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Politeness Strategies in Refusals toward Passengers’ Requests
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ABSTRACT

Politeness of refusal is an interesting issue to study, especially, in business contexts,
due to refusing customers’ request is quite difficult to do. The refuser feels distress when
they have to refuse customers. It is because they are not only to consider the politeness
but they also have to beware that the refusing strategy will not affect the benefits or

companies’ self-image as well.
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This article aims to study the politeness strategies of refusal to Thai Airways
infernational passengers’ requests. For answering the questions, what and how many politeness
strategy employe to refuse passengers’ requests?. The data on which the analysis is collected
from selected passenger service agents of Thai Airways International Public Co., LTD., using

Discourse Completion Test (DCT)

It is found out that there were many politeness strategies in refusing to passengers’
requests. There were totally 4 strategies: giving deference, giving reasons, apologizing, and

showing attempt to take responsibility.
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