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ABSTRACT 

Learners of English as a second/ foreign language tend to give insufficient and 

sometimes inappropriate responses to complaints as compared to native English 

speakers.  This study aimed to investigate and compare the occurrences of pragmatic 

strategies and pragmatic transfer in responding to complaints in the hotel business.  

The study examined the cross-cultural competency in the responses of Thai EFL 

learners at two different proficiency levels compared to baseline responses by English 

and Thai native speakers.  

The participants for this study were 120 hotel employees.  There were 30 

native English speaking hotel employees (NE), 30 native Thai speaking hotel 

employees (NT), 30 Thai English learners of low proficiency (EFLL), and 30 Thai 

English learners of high proficiency (EFLH).  Participants responded to 10 complaints 

in a written discourse completion task (DCT) that simulated complaint-provoking 

situations occurring in the hotel business.  The responses from the DCTs were coded 

according to the apology taxonomy developed in the second phase of the present 

study.  The data were then analyzed and compared according to the frequency of the 

semantic formulas used by the four different groups of participants.  Also, to examine 



 V 

the extent of pragmatic transfer, the responses of the EFLL and EFLH groups were 

compared to those of the NE and NT groups. 

The findings revealed that twelve semantic formulas were used in responding 

to complaints in the hotel business. Of these strategies, NT used the highest number, 

then the NE, EFLH, and EFLL groups, respectively.  The three most frequently used 

strategies among the four groups were “Offering repair”, “Expression of apology” and 

“Acknowledgement of responsibility”, respectively.  In addition, both similarities and 

differences in the pragmatic strategies employed were found in each situation.  In 

terms of pragmatic transfer, there was  evidence of the use of transfer by both the 

EFLL and the EFLH groups.  However, the EFLH group’s tendency to use negative 

transfer is more obvious than that of the EFLL group in terms of frequency.   

The findings suggest opportunities for developing cross-cultural 

communication across continents.  The results have implications for the teaching and 

learning of English as an L2 in the cross-cultural contexts of the hotel business.   
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