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Analyzing the closing sections of telephone conversations in Japanese made by
Chinese business related people — Role-play of a complaint scene —

HATTORI Akiko

Abstract

This paper investigated the closing sections of business telephone conversations in Japanese made by two
groups of Chinese business related people working in Japan and China.
This survey was carried out using a role-play of a complaint scene. It was found that all participants

tended to proceed step by step in the closing sections to end the conversation. A modified conversation
analysis (CA) approach was employed to analyze the data.

Two different patterns of conversational organization were observed among the participants. One pattern
was that Chinese business related people repeatedly confirm and continue a one-way conversation. The other
pattern was that some of the participants kept referring back to themselves and shifted the conversation to
accomplish the task set by themselves. However, two cases were not able to accomplish the task finally. From
these findings, this paper suggests that it is vital for a call receiver to take initiative and control the closing
sections of conversation,

[ Keywords] Business Japanese, Chinese business related people, telephone conversation, closing sections,
complaint scene
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