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ABSTRACT 

 

Faradisa, Annike Feny. 2015., Politeness Strategies Used by Customer Service 

of UPT Lintas Bahasa and Job Placement Center of Universitas Brawijaya 

Malang. Study Program of English, Universitas Brawijaya. Supervisor: Isti 

Purwaningtyas, Co-Supervisor: Tantri Refa Indhiarti 

 

 

Key Words: Politeness, Politeness Strategies, Customer Service, UPT Lintas 

Bahasa, Job Placement Center (JPC). 

 

 

 In daily social interaction, people generally behave as if their expectations 

concerning their public self-image will be respected. Accordingly, politeness roles 

to save the face threatening act by showing deference and closeness. It is essential 

to be applied by all people, in which one of them is by the Customer Service. The 

Customer Service is a person who provides information to customers. In this 

study there are two problems of the study, they are: (1) What are the types of 

politeness strategies applied by the Customer Service of UPT Lintas Bahasa and 

Job Placement Center and (2) To what extent does Customer Service apply the 

politeness strategies in UPT Lintas Bahasa and Job Placement Center. 

 The research employs qualitative method. The data are obtained through 

noting the conversation between the Customer Service of UPT Lintas Bahasa and 

Job Placement Center with the customers in a day for 10-15 minutes for 

observing this study and researching for 5 days of working hours, every week 

during the study. The data are analyzed by classifying and determining the types 

of politeness strategies used by the subjects. 

The study reveals that totally 59 utterances containing politeness strategies 

are used by Customer Service. There are 29 utterances politeness strategies used 

in UPT Lintas Bahasa and 30 utterances containing politeness strategies applied 

in Job Placement Center (JPC). The results also show that the Customer Services 

express their politeness by using address terms/kinship forms, pronouns, particles, 

and deference. Four types of politeness strategies stated by Brown and Levinson 

are used by the subjects. The most dominant type used by the customer services is 

seeking agreement strategy because they mostly show solidarity in their every 

single interaction. 

The researcher suggests the next researcher analyze politeness strategies in 

other media, such as speeches or debates performed by other figures. The 

researcher also recommends the next researcher to use different theory to enlarge 

the analysis in further research. 
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ABSTRAK 

 

Faradisa, Annike Feny. 2015., Strategi Kesantunan yang Digunakan oleh 

Customer Service UPT Lintas Bahasa dan Job Placement Center Universitas 

Brawijaya Malang. Program Studi Sastra Inggris, Universitas Brawijaya. 

Pembimbing 1: Isti Purwaningtyas, Pembimbing 2: Tantri Refa Indhiarti 

 

Kata Kunci: Kesantunan, Strategi Kesantunan, Customer Service, UPT Lintas 

Bahasa, Job Placement Center (JPC) 

 

Dalam interaksi sosial sehari-hari, orang pada umumnya bertingkah laku 

harapan terhadap citra diri yang mereka miliki akan dihormati orang lain. Dengan 

demikian, kesantuan berperan untuk menghindarkan ancaman bagi orang lain 

dengan menunjukkan rasa hormat dan kedekatan dalam hubungan. Hal ini penting 

untuk diterapkan oleh semua orang, yang salah satunya adalah Customer Service. 

Customer Service adalah orang yang memberikan informasi kepada pelanggan. 

Dalam penelitian ini terdapat dua rumusan masalah, yakni: (1) Strategi kesantunan 

jenis apa yang diterapkan Customer Service UPT Lintas Bahasa dan Job 

Placement Center dan (2) Sejauh mana Customer Service menerapkan strategi 

kesantunan di UPT Lintas Bahasa dan Job Placement Center. 

Penelitian ini menggunakan metode kualitatif. Data diperoleh dengan cara  

mencatat percakapan antara Customer Service UPT Lintas Bahasa dan Job 

Placement Center dengan para pelanggan yang diamati selama 10-15 menit dalam 

sehari dan penelitian dilaksanakan selama lima hari pada jam kerja di setiap 

minggu. Data dianalisis dengan mengklasifikasikan dan menentukan jenis strategi 

kesantunan yang digunakan oleh subjek penelitian. 

Hasil penelitian menunjukkan bahwa secara keseluruhan terdapat 59 

ungkapan mengandung strategi kesantunan yang digunakan oleh Customer 

Service. Ada 29 ungkapan strategi kesantunan yang digunakan di UPT Lintas 

Bahasa dan 30 ungkapan strategi kesantunan yang diterapkan di Job Placement 

Center. Hasil penelitian juga menunjukkan bahwa Customer Service 

mengekspresikan kesantunan mereka dengan menggunakan istilah sapaan/bentuk 

kekerabatan, kata ganti, partikel, dan istilah penghormatan. Empat jenis strategi 

kesantunan yang dikemukakan oleh Brown dan Levinson digunakan oleh subjek 

penelitian. Jenis strategi yang paling dominan digunakan oleh Customer Service 

adalah strategi seeking agreement karena mayoritas mereka menunjukkan 

solidaritas di setiap interaksi. 

Peneliti menyarankan peneliti selanjutnya untuk menganalisis strategi 

kesantunan dalam media lain, seperti pidato atau debat yang dilakukan orang lain. 

Peneliti juga menyarankan peneliti selanjutnya untuk menggunakan landasan teori 

yang berbeda untuk memperluas wilayah analisis dalam penelitian yang lebih 

lanjut. 
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1 

CHAPTER I 

INTRODUCTION 

 

This chapter consists of background of the study, problems of the study 

objectives of the study, and definition of key terms. 

 

1.1 Background of the Study 

The language used by human to exchange ideas and to interest with each 

other may depend on the situation. In a situation where people are obligated to 

create a polite conversation, for example, they will choose certain strategies to 

have polite conversation to maintain the communication.  

Language also considers about the context which is related to the 

conversation. Context is an action and more than just a reference. The context 

determines what one can say and what one cannot say; only pragmatics of the 

meaning can give the meaning. Pragmatics is concerned with the study of 

meaning as communicated by speaker and interpreted by a listener. Pragmatics as 

a branch of linguistic is the study of meaning which relates to the context or the 

external meaning of language unit. Pragmatics is the study of contextual meaning 

(Yule 1996, p. 3). The application of Pragmatics in daily life such as awareness is 

also shown through the general politeness with which is used language. 

Politeness is applied by someone because he wants to respect the hearer. 

Politeness is not something human is born with, but something that must be learnt 
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and socialized into (Watts 2003, p. 9). According to Lakoff (1975), politeness is 

developed by societies in order to reduce friction in personal interaction”, which 

implies that friction is undesirable. According to Leech (1980, p. 19), politeness 

as “strategic conflict avoidance” and the establishment and maintenance of 

comity, and he suggests that it “can be measured in terms of the degree of effort 

put into the avoidance of a conflict situation”. The term “conflict avoidance” is 

similar to that of the “reduction of friction”. 

Based on Yule (1996, p. 60), “Politeness, in an interaction, can be defined as 

the means employed to show awareness of another person’s face”.  In this sense 

politeness can be accomplished in situations of social distance or closeness and 

deference. In addition, in everyday social interaction, people generally behave as 

if their expectations concerning their public self-image will be respected. It can be 

concluded that politeness is to save the face treating act by showing deference and 

closeness. According to Yule (2002), when performing a face saving act or 

negative politeness such as apologizing for imposing or interrupting someone, 

appealing to the person’s negative face.  

The aim of politeness is to make all the parties relaxed and comfortable with 

one another, these culturally defined standards at times may be manipulated to 

inflict shame on designated party. Wardhaugh (1986) says “Politeness itself is 

socially prescribed”. Although it is important to be polite to a certain person or 

occasion, it does not mean it becomes impolite to others on another occasion. 

Thus if someone says something politely, at the same time comfortable situation 

occurs. Furthermore, Watts (2005) adds that human societies use communication 
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strategies to avoid or minimize conflict, and increase understanding. Speaking 

politely with other speakers is conducted to maintain the harmony of relationship 

and to avoid conflict. 

According to Brown and Levinson (1987) people will use certain politeness 

strategies to enhance face between themselves and their interlocutors. Based on 

Brown and Levinson (1987) there are two different types of face wants, namely 

negative face and positive face. Negative face related with one’s desire to remain 

independent, free from outside interference, and the presence of outside parties to 

respect the independence. Positive face related with face values of solidarity, lack 

of normal, recognition, and camaraderie. These strategies will depend on the level 

of intimacy between the participants, and the seriousness of the situation. 

The main aspect of this study is to see the politeness strategies of the 

Customer Service in their speech. Besides, the researcher also scopes the location 

of the research, namely UPT Lintas Bahasa and Job Placement Center of 

Universitas Brawijaya Malang. The researcher uses two customer services to 

analyse politeness strategies and also spends in a day for 10-15 minutes for 

observing this study and researching for 5 days of working hours, in every week 

during the study. UPT Lintas Bahasa is located on Jl.Veteran 65145 Malang 

Gedung Rektorat Lama lantai 1 and Job Placement Center is located on Jl. 

Veteran Malang. 

Politeness can be separated from culture and real life, because the politeness 

values are covered by cultures. It can be called polite when the speaker does not 

violate the rules of cultures. People have to act politely, including speaking 
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politely when they are interacting with other people. People have tried to keep a 

good relationship. It is essential to be applied by all people, especially by the 

Customer Service. The Customer Service is a person who provides information to 

customers. Hence, he/she has to speak politely when he/she is communicating 

with the customers, such as in giving information. 

The examples of places where the Customer Service is situated are UPT 

Lintas Bahasa and Job Placement Center located in Universitas Brawijaya. They 

are two of the main places where the students can gain information: in UPT Lintas 

Bahasa the information given is about language course and TOEFL, and in Job 

Placement Center can get information is about job vacancy. There, the Customer 

Service should be situated to serve the customers by providing information. As a 

result, the researcher conducts a research about politeness strategies of Customer 

Service in UPT Lintas Bahasa and Job Placement Center. Based on previous 

explanation, this study is focused on politeness strategies and the sub focuses are 

the four types of politeness strategies and the realization of types of politeness 

strategies of Customer Service in UPT Lintas Bahasa and Job Placement Center.  

This study is considered to be useful initially to provide the information of 

what politeness strategies are used by Customer Service when they communicate 

with their customer. Consequently, it will give better understanding and new 

insight of how politeness strategies are related to the aspect of pragmatic study. 

This contribution will in turn give tentative framework for a comprehensive 

analysis of politeness. Politeness in language is used to maintain the language, 

practically when Customer Service of UPT Lintas Bahasa and Job Placement 
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Center uses the politeness strategies in communication, the politeness is still 

maintained. The significance of this study can determine what types of politeness 

strategies are used by Customer Service and customer interaction, to what extent 

they are used and what are the types of politeness strategies have on the 

communication as a whole. Based on the explanation above, the researcher 

conducted a research entitled “Politeness Strategies Used by Customer Service of 

UPT Lintas Bahasa and Job Placement Center of Universitas Brawijaya Malang”. 

