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The Study of Complaints and Responses to Complaints :
Comparison between Japanese and Thai Native Speakers

WONGSAMING Sureerut

Abstract

The purpose of this research is to study the linguistic behaviour of Japanese Native Speakers and Thai
Native Speakers with a focus on complaints and responses to complaints in an unsatisfactory situation
involving a third person’s interest. The findings indicate that as for complaint strategies, Japanese Native
Speakers tend to urge the interlocutor to explain the cause of the unsatisfactory situation and consequences of
the situation objectively. Meanwhile, Thai Native Speakers tend to emphasize how they, or the involved third
person, are effected by the unsatisfactory situation caused by the interlocutor in terms of personal disadvantage.
They also prefer using humour and irony as a complaint strategy with the interlocutor. Moreover, as for
preferred responses to complaints, it is suggested that Japanese Native Speakers try to repair the relationship
by using negative politeness strategies such as apologizing and expressing gratitude they have received in the
past toward the interlocutor. In contrast, Thai Native Speakers tend to place a high priority on using positive
politeness strategies such as appeasing the interlocutors’ discontent and coming up with a solution for a
problem as a face-saving act.

[Keywords] complaint strategies, responses to complaints, Japanese Native Speakers, Thai Native Speakers, Politeness
theory
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