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Analysis of Hotel Staff’s Refusal to Respond to a Guest’s Request:
Focusing on the Semantic Formula of Refusal Behavior and Hospitality

Chiga Hayashi

Abstract

In this study, I analyzed the refusal of hotel staff in customer service situations from the viewpoint of
semantic formulas, which are functional units of meaning, and clarified their characteristics. In this study,
I collected data from hotel staff by role play in order to analyze natural discourse more closely. Results
show characteristics of refusal discourse to a customer’s request in customer service communication
situations, l.e., <{Apology}— {Excuse}/{Decline directly} —{Alternatives}> It turned out that there are
meanings for hospitality such as {confirmation} and {action statement} that appear before and after such
discourse. It was also revealed that {hesitation} has the role of showing consideration and concern for
the customer, and {apologies} have the characteristic of appearing multiple times in refusal discourse.
The discourse analysis revealed that {confirmation} is a strategy to accurately grasp the customer’s

request and provide the best {alternative} for the customer.

Keywords: Refusal discourse, semantic formulas, Customer Service Communication,

Customer service scene, role playing