 

1.2 Problems of The Study 

Based on the background of the study, the problems of the study are: 

1. What are the types of politeness strategies applied by the Customer 

Service of UPT Lintas Bahasa and Job Placement Center? 

2. To what extent does Customer Service apply the politeness strategies 

in UPT Lintas Bahasa and Job Placement Center?  

 

1.3 Objectives of The Study 

Based on the research problems, the objectives of this study are: 

1. To elaborate the types of politeness strategies applied by Customer 

Service of UPT Lintas Bahasa and Job Placement Center. 

2. To describe the politeness strategies perform by Customer Service in 

UPT Lintas Bahasa and Job Placement Center. 
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1.4 Definition of Key Terms 

To avoid misunderstanding, the researcher provides the definition of the key 

terms used in this study. They are presented in the following explanation: 

1. Politeness   : The term used to describe the extent to 

which actions are described (Brown and Levinson, 1987). 

2. Politeness strategy :  Strategies used to avoid or minimize the 

FTA that a speaker makes (Brown and Levinson, 1989). 

3. Customer Service : An organization’ stability to meet the 

needs and desires of its customers (Kotler, 1997). 

4. UPT Lintas Bahasa : An institution of Universitas Brawijaya 

that serve language courses (English, Japan, Germany, Korea, Chinese, 

French, Arabic and Indonesia), the TOEFL test and translation 

(http://www.fib.ub.ac.id).  

5. Job Placement Center  : A special unit of Universitas Brawijaya 

who is professionally handles regarding careers and the world of work 

and provides information to alumni Universitas Brawijaya to compete 

in the workplace (http://jpc.ub.ac.id/).  

 

 

 

http://www.fib.ub.ac.id/
http://jpc.ub.ac.id/
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CHAPTER II 

REVIEW OF RELATED LITERATURE 

  

This chapter presents a brief discussion and description of some theories on 

the politeness, politeness strategies, and previous studies. 

 

2.1 Politeness 

According to Brown and Levinson (1987), politeness is the term used to 

describe the extent to which actions are described. When we are speaking, the 

utterances we produce are our action to show the politeness. The utterances should 

be able to save the hearer’s and feeling enjoyable. The utterances through the 

language used will be a judgement whether politeness is used or not. Politeness is 

an important subject matter in a communication. Leech (1985) states that 

linguistic politeness includes several rules as follows: firstly, rule of attention that 

minimizes the limit and maximizes the profit of other. Secondly, rule of kindness 

that minimizes the profit of own maximizes the respect of others. 

According to Brown and Levinson (1987) formulated that there are four types 

of politeness strategies that can save the hearer’s face. The strategies formulated 

by these two theorists focus on saving the hearer’s face by saying something as 

polite as possible. The four types of politeness strategies are bald on record 

strategy, positive politeness strategy, negative politeness strategy, and off record 

7 
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strategy. Bald on record strategy is used to minimize the threat the hearer’s face. It 

seems that the speaker in this strategy makes the hearer feels uncomfortable when 

he is speaking. It shocks the hearer. In contrast, positive politeness strategy is used 

to minimize the threat to the hearer’s positive face. 

Pragmatic politeness theories, (Leech 1983 and Brown and Levinson 1987) 

assume a correlation between indirectness and politeness, and most empirical 

work centres on issues of indirectness. Addition, the goal of politeness is to make 

all the parties relaxed and comfortable with one another, these culturally defined 

standards at times may be manipulated to inflict shame on designated party.  

 

2.2 Politeness Strategies 

Brown and Levinson’s (1987) politeness strategies mitigate the impact of 

texting in the presence of face to face conversational partners. Specifically this 

study will test six politeness strategies to determine which strategy is perceived as 

most conversationally appropriate, relationally and socially appropriate, attentive, 

immediate, and polite to use when engaging in multiple conversations (face to 

face and mediated). Brown and Levinson (1987) add that politeness strategies are 

strategies used to avoid or minimize the FTA (Face Threatening Act) that a 

speaker makes. 

Face Threatening Acts is another focus on the theory of (Brown and Levinson 

1992) threatens the speaker’s or the hearer’s positive or negative face. This theory 

then includes the social constraint which the speaker is faced with the interaction. 

In performing a face threatening acts, unless the situations maximum efficiency or 
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urgency, the speaker will decide to minimize the possible face threat. That is why, 

if we do not want to threaten someone’s positive or negative face, we have to 

minimize it by applying the politeness strategies. Negative face is the want to be 

unimpeded in one’s actions. The basic claim to territories, personal preserves 

rights to non-distraction. Positive face involves the desire to be approved by some 

others. The positive consistent self-image or “personality” claimed by interaction. 

Brown and Levinson also introduce two terms in their theory: “face wants” as 

the expectations of people’s public self-image, and “FTAs”. Politeness strategies 

are developed for the main purpose of dealing with the FTAs in order to save the 

hearer’s face and usually it is used to avoid embarrassing the others. There are 

four strategies for doing FTAs: bald on record, positive politeness, negative 

politeness, off record politeness strategy. A speaker has to follow the performance 

of face threatening act: thus Brown and Levinson (1987) suggest possible 

strategies for doing face threatening acts, as follows: 

 

Figure1: Possible strategies for doing FTA (Brown and Levinson, 1987, p.69) 

In addition, Brown and Levinson (1987) sum up politeness behaviour in 

facing the FTA in four strategies. There are some strategies in a communication 
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(Brown and Levinson in Yule 1996, p. 66). The following is the figure of 

politeness strategies. 

  

Figure 2: Communication Strategy (Brown and Levinson in Yule, 1996, p.66) 

The theory of politeness developed by Brown and Levinson (1987) derives 

from Goffman’s (1967) concepts to do with “face‟. Goffman describes the 

manner in which, in all face-to-face social encounters, speakers act out what is 

sometimes called a line, that is “a pattern of verbal and nonverbal acts by which 

he expresses his view of the situation and through this his evaluation of the 

participants, especially himself.” The term face is used, consonant with the folk 

notion of “loss of face‟, to refer to the positive social image which speakers 

construct for themselves when taking a particular line. 
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2.3 The Types of Politeness 

 The realization of politeness strategies were studied in many social lives of, 

society, the studies of realization of politeness strategies develop from time to 

time. It is caused by the politeness is the acts in social life. Based on Watts (2003) 

explains that there are some of the kinds of linguistic expression which could be 

classified as realisations of politeness, like saying please and thank you or 

prefacing a request made of a stranger with excuse me or apologising with I'm 

sorry or pardon me. 

 

2.3.1 Bald On-Record Strategy 

 Bald On-Record is one of the four types of politeness strategies suggested 

by Brown and Levinson (1987). Bald On-Record is the first types of politeness 

strategies. Bald On-Record is the strategy which provides no strategy is made to 

avoid an FTA (Face Threatening Acts). This strategy is commonly found in 

people who know each other very well, and are very comfortable in their 

environment, such as close friends and families. Moreover, this strategy expresses 

the close relationship between the speaker and the listener. 

This strategy provides no effort by the participants to reduce the impact of 

FTA's. The participants will most likely shock the person to whom you are 

speaking to, embarrass them, or make them feel a bit uncomfortable. However, 

this type of strategy is commonly found who know each other very well. 

Bald-on Record Strategy is a strategy to minimize threats to addressee's 

“face” or to reduce the impact of the FTA's. It risk to shock, embarrasses, or 
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makes the hearer feel a bit uncomfortable. According to Brown and Levinson 

(1987) Bald on record is a direct politeness strategy which contains no regressive 

particle to soften the Face Threatening Act (FTA). The prime reason for bald-on 

record usage in whenever speaker wants to do the FTA with the maximum 

efficiency more than satisfy hearer face, even to any degree, he will choose the 

bald on record strategy. 

There are different kinds of bald-on record usage in different 

circumstances, because speaker can have different motivates for his want to do the 

FTA with maximum efficiency. 

This consists of two classes of bald on record:  

1. Cases of non- minimization or the face threat. 

In this type the maximum efficiency is very important and this is mutually 

known to both speaker and hearer, so no face redress is necessary. In cases of 

great urgency, redress would actually decrease the communicated urgency. 

Example:  1. “Watch out” 

2.  “My house is on fire!” 

From that example above, it can be seen that the speaker does not care 

about the hearer and they used in this cases of urgency. 

2. Cases of FTA-oriented bald –on- record usage. 

It is oriented to hearer's face. It is usually used in: (1) welcoming, where 

speaker insists that hearer may impose on his negative face; (2) farewells, 

where speaker insists that hearer may transgress on his face by taking his leave; 
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and (3) offers, where speaker insists that hearer may impose on speaker's 

negative face. 

Example:  1. “Come in, don’t hesitate, I’m not busy”. 

2.  “Don’t worry about me” 

This strategy is oriented to hearer's face it can be seen from both examples 

above. The first sentence can be used as an invitation to the hearer which feels 

reluctant so that the hearer will feel less reluctant because of the invitation. The 

second sentence can be used as an offer. 

 

2.3.2 Positive Politeness Strategy 

  According to Brown and Levinson (1987), positive politeness strategy is a 

strategy of speaking which is used a kind of metaphorical extension of intimacy to 

imply common ground or sharing of wants to a limited extend even between 

strangers who perceive themselves for the purpose of interaction. 

  Positive politeness is usually seen in groups of friends, or where people in 

the given social situation know each other fairly well. It usually tries to minimize 

the distance between them by expressing friendliness and solid interest in the 

hearer's need to be respected (minimize the FTA). In addition, the speakers 

respect a person's need to be liked and understood. Typically, speaker asserts that 

he wants at least some of hearer's wants. Positive politeness strategies include 

statements of friendship, solidarity, complements. It is used by speaker to give an 

impression that he or she wants hearer's or in wants or in other words, speaker 
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wants hearer's face to be satisfied. This makes the hearer not take it seriously 

when the speaker does an FTA. 

There are fifteen strategies of positive politeness by Brown and Levinson (1987), 

such as: 

1. Notice, attend to Hearer (his interests, wants, needs, goods) 

Speaker should take notice of aspects of Hearer’s condition (noticeable 

changes, remarkable possessions, anything which looks as though hearer would 

want speaking notice and approve of it). 

Example: 1. “What a beautiful dress! Where was it bought?” 

2. “We ate too many beans tonight, didn’t we?” 

From the both examples above, it can be seen that the speaker notices the 

hearer’s condition the first example shows that the speaker notices that the 

hearer is hungry so that the speaker asks the hearer to have lunch. The second 

example show that the speaker notices the hearer’s change his/her hair before 

the speaker utters his/her main goal. 

2. Exaggerate (interest, approval, sympathy with hearer) 

This is often done with exaggerate intonation, stress, and other aspects of 

prosodic, as well as with intensifying modifiers. 

