinion
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WHo LoWER To ask Inquiry in the state of welcoming the
client
T, PLZEVELL Approval When approving or accepting a
client's request or request
DrBHEHITEISVWER ! please Waiting for the client
REBFRF-HENZLELE To inform In informing the client that he is
waiting
HLIRZEWEEA Apologize 1When acting on the wrong

understanding of the client's wishes

FALBLET Refusal 2 When informing that it is not

possible to satisfy the client's wish

BNAY £9° Apologize In case of inconvenience to the client
(for example, when entering and

exiting the room)

RWEBFBWELET To ask When receiving new information
from the client
THELTEBY £, Wrn To inform Notifying the client of the situation
TLXIM%
BNTIZ7 > TEAFH 2SS | Describing the action Before bringing an item to the
WEH ! customer's request
EIMTHEEL TSN To inform When offering a service or product

to a customer

BFREEBMNMT W LETN Offer Asking the client to sit and wait

TRV LE TR please Prohibiting the client from taking
any action

WP TTENET ) Prohibition Before performing an action that

may cause discomfort to the client
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Huiz< Ask for permission Before performing an action that

may cause discomfort to the client

BFWEZLET Ask for permission When asking the customer's opinion
about the offer

BLTEWYET Ask for feedback When expressing information or
opinion against the wishes of the

client

From the Ryoken company's website guide, 31 static expressions were identified and divided into the following 12
groups according to the communication situation:

Communication situation The Fixed phrase

number of

stable

phrases

R 8 WHo L » I NVER

BiILOZTSWET
ZATHBI
N VI = V]

To WEBIKRAL TS NEY
KEDT YT TN H o Lo WER !

FWThAT% !
Tpo DEBILLIEINER!
fam 2 EozZxBMELIEENELR!
BRLLTEBVELL,
bSES ¥ e\ 2 FALT T SV ET A,
BELIZZRTIUL,
IEEE 2 BPREEBT W LET,
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THEHERB W LETH,
EETENY 2 XA LT HUTRBTENY £,
HEDNTH LI £,
T 2 WPAR T T ENET D,
WRELEL X 9D
2 AT OHERR 2 BUAD FF, BAETIZWEZTETTL
LXon BHhADET, ELE6HETHHo L
WEFH
SRRl 2 BMANLTRBEFNZLET, BRELW
ENWTHEALWTL X 90
Sk 3 BHYNREHTINES
HONEHTINEL
THHWEEZEESEZ LITHY R EH TSN
L/
EES 2 HLRISWEHA
KALBLE LR
Hik Y 4 KREDTTUToTH o LW ER !
FleBBLIZSNER!
FAEDO TRERHDLLTEY 7
SEORb
FEUA 1 BEEFk

According to the results of the analysis, the
communication situation with the largest number of
static phrases was found to be ##§ requests. In
addition, it was found that the number of expressions
used for RiEY customer follow-up and Rk

expressions of thanks is relatively high.

In short, it is possible to determine their semantic
group by classifying the static expressions used in
communication with the client according to the
situations. We have come to the assumption that in
communication with the client, such static expressions
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are used to convey the goal in a way that is easy for the MREETDICR] —BERLAXDEB AN 5—
client to accept. 1 [HAEEREKFELE] £ 275 2 5. pp. -
28. WA ERRKEFE
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