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An Analysis of the Closing Section of Business Telephone Conversation about Complaints

in Chinese: A Comparison between Chinese and Japanese Native Speakers.

Akiko HATTORI

Abstract

The purpose of this paper is to investigate the closing section of business telephone conversation about
complaints in Chinese made by Chinese native speakers.

This survey was carried out using the role-play method and analyzed based on the results of previous studies
done in Japanese by Japanese native speakers. The points of the analysis, were as follows: (Dthe pattern of
interaction in the closing section of business telephone conversation about complaints in Chinese, and the
difference of conversational structure between Chinese and Japanese @whether “leave-taking” will be used in the
closing section, and what kind of expression of “leave-taking” will appear in the utterance?

It was found that conversational structures were common—composed of “pre-closing”, “leave-taking”, and
greeting—between Chinese and Japanese. It also observed that Chinese native speakers used “apologies” in the
“leave-taking”, similar to Japanese native speakers in previous studies. The findings of this paper suggest that
there is no difference of conversational structure between Chinese and Japanese in the closing section of business

telephone conversations about complaints.
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