Example: 1. “You are a fantastic cook, the lunch was great!” 

2. “How absolutely marvelous…..” 

The examples above indicate that the speakers are interested. It can be 

seen from the intonation. 
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3. Intensify, interest to hearer 

Another way for Speaker to communicate with Hearer that Speaker wants 

to intensify his/her interest to the conversation by “making a good story‟. The 

use of directly quoted speech rather than indirect reported speech is another 

feature of this strategy, as the use of tag questions or expressions that draw 

Hearer as a participant into the conversation. 

Example: 1. “I mean and isn’t it.” 

2. “I come down the stairs, and what do you think? 

  From the examples, it is clear that the speaker here is “making a good 

story”.  It is also draws hearer as a participant into the conversation; it can be 

seen from the words, “what do you think? 

4. Use in-group identity markers 

Speaker can implicitly claim the common ground with Hearer that is 

carried by that definition of the group, including in group usages of address of 

address forms, of language or dialect, jargon, slang, and ellipsis. 

(a) Address forms 

Example: 1. “Honey, can you give me the beer?” 

  2. “Hey...Friend, what’s happen? 

The address forms that are used in both examples above are “honey and 

friend”. 

(b) Use in group language or dialect 

Example: 1. “Hey Alexander, what’s going on?” 

2. “Roy, how are you? 
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The speaker calls the hearer by using the nickname.  

(c) Use of jargon or slang 

Example: 1. “Lend us two bucks then, would a Mac?” 

The example shows that the speaker refers to something with a slang term, 

S may evoke all the shared associations and attitudes that he and H both have 

towards that object; this then may be used as FTA redress. 

(d) Contradiction and Ellipsis 

Example: 1. “Got any spare cash?” 

2. “How about a drink?” 

5. Seek agreement 

Agreement can be stressed by repeating part or all of what the preceding 

speaker has said in conversation.  

Example: 1. A: “She had an accident last week. 

B: “Oh my god, an accident!” 

2. A: “John went to London this weekend!” 

B: “To London!” 

Repeating is used to stress emotional agreement with the utterance (to 

stream interest and surprise). 

6. Avoid disagreement 

There are four ways to avoid disagreement, such as by token agreement, 

pseudo-agreement, white lies, and hedging opinions. 
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(a) Token agreement 

The instance of “token agreement” is the desire to agree or appear to agree 

with hearer leads also to mechanism for pretending to agree. Here the speakers 

may go in twisting his utterances so as to appear to agree instead of saying 

‘no’, hearer responds with ‘yes’ to a preceding utterances. 

Example: 1. A: Can you hear me? 

       B: Barely  

(b) Pseudo-agreement 

Pseudo-agreement is the use of marker, an indication that the speaker is 

drawing a conclusion to a line reasoning carried out cooperatively with the 

addressee. This may refer to a genuine prior. 

     Examples: 1. I’ll be seeing you then. 

 2. I meet you in front of the theatre just before 9 o’clock. 

(c) White Lies 

Speaker may do a white lie in order to hide disagreement, by doing this 

speaker will not damage hearer’s positive face. 

Example: 1. Yes I do like your new shoes. 

7. Presuppose/ raise/ assert common ground 

Speaker talks with hearer for a while about unrelated topic to show that 

speaker is interested in hearer and indicate that speaker has not come to see 

hearer imply to do the FTA). This strategy is used for softening request. 

Example: 1. “Isn’t it a beautiful day?” And she says to John, ’I love   

you!’, and he says… 
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8. Joke 

Joking is a basic positive politeness technique, for putting hearer ‘at ease’ 

or it may minimize an FTA of requesting. 

Example: 1. “How about lending me this old heap of junk? “ 

(Hearer’s new Cadillac) 

9. Assert or presuppose speaker’s knowledge of and concern for hearer’s wants 

It is used to imply knowledge of hearer’s wants and willingness to fit 

one’s own in with them. 

Example: 1. “Look, I know you want me to be good in mathematics, 

so shouldn’t I do my homework now.” (Instead of cleaning 

my room) 

10. Offer, promise 

Offer and promises are the natural outcome of choosing this strategy; even 

if they are false, they demonstrate speaker’s good intentions in satisfying 

hearer’s positive face wants. 

Example: 1. “I’ll try to get it next week!” 

11. Be Optimistic  

  Speaker assumes that H wants for S or for H and S, and will help him to 

obtain them. 

Example: 1. “You’ll lend me your apartment-key for the weekend, I hope.” 
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12. Include both S and H in the activity 

Speaker tends to use “we‟ form when speaker really means “you‟ or “me‟, 

she/he can call upon the cooperative assumptions and thereby redress FTAs. 

 Example: 1. “Let’s have break! Let’s have a kitkat!” 

2. “Let’s go, girls!” 

13. Give (or ask for) reason 

In this strategy, speaker gives reasons as to why she/he wants. Hearer is 

led to see the reasonableness of speaker’s FTA (or so speaker hopes). 

Example: 1. “Why don’t we go shopping or to the cinema?” 

2. “Why not lend me your jacket for the weekend?” 

14. Assume or assert reciprocity 

  Speaker and hearer may claim or urged by giving evidence of reciprocal 

rights or obligations obtaining between speaker and hearer.  

 Example: 1. “I’ll buy you a mansion if you marry me”. 

15. Give gifts to hearer (goods’ sympathy, understanding, cooperation) 

May satisfy hearer’s positive-face want (that speaker wants hearer’s wants, 

to some degree) by actually satisfying some of hearer’s wants by some 

actions like gift-giving not only tangible gift, but human-relations wants such 

as the wants to be liked, admired, cared about, understood, and listened to. 

Example: 1. “I understand how you feel”. 

2. “I am sorry to hear that”. 
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2.3.3 Negative Politeness Strategy 

  According to Brown and Levinson (1987), negative politeness strategy is a 

kind of strategy which regressive action addressed to the addressee's negative 

face: "his want to have his freedom of action unobstructed and his attention 

unrestricted”. Negative politeness strategy recognizes the hearer's face, but it also 

recognizes that the speaker is in some way forcing on them. 

  Furthermore, we can see in that example that the speaker is threatening the 

hearer's negative face which wants to have freedom of action. The threat is the 

speaker asks the hearer to close the door. To minimize the threat, the speaker 

applies "hedge‟ to soften the utterance and "give difference‟ to show his respect 

to the hearer. 

Negative politeness consists of ten strategies, consist of:  

1. Be Conventionally Indirect 

The speaker tries to be indirect so there can be no misinterpretation of 

what he means. In this case, the speaker uses understandable indirect speech 

acts. 

Example: 1. “Can you please shut the door? “ 

2. “You couldn´t possibly tell me the time, please? “ 

2. Question hedge 

It is used to modify the force of speech acts. 

Example: 1. Mary is a true friend. “ 

2. “I´m pretty sure, I´ve seen that movie before. “ 
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3. Be Pessimistic 

It gives redress to hearer’s negative face by explicitly expressing doubt 

that the conditions for the appropriateness of speaker’s speech act to obtain. It 

may be realized by doing indirect requests with assertions of felicity conditions 

which have had a negated probability operator inserted. 

Example:  1. “Could you jump over that five foot fence?” 

2. “I don’t imagine there’s be any hope of you to marry him”. 

4. Minimize the imposition 

  Speaker redresses the seriousness of the FTA to pay hearer deference. 

Example: 1. “I just want to ask if I can borrow a single sheet of paper.  

  2. “Just a moment“ 

5. Give deference 

There are two sides to the coin in the realization of the deference: one in 

which speaker humbles and abases himself and another where speaker raises 

hearer (pays him positive face of a particular kind, namely that which satisfies 

hearers want to be treated as superior). 

  Example: 1. “We look forward very much to dining with you”. 

  2. “Did you move my luggage? “ 

6. Apologize 

By apologizing for doing an FTA, the speaker can indicate his reluctance 

to impinge of hearer’s negative face an there by partially redress that 

impingement. 
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     Example:      1. I normally wouldn’t ask you this, but I really need the 

answer 

7. Impersonalize speaker and hearer 

Speaker doesn’t want to impinge on hearer is to phrase the FTA as if the 

agent were other than. Speaker, or at least possibly not speaker or not speaker 

alone, and the redressed were other than hearer, or only inclusively of hearer. 

This result in a variety of ways of avoid the pronouns ‘I’ and ‘you’. 

Example: 1. “It looks to me like“ 

  2. “This letter must be sent immediately” 

8. State the FTA as a general rule 

Speaker doesn’t want to impinge but is merely forced to by circumstances, 

is to state the FTA as an instance of some general social rule, regulation, or 

obligation. So, we get pronoun avoidance. 

Example: 1. Passengers will please refrain from smoking in this room 

2. The committee requests the President... 

9. Nominalize 

It shows formality which is associated with the noun end of the continuum. 

Example: 1. “You performed well on the examinations and that 

impressed us favorably. “ 

  2. “An urgent request is made for your cooperation”. 
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10. Go on record as incurring a debt, or as not indebting hearer 

Speaker can redress an FTA by explicitly claiming his indebtedness to 

hearer, or by disclaiming any indebtedness of hearer. 

Example: 1. “I could easily do this for you- no problem! “ 

   2. “I’d be eternally grateful if you would pick me up” 

 

2.3.4  Off Record Politeness Strategies 

  According to Brown and Levinson (1987), a communicative act is done 

off-record if it is done in such a way that it is not possible to attribute only one 

clear communicative intention to the act. So, if a speaker wants to do an FTA, but 

wants to avoid the responsibility for doing it, he can do it off-record and leave it 

up the addressee to decide how to interpret it. 

  There are fourteen strategies off record, such as: 

1. Give hints 

Speaker says something that is not implicitly relevant, she/he invite hearer 

to search for an interpretation of the possible relevance. 

Example: 1. “This soup’s a bit bland (Pass the salt) 

   2. “What a boring movie!” (Let’s leave) 

2. Give association clues 

Speaker gives a related kind of implicate triggered by relevance violence 

which is provided by mentioning something associates with the act required of 

hearer, either by precedent in speaker or hearer’s experience or by mutual 

knowledge irrespective of their interactional experience. 
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Example: 1. “My house isn’t very far away” (Please come to visit) 

2. “Are you going to market tomorrow?” (Give me a ride 

there) 

3. Presuppose 

By implicating something, speaker forces hearer to search for the 

relevance of the presupposed prior event. 

Example: 1. “Richard’s in the bathtub yet again” 

   2. “It wasn’t me that did it” 

4. Understate 

Speaker understates what she/he actually wants to say. In the case of a 

criticism, speaker avoids the lower points of the scale, and in the case of a 

compliment, or admission, speaker avoids the upper points. 

Example: 1. it’s not half bad. (Speaker thinks it’s surprisingly good) 

5. Overstate 

Speaker exaggerates or chooses a point on a scale which is higher than the 

actual state affairs. 

Example: 1. “I tried to call a hundred times, but there was never any 

answer”. 

6. Use tautologies 

By uttering a tautology, speaker encourages hearer to look for an 

informative interpretation of the non-informative utterances. 

Example: 1. “Girls will be girls” 

   2. “War is war” 
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7. Use contradiction 

By stating two things that contradict each other, speaker makes it appear 

that she/he cannot be telling the truth. She/he, thus, encourages, hearer to look 

for an interpretation that reconciles the two contradictory propositions. 

Example: 1. “Well, Richard is here and he isn’t here”. 

8. Be Ironic 

By saying the opposite of what she/he means, speaker can be indirectly 

conveying his/her intended meaning, if there are clues that his/her intended 

meaning is being conveyed indirectly. 

Example: 1. “John’s real genius” 

(After John have just done twenty stupid things in a row) 

 2. “Lovely neighbourhood, eh?” (In a slum) 

9. Use metaphors 

Speaker uses metaphors and makes hearer interpret his/her intended 

meaning by him/herself. 

Example: 1. Joan’s a red fish.  

 (She drinks/swims/is slimy/is cold-blooded like a fish) 

10. Use rhetorical questions 

Speaker asks question with no intention of obtaining an answer. Questions 

that leave their answer hanging in the air, implicated, may be used to do FTAs. 

 Example: 1. “How many times do I have told you?” (Too many) 

2. “What can I say?” (Nothing, it’s so bad) 
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11. Be Ambiguous 

Speaker makes purposeful ambiguity which may be achieved through 

metaphor and lets hearer to guess what she/he means. 

  Example: 1. “Mark’s a pretty smooth cookie” 

  The meaning of the speaker is not clear, that is why s/he lets the hearer to 

guess what she/he actually means. 

12. Be Vague 

Speaker may go off record with an FTA by being vague about who the 

object of the FTA is, or what the offence is. 

Example: 1. “Looks like someone may have had too much to drink” 

2. “Perhaps someone did something naughty”. 

13. Displace Hearer 

Speaker may go off record as to who the target for this FTA is, or s/he 

may pretend to address the FTA to, someone whom it wouldn’t threaten, and 

hope that the real target will see that the FTA is aimed at him/her. 

Example: 1. “If that door is shut completely, it sticks” 

  2. “The lawn has got to be mown” 

14. Be Incomplete, use ellipsis 

By purposefully not finishing his/her utterance and leaving an FTA half 

undone, speaker can leave the implicate “hanging the air‟, just as with 

rhetorical questions. 

Example: 1. Oh mom, a headache… (It means asking for aspirin) 

 2. Well, I didn’t see you. 
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2.4 Previous Studies 

In this study, the researcher uses two previous studies to support this study. 

The first previous study of politeness was conducted by Febrini (2011) entitled 

“Language Politeness Used by Sumbawanese in Daily Conversation”. In this 

study, investigated politeness used by a Sumbawanese in daily conversation. The 

similarities between this study and the previous study are both of the study has 

same data that are utterances containing politeness. The difference in Febrini’s 

study was investigated one of her friend who is Sumbawanese as the participant. 

Meanwhile, this study investigates politeness strategies used by Customer Service 

of UPT Lintas Bahasa and Job Placement Center of Universitas Brawijaya 

Malang. 

The second previous study was conducted by Mulyowati (2012) entitled 

“Politeness Strategies used by the President Candidates of Indonesia in 2009 

Political Advertisements”. In this study, the previous researcher used two theories 

which are proposed by Brown and Levinson, and Leech. The similarity in this 

study and Elvandari’s study is that both of the studies have data from people’s 

utterance. The difference in Elvandari’s study investigated the utterances from 

Youtube video containing politeness in a debate. Meanwhile, this study the 

researcher investigated the utterances from the conversation politeness strategies 

used by Customer Service of UPT Lintas Bahasa and Job Placement Center of 

Universitas Brawijaya Malang. 
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These two previous studies have differences and similarities with study 

conducted by the researcher. The differences are the object of the study and usage 

of the politeness strategies, while the researcher only usage of the politeness 

theory by Brown and Levinson. And then, similarities are consists of; the analysis 

of dialog or conversation utterances as data collection, using the politeness 

strategies theory which contained of FTA by Brown and Levinson, and the 

researcher method consist of data collection, by taken the note a conversation. 

From the previous studies, the researcher concluded that many researchers 

observed about politeness strategies, but there is no research about politeness 

strategies used by the Customer Service in UPT Lintas Bahasa and Job Placement 

Center. That is why the researcher conducted a study about that. This research 

will observe about Politeness Strategies Used by Customer Service of UPT Lintas 

Bahasa and Job Placement Center of Universitas Brawijaya Malang. This 

research is different from the previous researches. It can be seen from the subjects 

who use Customer Service of UPT Lintas Bahasa and Job Placement Center. 
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CHAPTER III 

 RESEARCH METHODS  

 

 This chapter deals with the methods that are used in this study. It consists of 

research design, data source, data collection and data analysis. 

 

3.1 Research Design 

This study used qualitative method because it describes what shows language 

politeness that applied by Politeness Strategies used by Customer Service of UPT 

Lintas Bahasa and Job Placement Center of Universitas Brawijaya Malang. 

Descriptive method is a research method which describes systematically a 

situation or area of interest factually and accurately. This study used qualitative 

method because it analysed about what language politeness, besides qualitative 

research was used because the data were in the form of words, not numbers. Ary 

et al (2002, p.425) says “Qualitative research deals with data that are in the form 

of words, rather than numbers and statistics”. Based on these, this research will 

concern politeness strategies used by Customer Service in UPT Lintas Bahasa and 

Job Placement Center of Universitas Brawijaya Malang. The analysis will be in 

the forms of an explanation or description in words or in paragraph, not in the 

statistic data.  
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3.2 Data Source 

The data source of this study is the conversation between the Customer 

Service in UPT Lintas Bahasa and Job Placement Center utterances with the 

customer. The data of this study are the utterances produced by the Customer 

Service which contain politeness strategies, the utterances are in Bahasa 

Indonesia. As the result, the researcher took the data from the Customer Service 

interacting with the customer in UPT Lintas Bahasa and Job Placement Center of 

Universitas Brawijaya Malang. 

 

3.3 Data Collection 

 The researcher took the data by taking note of the conversations between 

customer service and customer previously. The researcher asked permission first 

to head of UPT Lintas Bahasa and Job Placement Center. The researcher took the 

data in UPT Lintas Bahasa from 2 March 2015 until 6 March 2015 and in Job 

Placement Center from 9 March 2015 until 13 March 2015. In this case, the 

researcher did not record the conversation because the situation around which the 

conversation between the Customer Service and the customers was very crowded 

that could lead to unclear recording. In collecting the data needed for the study, 

the steps are as follow: 

1. Taking note on the utterances produced by the Customer Service.          

The researcher took all the utterances produced by the Customer Service in 

UPT Lintas Bahasa and Job Placement Center. 
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2. Categorizing the utterances of the Customer Service in UPT Lintas Bahasa 

and Job Placement Center which contain politeness strategies.             

After obtaining the utterances of the Customer Service which contain 

politeness strategies, the researcher translated the utterances into English 

to keep the reader who do not understand Bahasa Indonesia reading the 

data.                                         

3.4 Data Analysis 

Data analysis is a process whereby researcher systemically search and arrange 

the data in order to increase their understanding of the data and to enable them to 

present what they learned to others (Ary, et al, 2010, p. 480). The steps of the data 

analysis are as follows: 

1. Making a table of the utterances. 

The researcher made a table of the utterances containing politeness 

strategies in order to classify the utterances based on what face is 

threatened and politeness strategies by Brown and Levinson (1987). 

No UPT No JPC 
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2. Classifying the politeness strategies. 

The researcher classified the politeness strategies used by Customer 

Service of UPT Lintas Bahasa and Job Placement Center of Universitas 

Brawijaya Malang based on Brown and Levinson (1987, p. 103-132). 

3. Determining the types of the politeness strategies. 

The researcher determined the types of the politeness strategies based on 

Brown and Levinson (1987). 

4. Drawing conclusion based on the findings.  

The researcher drew a conclusion based on the describing of politeness 

strategies in UPT Lintas Bahasa and Job Placement Center of Universitas 

Brawijaya Malang. 
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CHAPTER IV 

FINDING AND DISCUSSION 

 

 This chapter discusses the result of the study which consists of finding and 

discussion which answers the problems of the study. 

 

4.1  Finding 

In this sub chapter, the findings are presented based on the problems of the 

study. The first problem is concerned on the types of politeness strategies applied 

by the Customer Service. Second, it is attempted to describe the politeness 

strategies performed by Customer Service in UPT Lintas Bahasa and Job 

Placement Center. The classification on the types of politeness strategies are 

based on Brown and Levinson’s (1987) theory. Here, each conversation has a 

different situation and condition on performing politeness strategies produced 

naturally by the Customer service. 

The researcher found that there were 59 utterances containing politeness 

strategies used by Customer Service. There are 29 utterances politeness strategies 

in UPT Lintas Bahasa; 2 bald on record, 20 positive politeness, 1 negative 

politeness, and 6 off record politeness strategies. While, in Job Placement Center 

there are 30 utterances containing politeness strategies; 2 bald on record, 24 

positive politeness, 3 negative politeness, and 1 off record politeness strategies. 

33 

33 

 



34 

 

 In this part, the writer analyzes the types and describes the politeness 

strategies produced of the Customer Service performed which is in UPT Lintas 

Bahasa and Job Placement Center. First analysis is on the types of politeness 

strategies applied by Customer Service in UPT Lintas Bahasa. Second analysis is 

on the types of politeness strategies applied by Customer Service in Job 

Placement Center. Third analysis is to describe the politeness strategies 

performed by Customer Service in UPT Lintas Bahasa and Job Placement Center. 

 

Table 4.1 Number of Types of Politeness Strategies Utterances 
Politeness Strategies UPT JPC 

 

BOR 

Cases of non-minimization 1 1 

Case of FTA oriented bald on Record usage 1 1 

 

 

 

 

 

PP 

Seek Agreement 7  3 

Use Group Identity 1 4 

Attend to Hearer 1 - 

Offer 5 4 

Promise 3 2 

Token Agreement 1 5 

Be Optimistic 1 1 

Assume 1 1 

Give Gifts to Hearer (cooperation) - 1 

Assert Common Ground - 1 

Give Gifts to Hearer (understanding) - 1 

 

NP 

Minimize the Imposition 1 2 

Be Conventionally - 1 

 

 

ORP 

Give Hints 1 - 

Give Association Clues 2 1 

Understate 1 - 

Use Contradiction 1 - 

Presuppose 1 - 

Total 29 30 

 

Note:  BOR = Bald On-Record Strategy; PP = Positive Politeness; NP = Negative 

Politeness; ORP = Off-Record Politeness. 

After collecting the data the researcher found 29 politeness in UPT Lintas 

Bahasa and 30 politeness in Job Placement Center. In UPT the researcher did not 
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get the data which contains give gifts to the hearer (cooperation), assert common 

ground, give gifts to the hearer (understanding), and be conventionally. 

Meanwhile in JPC types of politeness strategies that are not available are attend to 

the hearer, give hints, understate, use contradiction, and presuppose. 

4.1.1 Types of Politeness Strategies Produced by Customer Service of UPT 

Lintas Bahasa and JPC Universitas Brawijaya 

 The data were taken from politeness strategies utterances produced by the 

Customer Service. In this chapter the researcher presents the data from the 

transcription of Customer Service of UPT Lintas Bahasa and Job Placement 

Center of Universitas Brawijaya Malang containing politeness strategies. The data 

are presented of different places and a table such as kinds of politeness strategies 

and utterances. 

 

Table 4.2 Strategy 1 : Bald On-Record Strategy 
No UPT No JPC 

UP1 Hati-hati kwintasi pembayaran jangan 

sampai hilang. 

JP1 Hati-hati kwintasi pembayaran 

jangan sampai hilang. 

UP2 Oh tidak masalah buat kami. JP2 Oh, tidak masalah. 

  

Table 4.3 Strategy 2 : Positive Politeness 
No UPT No JPC 

UP3 Mau diambil sekarang atau gimana? 

Apakah kwintasinya dibawah? 

JP3 Apakah saya bisa tahu kontak yang 

bisa dihubungi? 

UP4 Tidak bisa mas, jadi mas harus 

membawa tanda buktinya mas. 

JP4 Saya akan memberi kwintasinya 

menyusul. 

UP5 Kenapa kamu datang terlambat? Kamu 

bangun kesiangan ya? 

JP5 Bapak bagaimana kabarnya? 

UP6 Oke tunggu sebentar, silahkan duduk 

dulu. 

JP6 Tunggu sebentar ya pak. 

UP7 Kelasnya sudah penuh jadi bisa ikut 

periode ke II ya. 

JP7 Untuk ruangan interview hanya cukup 

untuk 3 orang saja. 

UP8 Saya akan menghubungi besok hari. JP8 Apa ada lagi yang bisa saya bantu? 
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NO UPT NO JPC 

UP9 Berikan saya nomormu nanti saya sms 

untuk tanggal mulainya. 

JP9 Saya akan kirimkan lagi emailnya hari 

ini. 

UP10 Bisa tapi untuk kolom tanda tangannya 

jangan diisi ya. 

JP10 Saya mengharapkan kepastian 

secepatnya, terima kasih ditunggu bu. 

UP11 Apakah anda sudah paham yang saya 

jelaskan? 

JP11 Atau mungkin Ibu Suci bisa kirim 

email ke saya ya bu. 

UP12 Datangnya 15 menit sebelum test 

dimulai, saya harap. 

JP12 Kalau boleh tau minta kontak yang bisa 

dihubungi. 

UP13 Jikalau anda meminta sertifikat TOEFL, 

kami akan membuatkan. 

JP13 Harus mengirimkan bukti transfer dan 

formulir perusahaan. 

UP14 Jikalau kehadirannya kurang, tidak bisa 

mengikuti ujian, saya harap jangan 

kurang. 

JP14 Untuk yang ukuran standard dapat 1 

meja 2 kursi, dengan fasilitas internet 

dan listrik. 

UP15 Silahkan duduk, saya akan 

memprosesnya dulu. 

JP15 Bisa saya bantu untuk mengurusnya. 

UP16 Jangan sampai hilang ya kwintansinya. JP16 Di website ada dibagian informasi 

lowongan JPC UB ya. 

UP17 Tunggu sebentar saya cek kan dahulu, 

silahkan duduk. 

JP17 Baik Pak Boby, baik pak. 

UP18 Nanti kami hubungin, kalau tidak besok 

ya lusa. 

JP18 Apakah bapak sudah mempersiapkan 

sendiri atau kami yang menyiapkan? 

UP19 Jangan lupa membawa pensil 2B dan 

foto kopi KTP/KTM waktu test Toefl 

dimulai ya. 

JP19 Oke oke saya akan konfirmasikan. 

UP20 Nanti masalah tempat akan kami sms 

secepatnya. 

JP20 Nanti saya akan kabari lagi ya. 

UP21 Hari Jumat digedung FIB lantai 7, jangan 

lupa membawa KTP asli dan pensil 2B. 

JP21 Apakah anda mendengar suara saya? 

UP22 Persyaratan membawa foto copi 

KTP/KTM dan 3x4 ya. 

JP22 Bapak apakah emailnya sudah masuk 

pak? 

- - JP23 Sebentar saya akan proses. 

- - JP24 Ya silahkan. 

- - JP25 Apakah itu saja sudah jelas semuanya? 

- - JP26 Sebentar saya akan proses dulu ya. 

 

Table 4.4 Strategies 3 : Negative Politeness 
No UPT No JPC 

UP23 Jika akan membatalkan, yang 

kembali hanya uang kursus tapi uang 

pendaftaran tidak bisa. 

JP27 Oke sebentar lagi akan saya infokan. 

- - JP28 Coba bapak ulang lagi saya tidak dengar. 

- - JP29 Saya bisa usahakan, tetapi ada biayanya. 

 

Table 4.5 Strategies 4 : Off Record Politeness 
No UPT No JPC 

UP24 Ini tulisan kurang jelas, jadi mohon 

diterangin dulu. 

JP30 Kita update terus di website. Jadi 

keterangan bisa lihat di web. 

UP25 Jadwal kursus sudah lengkap ada di papan 

pengumuman di depan sana.  

- - 

Table Continued… 
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NO UPT NO JPC 

UP26 Semua biaya dan macam-macam kursusnya 

sudah lengkap ada di brosur. 

- - 

UP27 OK! - - 

UP28 Apakah kamu bingung tentang ini? - - 

UP29 Pendaftaran sudah terlambat periode I, kamu 

mau mengikuti periode berikutnya? 
- - 

 

Note: UP = UPT Lintas Bahasa; JP = Job Placement Center (JPC). UP1 until 

UP29 and JP1 until JP30 are list of number. 

 

4.1.1.1 Data Analysis of Customer Service in UPT Lintas Bahasa 

In this part the result on analysis of the types of politeness strategies 

applied by Customer Service in UPT Lintas Bahasa is eleborated. 

 

4.1.1.1.1 Analysis on the Bald On-Record Strategy  

1. Hati-hati kwintasi pembayaran jangan sampai hilang. 

 ‘Please be careful not to lose the receipt’ 

Strategies : Cases of non-minimization 

In this type the maximum efficiency is very important and this is mutually 

known to both speaker and hearer, so no face redress is necessary. In cases 

of great urgency, redress would actually decrease the communicated 

urgency. 

2. Oh tidak masalah buat kami. 

 ‘Oh no problem for us’ 

Strategies : Cases of FTA oriented bald on record usage 

This strategy can be used as an offer, where speaker insists that hearer 

may impose on speaker's negative face. 

Table Continued… 
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4.1.1.1.2 Analysis on the Positive Politeness 

1. Mau diambil sekarang atau gimana? Apakah kwintasinya dibawa? 

‘Do you want to take it now? Do you bring the receipt?’ 

Strategies : Seek Agreement 

The agreement can be stressed by repeating part or all of what the 

preceding speaker has said in conversation. Speaker seeks ways in which it 

is possible to agree with hearer. Speaker seeks ways in which it is possible 

to agree with hearer by say “ya” to stress his statement. Speaker uses seek 

agreement strategy in order to get a same idea with hearer. 

2. Tidak bisa mas, jadi mas harus membawa tanda buktinya mas. 

‘You cannot do that, sir. You have to bring the receipt’ 

Strategies : Use Group Identity 

“Mas” is a group identity on family member. The speaker may stress 

common membership in a group or category. This emphasizes that both 

the speaker and the hearer belong to some set of person who share some 

wants. The positive politeness strategy of this method is the use in-group 

identity marker. 

3. Kenapa kamu datang terlambat? Kamu bangun kesiangan ya? 

‘Why did you come late? You overslept, didn’t you?’ 

Strategies : Seek Agreement 

Utterance “Kenapa kamu datang terlambat? Kamu bangun kesiangan 

ya?” repeated indicated seeking agreement with hearer. Agreement can be 

stressed by repeating part or all of what the preceding speaker has said in 
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conversation. Speaker uses seek agreement strategy in seeking ways in 

which it is possible to agree with hearer. 

4. Oke tunggu sebentar, silahkan duduk dulu. 

‘Okay well, wait a second please. Have a seat’ 

Strategies : Offer 

Offer can indicate the speaker and hearer are co-operators. Speaker may 

choose to stress his cooperation with hearer by claiming that whatever 

hearer wants, speaker wants for him and will help him to obtain. Speaker 

uses the strategy in order to offer Hearer to sit. 

5. Kelasnya sudah penuh jadi bisa ikut periode ke II ya. 

‘The classes are already full so you can join the second period’ 

Strategies : Seek Agreement 

 “Periode ke II ya” indicates that speaker seeks agreement with hearer. 

Agreement can be stressed by repeating part or all of what the preceding 

speaker has said in conversation. Speaker seeks ways in which it is 

possible to agree with hearer. 

6. Saya akan menghubungi besok hari. 

‘I will call tomorrow’ 

Strategies : Promise 

 “Saya akan menghubungi besok hari” indicates promise strategies 

because promise can indicate that the speaker and hearer are co-operators. 

However, speaker may choose to stress his cooperation with the hearer by 

claiming that whatever hearer wants, speaker wants for him and will help 

him to obtain.  
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7. Berikan saya nomormu nanti saya sms untuk tanggal mulainya. 

 ‘Give me your number, I will send text you for the starting date’ 

Strategies : Offer 

Offer and promise can indicate the speaker and hearer are co-operators. 

However, speaker may choose to stress his cooperation with hearer by 

claiming that whatever hearer wants, speaker wants for him and will help 

him to obtain. 

8. Bisa tapi untuk kolom tanda tangannya jangan diisi ya. 

‘Yes, you may, please do not fill the signature column’ 

Strategies : Seek Agreement 

On “Bisa tapi untuk kolom tanda tangannya jangan diisi ya” by using 

stress word “Ya” speaker seeking agreement. The potential reason speaker 

is using seek agreement strategy is seek to the same opinion with hearer. 

9. Apakah anda sudah paham yang saya jelaskan? 

‘Do you understand what I explain?’ 

Strategies : Token Agreement 

The desire to agree or appear to agree with H leads also to mechanism for 

pretending to agree. Speaker pretends to agree something by twisting 

his/her utterance in order to hide disagreement. 

10. Datangnya 15 menit sebelum test dimulai, saya harap. 

‘I hope you come 15 minutes before the test begins’ 

 

Strategies : Be Optimistic 

The speaker used positive politeness strategy while doing his conversation. 

The speaker wanted to make the hearer optimistic; this means nothing is 

impossible to reach.  
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11. Jikalau anda meminta sertifikat TOEFL, kami akan membuatkannya. 

‘If you request TOEFL certificate, we will make it’ 

Strategies : Assume 

Speaker asks cooperate with him/her by giving evidence of reciprocal 

rights or obligations between speaker and hearer. 

12.  Jikalau kehadirannya kurang, tidak bisa mengikuti ujian, saya harap 

jangan kurang. 

‘If the attendance is not sufficient, you cannot take the exam. I hope it 

won’t happen’ 

 

Strategies : Promise 

Speaker may choose to stress his cooperation with the hearer by claiming 

that whatever hearer wants, speaker wants for him and will help him to 

obtain. 

13. Silahkan duduk, saya akan memprosesnya dulu. 

‘Please have a seat, I will process it first’ 

Strategies : Offer 

It means Speaker may choose to stress his cooperation with Hearer by 

claiming that whatever Hearer wants, Speaker wants for him and will help 

to obtain. Offers and promises are the natural outcome of choosing this 

strategy. 

14. Jangan sampai hilang ya kwintansinya.  

‘Please do not lose the receipt’ 

 

Strategies  : Seek Agreement 

Agreement can be stressed by repeating part or all of what the preceding 

speaker has said in conversation. S seeks ways in which it is possible to 
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agree with H. Indicating in this utterance “Jangan sampai hilang ya 

kwintansinya”. Seek agreement to H by use word “Ya”. 

15. Tunggu sebentar saya cek kan dahulu, silahkan duduk. 

‘Wait a minute, I will check it first, have a seat’ 

Strategies : Offer 

“Tunggu sebentar saya cek kan dahulu, silahkan duduk” in this 

utterance speaker offer to hearer. Offer and promise can indicate the 

speaker and hearer are co-operators. However, speaker may choose to 

stress his cooperation with hearer by claiming that whatever hearer wants, 

speaker wants for him and will help him to obtain. 

16. Nanti kami hubungin, kalau tidak besok ya lusa. 

‘We will contact you, if not tomorrow then the day after tomorrow’ 

Strategies : Promise 

“Nanti kami hubungin, kalau tidak besok ya lusa” in this utterance S 

offer to H. Offer and promise can indicate the speaker and hearer are co-

operators. However, speaker may choose to stress his cooperation with 

hearer by claiming that whatever hearer wants, speaker wants for him and 

will help him to obtain. 

17. Jangan lupa membawa pensil 2B dan foto kopi KTP/KTM waktu test Toefl 

dimulai ya. 

‘Do not forget to bring a 2B pencil and the copy of ID card when the 

TOEFL test begins’ 

 

Strategies : Seek Agreement 

Agreement can be stressed by repeating part or all of what the preceding 

speaker has said in conversation. Speaker seeks ways in which it is 

possible to agree with hearer. Seeking agreement indicating in this 
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utterance “Jangan lupa membawa pensil 2B dan foto kopi KTP/KTM 

waktu test Toefl dimulai ya”. 

18. Nanti masalah tempat akan kami sms secepatnya. 

‘We will text you about the place as soon as possible’ 

Strategies : Offer 

Offer and promise can indicate the speaker and hearer are co-operators. 

However, speaker may choose to stress his cooperation with hearer by 

claiming that whatever hearer wants, speaker wants for him and will help 

him to obtain. 

19. Hari Jumat digedung FIB lantai 7, jangan lupa membawa KTP asli dan 

pensil 2B. 

‘Friday in the 7th floor of FIB building, don’t forget to bring the original 

ID card and 2B pencil’ 

 

Strategies : Attend to Hearer 

Speaker should take notice of aspects of Hearer’s condition (noticeable 

changes, remarkable possessions, anything which looks as though hearer 

would want speaking notice and approve of it). 

20. Persyaratan membawa foto copi KTP/KTM dan foto 3x4 ya. 

‘The requirements are bring the copy of ID card and a 3x4 photograph’ 

 

 Strategies : Seek Agreement 

Use stress word “Ya” indicate speaker seek agreement with hearer because 

agreement can be stressed by repeating part of all what the preceding 

speaker has said in conversation. Speaker seeks ways in which it is 

possible to agree with hearer. 
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4.1.1.1.3 Analysis on the Negative Politeness 

1. Jika akan membatalkan, yang kembali hanya uang kursus tapi uang 

pendaftaran tidak bisa. 

‘If you want to cancel, we will return only the course fee, not the 

registration one’ 

 

 Strategies : Minimize the Imposition 

 Speaker redresses the seriousness of the FTA to pay hearer deference. 

 

4.1.1.1.4 Analysis on the Off Record Politeness Strategies 

1. Ini tulisan kurang jelas, jadi mohon diterangin dulu. 

 ‘This writing is quite unclear, so please make it clearer’ 

 

Strategies : Give Hints 

Speaker says something that is not explicitly relevant; he invites Hearer to 

search for an interpretation of the possible relevance. 

2. Jadwal kursus sudah lengkap ada di papan pengumuman di depan sana.  

 ‘The complete schedule has been posted on the bulletin board over there’ 

 

Strategies : Give Association Clues 

 Speaker gives a related kind of implicate triggered by mentioning 

something associated with the act required of Hearer, either by precedent 

in Speaker-Hearer’s experience or by mutual knowledge irrespective of 

their interactional experience. 

3. Semua biaya dan macam-macam kursusnya sudah lengkap ada di brosur. 

‘All costs and the variant of the course is already complete in this leaflet’ 

 

Strategies : Give Association Clues 

Speaker gives a related kind of implicate triggered by relevance violence 

which is provided by mentioning something associates with the act 
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required of hearer, either by precedent in speaker or hearer’s experience or 

by mutual knowledge irrespective of their interactional experience. 

4. OK! 

‘It’s ok!’ 

 

Strategies : Understate 

 Speaker understates what she/he actually wants to say. In the case of a 

criticism, speaker avoids the lower points of the scale, and in the case of a 

compliment, or admission, speaker avoids the upper points. 

5. Apakah kamu bingung tentang ini? 

‘Are you confused about this?’ 

 

Strategies : Use Contradiction 

By stating two things that contradict each other, speaker makes it appear 

that she/he cannot be telling the truth. She/he, thus, encourages, hearer to 

look for an interpretation that reconciles the two contradictory 

propositions. 

6. Pendaftaran sudah terlambat periode I, kamu mau mengikuti periode 

berikutnya? 

‘The registration for the first period is now closed. Do you want to follow 

the next period?’ 

 

Strategies : Presuppose 

Speaker talks with hearer for a while about unrelated topic to show that 

speaker is interested in hearer and indicate that speaker has not come to 

see hearer imply to do the FTA). This strategy is used for softening 

request. 
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4.1.1.2 Data Analysis of Customer Service in Job Placement Center 

In this part the result on analysis the types of politeness strategies applied 

by Customer Service in Job Placement Center. 

 

4.1.1.2.1 Analysis on the Bald On-Record Strategy 

1. Hati-hati kwintasi pembayaran jangan sampai hilang. 

 ‘Please be Careful not to lose the receipt’ 

 

Strategies : Cases of non-minimization 

In this type the maximum efficiency is very important and this is mutually 

known to both speaker and hearer, so no face redress is necessary. In cases 

of great urgency, redress would actually decrease the communicated 

urgency. 

2. Oh, tidak masalah. 

 ‘Oh, no problem’ 

 

Strategies : Cases of FTA Oriented 

The strategy can be used as an offer, where speaker insists that hearer 

may impose on speaker's negative face. 

 

4.1.1.2.2 Analysis on the Positive Politeness 

1. Apakah saya bisa tahu kontak yang bisa dihubungi? 

‘May I have the number of person in charge?’ 

 

Strategies : Token Agreement 

 The desire to agree or appear to agree with hearer leads also to mechanism 

for pretending to agree. Here the speakers may go in twisting his 
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utterances so as to appear to agree instead of saying ‘no’, hearer responds 

with ‘yes’ to a preceding utterances. 

2. Saya akan memberi kwintasinya menyusul. 

‘I will give the receipt later on’ 

 

Strategies : Promise 

 “Saya akan memberi kwintasinya menyusul.” indicating promise 

strategies because promise can indicate the speaker and hearer are co-

operators. However, speaker may choose to stress his cooperation with the 

hearer by claiming that whatever hearer wants, speaker wants for him and 

will help him to obtain. 

3. Bapak bagaimana kabarnya? 

‘Sir, how are you?’ 

 

Strategies : Use Group Identity 

 “Bapak” is a group identity on family member. The speaker may stress 

common membership in a group or category. This emphasize that both the 

speaker and the hearer belong to some set of person who share some 

wants. The positive politeness strategy of this method is the use in-group 

identity markers. 

4. Tunggu sebentar ya pak. 

‘Please wait a minute, Sir’ 

 

Strategies : Offer 

Offer can indicate the speaker and hearer are co-operators. Speaker may 

choose to stress his cooperation with hearer by claiming that whatever 

hearer wants, speaker wants for him and will help him to obtain. Speaker 

uses the strategy in order to offer Hearer to sit. 
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5. Untuk ruangan interview hanya cukup untuk 3 orang saja. 

‘The capacity of interview room is only for 3 people’ 

 

Strategies : Give Gifts to Hearer (cooperation) 

 That speaker wants hearer’s wants, to some degree by actually satisfying 

some of hearer’s wants by some actions like gift-giving not only tangible 

gift, but human-relations wants such as the wants to be cooperation. 

6. Apa ada lagi yang bisa saya bantu? 

‘Is there anything else that I may help?’ 

 

 Strategies : Assert Common Ground 

Speaker talks with hearer for a while about unrelated topic to show that 

speaker is interested in hearer and indicate that speaker has not come to 

see hearer imply to do the FTA). This strategy is used for softening 

request. 

7. Saya akan kirimkan lagi emailnya hari ini. 

‘I’ll send the e-mail again today’ 

 

Strategies  : Promise 

Offer and promises are the natural outcome of choosing this strategy; even 

if they are false, they demonstrate speaker’s good intentions in satisfying 

hearer’s positive face wants. 

8. Saya mengharapkan kepastian secepatnya, terima kasih ditunggu bu. 

‘I expect the certainty as soon as possible. Thank you. I will wait for it’ 

 

Strategies : Be Optimistic 

 The speaker used positive politeness strategy while doing his conversation. 

The speaker wanted to make the hearer optimistic. The speaker wanted the 

hearer to be optimistic person in the future life. 
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9. Atau mungkin Ibu Suci bisa kirim email ke saya ya bu. 

‘Or maybe Mrs. Susi can send me an e-mail, okay?’ 

 

Strategies : Group Identity 

“Ibu” is a group identity on family member. The speaker may stress 

common membership in a group or category. This emphasize that both the 

speaker and the hearer belong to some set of person who share some 

wants. The positive politeness strategy of this method is the use in-group 

identity marker. 

10. Kalau boleh tau minta kontak yang bisa dihubungi. 

‘If it is possible, may I have the number of person in charge?’ 

 

Strategies : Token Agreement 

The desire to agree or appear to agree with hearer leads also to mechanism 

for pretending to agree. Here the speakers may go in twisting their 

utterance so as to appear to agree or to hide disagreement-to respond to a 

preceding utterance. 

11. Harus mengirimkan bukti transfer dan formulir perusahaan. 

‘You have to send the transfer receipt and the company’s form’ 

 

Strategies : Assume 

Speaker and hearer may claim or urged by giving evidence of reciprocal 

rights or obligations obtaining between speaker and hearer.  

12. Untuk yang ukuran standard dapat 1 meja 2 kursi, dengan fasilitas 

internet dan listrik. 

‘For the standard size you will get 1 table and two chairs, the facilities are 

internet and electricity’ 

 

Strategies : Give Gifts to Hearer (understanding) 
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 That speaker wants hearer’s wants, to some degree by actually satisfying 

some of hearer’s wants by some actions like gift-giving not only tangible 

gift, but human-relations wants such as the wants to be understanding. 

13. Bisa saya bantu untuk mengurusnya. 

‘I can help you to take care of it’ 

 

Strategies : Offer 

 Speaker may choose to stress his cooperation with Hearer by claiming that 

whatever hearer wants, speaker wants for him and will help to obtain. 

Offers and promises are the natural outcome of choosing this strategy. 

14. Di website ada dibagian informasi lowongan JPC UB ya. 

‘In the website you can see in the JPC UB vacancies’ information section’ 

 

Strategies : Seek Agreement 

Agreement can be stressed by repeating part or all of what the preceding 

speaker has said in conversation. Speaker seeks ways in which it is 

possible to agree with hearer. Speaker seeks ways in which it is possible to 

agree with hearer by say “ya” for stressed his statement. Speaker uses seek 

agreement strategy in order to get a same idea with hearer. 

15. Baik Pak Boby, baik pak. 

‘Alright Mr. Bobby, very well, Sir’ 

 

Strategies : Use Group Identity 

 “Pak” is a group identity on family member. The speaker may stress 

common membership in a group or category. This emphasize that both the 

speaker and the hearer belong to some set of person who share some 

wants. The positive politeness strategy of this method is the use in-group. 
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16. Apakah bapak sudah mempersiapkan sendiri atau kami yang menyiapkan? 

‘Have you prepared it by yourself or should we prepare it for you?’ 

 

Strategies : Token Agreement 

 The desire to agree or appear to agree with hearer leads also to mechanism 

for pretending to agree. Here the speakers may go in twisting his 

utterances so as to appear to agree instead of saying ‘no’, hearer responds 

with ‘yes’ to a preceding utterances. 

17. Oke oke saya akan konfirmasikan. 

‘Okay, okay, I will confirm it’ 

 

Strategies : Offer 

 Offer can indicate the speaker and hearer are co-operators. Speaker may 

choose to stress his cooperation with hearer by claiming that whatever 

hearer wants, speaker wants for him and will help him to obtain. 

18. Nanti saya akan kabari lagi ya. 

‘I will inform you later’ 

 

Strategies : Seek Agreement 

 Agreement can be stressed by repeating part or all of what the preceding 

speaker has said in conversation. Speaker seeks ways in which it is 

possible to agree with hearer. Speaker seeks ways in which it is possible to 

agree with hearer by say “ya” for stressed his statement. Speaker uses seek 

agreement strategy in order to get a same idea with hearer. 

19. Apakah anda mendengar suara saya? 

‘Can you hear my voice?’ 

 

Strategies : Token Agreement 
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The desire to agree or appear to agree with hearer leads also to mechanism 

for pretending to agree. Speaker pretends to agree something by twisting 

his/her utterance in order to hide disagreement. 

20. Bapak apakah emailnya sudah masuk pak? 

‘Have you received the e-mail, Sir?’ 

 

Strategies : Use Group Identity 

 “Bapak” is a group identity on family member. The speaker may stress 

common membership in a group or category. This emphasize that both the 

speaker and the hearer belong to some set of person who share some 

wants. The positive politeness strategy of this method is the use in-group 

identity marker. 

21. Sebentar saya akan proses. 

‘In a moment I will process it’ 

 

Strategies : Token Agreement 

The desire to agree or appear to agree with hearer leads also to mechanism 

for pretending to agree. Here the speakers may go in twisting their 

utterance so as to appear to agree or to hide disagreement-to respond to a 

preceding utterance. 

22. Ya silahkan. 

‘Yes, please’ 

 

Strategies : Offer 

 Offer can indicate the speaker and hearer are co-operators. Speaker may 

choose to stress his cooperation with hearer by claiming that whatever 

hearer wants, speaker wants for him and will help him to obtain. 

 



53 

 

23. Apakah itu saja sudah jelas semuanya? 

‘Is everything already clear?’ 

 

Strategies : Token Agreement 

 The desire to agree or appear to agree with hearer leads also to mechanism 

for pretending to agree. Here the speakers may go in twisting his 

utterances so as to appear to agree instead of saying ‘no’, hearer responds 

with ‘yes’ to a preceding utterances. 

24. Sebentar saya akan proses dulu ya. 

‘I am going to process it in a moment, okay?’ 

 

Strategies : Seek Agreement 

Use stress word “Ya” indicate speaker seek agreement with hearer because 

agreement can be stressed by repeating part of all what the preceding 

speaker has said in conversation. Speaker seeks ways in which it is 

possible to agree with hearer. 

 

4.1.1.2.3 Analysis on the Negative Politeness 

1. Oke sebentar lagi akan saya infokan. 

 ‘Okay I will inform you in a moment’ 

 

 Strategies : Minimize the Imposition 

One way to defused the FTA, by saying “sebentar” the intrinsic 

seriousness of the imposition, is not in itself great, leaving only social 

distance and power as possible weighty factor. So indirectly this may pay 

hearer deference. 

2.  Coba Bapak ulang lagi saya tidak dengar. 

 ‘Please repeat it again, I did not hear it’ 
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 Strategies : Be Conventionally 

Be conventionally indirect is the speaker’s way to convey in the 

indirectness toward the hearer, but still goes on-record. Opposing tensions: 

desire to give hearer an “out” by being indirect, and the desire to go on 

record solved by the compromise of conventional indirectness, the use of 

phrases and sentences that have contextually unambiguous meanings 

which different from their literal meaning. Speaker try to ask hearer to 

show the thing by said “Coba” it is literal meaning speaker said “Coba” 

mean hearer must show the thing to speaker. 

3. Saya bisa usahakan, tetapi ada biayanya. 

 ‘I can try, but there is a cost for it’ 

 

 Strategies : Minimize the Imposition 

  In order not to offend the interlocutor, the speaker tries to make the 

utterance more polite by giving the word “tetapi”. Therefore, the message 

was conveyed without offending the interlocutor. 

 

4.1.1.2.4 Analysis on the Off Record Politeness Strategies 

1. Kita update terus di website. Jadi keterangan bisa lihat di web. 

 ‘We are frequently updates it in the website. So you may check it on the 

web’ 

 

 Strategies : Give Association Clues 

 Speaker gives a related kind of implicate triggered by mentioning 

something associated with the act required of Hearer, either by precedent 

in Speaker-Hearer’s experience or by mutual knowledge irrespective of 

their interactional experience. 
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4.1.2 The Extent to which Politeness Strategy is Used by Customer Service of 

UPT Lintas Bahasa and JPC Universitas Brawijaya 

Based on the findings, it was found that the most commonly used politeness 

strategy in UPT Lintas Bahasa was seek agreement, while in Job Placement 

Center (JPC) it was token agreement. There was a slight difference between seek 

agreement and token agreement. 

In UPT Lintas Bahasa customer service more use of seek agreement 

strategy in conversation between customer. Seek agreement is asking for 

agreement, which means the speaker offered an opportunity for the hearer to 

believe or reject the idea conveyed by the speaker. Then in Job Placement Center 

(JPC) customer service more use of token agreement strategy in conversation 

between customers. Token agreement is disagreement avoid, which means the 

hearer a little forced to agree with the opinion uttered by the speaker. 

 However, both seek agreement and token agreements were usually used to 

minimize the distance between customer service and customer. Even though token 

agreement seemed rather restrictive, but basically it respected a person’s need to 

be liked and understood. The same condition also applied to seek agreement 

strategy. 

 

4.2 Discussion 

After analysing the data, the next part of this chapter is discussion. The 

analysis is based on the objectives of this study, which are to identify politeness 

strategies that are used by Customer Service in UPT Lintas Bahasa and Job 



56 

 

Placement Center. From the analysis, the writer found that Customer Service 

applied politeness strategies in UPT Lintas Bahasa and Job Placement Center 

including bald on-record strategy, positive politeness, and negative politeness and 

the last off record politeness strategies. 

For the politeness strategies, there are four politeness strategies based on 

Brown and Levinson (1987). Those four politeness strategies were found in 

Customer Service’s conversation with customer in UPT Lintas Bahasa and Job 

Placement Center. There were 59 utterances containing politeness studies, those 

are bald on record, positive politeness, negative politeness and off record 

politeness strategies. There are 29 utterances politeness strategies in UPT Lintas 

Bahasa; 2 bald on record, 20 positive politeness, 1 negative politeness, 6 off 

record politeness strategies. While, in Job Placement Center there are 30 

utterances politeness strategies; 2 bald on record, 24 positive politeness, 3 

negative politeness, 1 off record politeness strategies. 

From the analysis, the researcher concludes that in all of these conversation, 

the Customer Service mostly use positive politeness more than others politeness 

strategies. In this conversation of UPT Lintas Bahasa and Job Placement Center, 

the Customer Service always used positive politeness. The kind of positive 

politeness strategy that was mostly used by Customer Service is seeking 

agreement strategy. Here, the speaker wanted to seek agreement for the hearer 

indirectly. Positive politeness strategies are aimed to save positive face by 

demonstrating closeness and solidarity. 
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Based on the findings, it was found that the most commonly used politeness 

strategy in UPT Lintas Bahasa was seek agreement, while in Job Placement 

Center it was token agreement. However, both seek and token agreements were 

usually used to minimize the distance between customer service and customer. 

Thus, the customer services want to be closer or have a close relationship with the 

customers. By having a good relationship the customer service expects that they 

will not lose their customers or gain more customers.. 

Related to the previous studies, there are similarities and differences between 

this study and previous studies. In this study the researcher found the types of 

politeness strategy. The first previous study by Febrini (2011) entitled “Language 

Politeness Used by Sumbawanese in Daily Conversation”. She found that 

Sumbawanese speaker threatened both positive and negative face to her 

interlocutor. The differences were three of four main strategies in analysing 

containing bald on record, off record, and positive politeness. The similarities are 

both of the studies have the same data that are utterances containing politeness. 

The second previous study by Mulyowati (2012) entitled “Politeness Strategies 

used by the President Candidates of Indonesia in 2009 Political Advertisements”. 

She analysed three persons and found Jusuf Kalla performed more frequently 

FTA’s and politeness strategies than Megawati and Susilo Bambang. The 

differences are the object of the study and usage of the politeness strategies, while 

this study only focused on the usage of the politeness theory by Brown and 

Levinson. Then, the similarities consist of conversation utterances by using the 

politeness strategies theory which contained FTA by Brown and Levinson. 
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CHAPTER V 

CONCLUSION AND SUGGESTION 

 

 This last chapter discussed conclusion and suggestion. The conclusion is 

drawn to answer the problems of the study and it is based on the finding that had 

been analysed. Meanwhile, suggestion is given to the next researcher who is 

interested in doing further research in the same field of the study.  

 

5.1 Conclusion 

Based on the tittle “Politeness Strategies Used by Customer Service of UPT 

Lintas Bahasa and Job Placement Center of Universitas Brawijaya Malang”, the 

researcher focuses this study on the findings of politeness strategies. From the 

analysis result and discussion, the researcher found out that there are 59 utterances 

containing politeness strategies applied by Customer Service of UPT Lintas 

Bahasa and Job Placement Center of Universitas Brawijaya Malang. Those 

results indicate that Customer Service applied more positive politeness strategy 

than other strategies. The potential reason of using positive politeness strategy is 

to show Customer Service’s solidarity, seeking agreement, and closeness with her 

customer. 
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In conclusion, positive politeness strategy is very important in UPT Lintas 

Bahasa and Job Placement Center of Universitas Brawijaya Malang because 

Customer Service directly interacts with her all customers; on the other hand the 

negative politeness is used to respect the hearer’s negative face. 

5.2 Suggestion 

The researcher expects the next researcher to analyse politeness strategies in 

other media, such as speeches or debates performed by other figures. The 

researcher also suggests the next researcher add other theories in politeness 

strategies to enrich the knowledge can study deeper about the politeness strategies 

and know the reason or factors that influence the speaker in choosing the strategy 

being used. The other suggestion is recommended to next researcher who is 

interested in doing further research in the same field of the study. The researcher 

recommends that the next researcher should use the theory which is different from 

this study to enrich the analysis in the further research. Also, the next researcher 

can use the other objects in analysing politeness strategies. 
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NO UPT NO JPC 

UP1 Hati-hati kwintasi pembayaran jangan sampai 

hilang. 

‘Please be careful not to lose the receipt’ 

JP1 Hati-hati kwintasi pembayaran 

jangan sampai hilang. 

‘Please be Careful not to lose the 

receipt’ 
UP2 Oh tidak masalah buat kami. 

‘Oh no problem for us’ 

JP2 Oh, tidak masalah. 

‘Oh, no problem’ 

UP3 Mau diambil sekarang atau gimana? Apakah 

kwintasinya dibawah? 

‘Do you want to take it now? Do you bring 

the receipt?’ 

JP3 Apakah saya bisa tahu kontak yang 

bisa dihubungi? 

‘May I have the number of person in 

charge?’ 
UP4 Tidak bisa mas, jadi mas harus membawa 

tanda buktinya mas. 

‘You cannot do that, sir. You have to bring 

the receipt’ 

JP4 Saya akan memberi kwintasinya 

menyusul. 

‘I will give the receipt later on’ 

UP5 Kenapa kamu datang terlambat? Kamu 

bangun kesiangan ya? 

‘Why did you come late? You overslept, 

didn’t you?’ 

JP5 Bapak bagaimana kabarnya? 

‘Sir, how are you?’ 

 

UP6 Oke tunggu sebentar, silahkan duduk dulu. 

‘Okay well, wait a second please. Have a 

seat’ 

JP6 Tunggu sebentar ya pak. 

‘Please wait a minute, Sir’ 

UP7 Kelasnya sudah penuh jadi bisa ikut periode 

ke II ya. 

‘The classes are already full so you can join 

the second period’ 

JP7 Untuk ruangan interview hanya 

cukup untuk 3 orang saja. 

‘The capacity of interview room is 

only for 3 people’ 
UP8 Saya akan menghubungi besok hari. 

‘I will call tomorrow’ 

JP8 Apa ada lagi yang bisa saya bantu? 

‘Is there anything else that I may 

help?’ 
UP9 Berikan saya nomormu nanti saya sms untuk 

tanggal mulainya. 

‘Give me your number, I will send text you 

for the starting date’ 

JP9 Saya akan kirimkan lagi emailnya 

hari ini. 

‘I’ll send the e-mail again today’ 

UP10 Bisa tapi untuk kolom tanda tangannya 

jangan diisi ya. 

‘Yes, you may, please do not fill the signature 

column’ 

JP10 Saya mengharapkan kepastian 

secepatnya, terima kasih ditunggu bu. 

‘I expect the certainty as soon as 

possible. Thank you. I will wait for 

it’ 
UP11 Apakah anda sudah paham yang saya 

jelaskan? 

‘Do you understand what I explain?’ 

JP11 Atau mungkin Ibu Suci bisa kirim 

email ke saya ya bu. 

‘Or maybe Mrs. Susi can send me an 

e-mail, okay?’ 

UP12 Datangnya 15 menit sebelum test dimulai, 

saya harap. 

‘I hope you come 15 minutes before the test 

begins’ 

JP12 Kalau boleh tau minta kontak yang 

bisa dihubungi. 

‘If it is possible, may I have the 

number of person in charge?’ 

UP13 Jikalau anda meminta sertifikat TOEFL, kami 

akan membuatkan. 

‘If you request TOEFL certificate, we will 

make it’ 

JP13 Harus mengirimkan bukti transfer 

dan formulir perusahaan. 

‘You have to send the transfer receipt 

and the company’s form’ 

Appendix 1.  Data of Customer Service in UPT Lintas Bahasa and Job Placement Center (JPC) 

) 
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UP14 Jikalau kehadirannya kurang, tidak bisa 

mengikuti ujian, saya harap jangan kurang. 

‘If the attendance is not sufficient, you cannot 

take the exam. I hope it won’t happen’ 

JP14 Untuk yang ukuran standard dapat 1 

meja 2 kursi, dengan fasilitas internet 

dan listrik. 

‘For the standard size you will get 1 

table and two chairs, the facilities are 

internet and electricity’ 
UP15 Silahkan duduk, saya akan memprosesnya 

dulu. 

‘Please have a seat, I will process it first’ 

JP15 Bisa saya bantu untuk mengurusnya. 

‘I can help you to take care of it’ 

UP16 Jangan sampai hilang ya kwintansinya. 

‘Please do not lose the receipt’ 

JP16 Di website ada dibagian informasi 

lowongan JPC UB ya. 

‘In the website you can see in the 

JPC UB vacancies’ information 

section’ 

UP17 Tunggu sebentar saya cek kan dahulu, 

silahkan duduk. 

‘Wait a minute, I will check it first, have a 

seat’ 

JP17 Baik Pak Boby, baik pak. 

‘Alright Mr. Bobby, very well, Sir’ 

UP18 Nanti kami hubungin, kalau tidak besok ya 

lusa. 

‘We will contact you, if not tomorrow then 

the day after tomorrow’ 

JP18 Apakah bapak sudah mempersiapkan 

sendiri atau kami yang menyiapkan? 

‘Have you prepared it by yourself or 

should we prepare it for you?’ 
UP19 Jangan lupa membawa pensil 2B dan foto 

kopi KTP/KTM waktu test Toefl dimulai ya. 

‘Do not forget to bring a 2B pencil and the 

copy of ID card when the TOEFL test begins’ 

JP19 Oke oke saya akan konfirmasikan. 

‘Okay, okay, I will confirm it’ 

UP20 Nanti masalah tempat akan kami sms 

secepatnya. 

‘We will text you about the place as soon as 

possible’ 

JP20 Nanti saya akan kabari lagi ya. 

‘I will inform you later’ 

UP21 Hari Jumat digedung FIB lantai 7, jangan 

lupa membawa KTP asli dan pensil 2B. 

‘Friday in the 7th floor of FIB building, don’t 

forget to bring the original ID card and 2B 

pencil’ 

JP21 Apakah anda mendengar suara saya? 

‘Can you hear my voice?’ 

UP22 Persyaratan membawa foto copi KTP/KTM 

dan foto 3x4 ya. 

‘The requirements are bring the copy of ID 

card and a 3x4 photograph’ 

JP22 Bapak apakah emailnya sudah masuk 

pak? 

‘Have you received the e-mail, Sir?’ 

UP23 Jika akan membatalkan, yang kembali hanya 

uang kursus tapi uang pendaftaran tidak bisa. 

‘If you want to cancel, we will return only the 

course fee, not the registration one’ 

JP23 Sebentar saya akan proses. 

‘In a moment I will process it’ 

UP24 Ini tulisan kurang jelas, jadi mohon diterangin 

dulu. 

‘This writing is quite unclear, so please make 

it clearer’ 

 

 

JP24 Ya silahkan. 

‘Yes, please’ 

Table Continue… 
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UP25 Jadwal kursus sudah lengkap ada di papan 

pengumuman di depan sana.  

‘The complete schedule has been posted on 

the bulletin board over there’ 

JP25 Apakah itu saja sudah jelas 

semuanya? 

‘Is everything already clear?’ 

UP26 Semua biaya dan macam-macam kursusnya 

sudah lengkap ada di brosur. 

‘All costs and the variant of the course is 

already complete in this leaflet’ 

JP26 Sebentar saya akan proses dulu ya. 

‘I am going to process it in a 

moment, okay?’ 

UP27 OK! 

‘It’s ok!’ 

JP27 Oke sebentar lagi akan saya infokan. 

‘Okay I will inform you in a 

moment’ 
UP28 Apakah kamu bingung tentang ini? 

‘Are you confused about this?’ 

JP28 Coba Bapak ulang lagi saya tidak 

dengar. 

‘Please repeat it again, I did not hear 

it’ 

UP29 Pendaftaran sudah terlambat periode I, kamu 

mau mengikuti periode berikutnya? 

‘The registration for the first period is now 

closed. Do you want to follow the next 

period?’ 

JP29 Saya bisa usahakan, tetapi ada 

biayanya. 

‘I can try, but there is a cost for it’ 

  JP30 Kita update terus di website. Jadi 

keterangan bisa lihat di web. 

‘We are frequently updates it in the 

website. So you may check it on the 

web’ 

Table Continue…. 
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