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TOURISMSERVICE LANGUAGE: 
A CROSSCULTURAL PERSPECTIVE ON POLITENESS 

Budi Purnomo* 

This research aims at analyzing politeness principles, politeness norms and cross-cultural 
Pers pecciveson politeness in tourism-sewice language used by tourism industry practitioners in Central 
Java. The research findings indicate that tourism industry practitioners in Central Java use variow 
politeness principles and norms in sewing English speaking tourists, Indonesian speaking tourists and 
Javanese speaking tourists. The findings also i n d i i e  that there are similar and diierent penpecthm 
on politeness among English speaking tourists whose backgrounds are M a e m  cultures, Indoneaim 
speaking tourists whose backgrounds are Indonesian cultures and Javanese speaking tourists h e  
backgrounds are Jawwm cultures towards the tourism-service language used by tourism industry 
practitioners in Central Java. 

Keywords: tourisrn-service language, politeness, cross-cultural perspective. 

ABSTRAK 

Penditian ini bertujuan untuk menganalisis prinsip kesantunan, norma kesantunan, dm pandangan 
lintas budaya m n a i  kesantunan dalam bahasa layanan wisata yang dipakai oleh pelaku industti 
wisata di Jawa Tengah. Hasil penelitian rnenunjukkan bahwa pelaku indusui wisata di Jawa Tengah 
memat berbagai prinsip dan norrna kesantunan dalam melayani wisatawan berbahasa Inggris, 
wisatawan berbahasa Indonesia, dan wisatawan berbahasa J a m  Hasil penelitian juga rnenpjukkan 
bahwa ada persarrraan dm perbedam pandangan mertgenai kesantunan antara wisatawan berbahasa 
lnggris yang berlatar belakang M a y a  Barat, wisatawan berbahasa Indonesia yang berlatar belakang 
budaya Indonesia, dm wisatawan berbahasa Jawa yang berlatar beWang budaya Jawa terhadap bahasa 
layanan wisata yang dipakai oleh pelaku industri wisata di Jawa Tmgah. 

Kata Kunci: bahasa layanan wisata, kesantunan, pandangan lintas budaya. 

INTRODUCTION information centers, travel agencies, hotels, 
As one of the main tourism centers in restaurants, placesof tourist interest, souvenir 

Indonesia, Central Java is a destination with shops and excursions. The language tourism 
many places of interest for tourists. Places of industry practitioners use during interaction in 
interaction between tourists and tourism these many and varied locations - both verbal 
industry practitioners in this area include the and non-verbal - plays an important role in 
airports, bus stations, train stations, tourist satisfying tourists needs. 

* Staf Pengajar FBS UNS Surdcarfa. 
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Abas i c@o f themmind l r sbyw  
inthevvorMbtaprovidean-andpositiw? 

welt and me apprqxhte n 
In the tourism industry, 

and tourism -Nice providers act as hosts. As 
T t h e b t ~ , ~ f l ~ ~ & ~ s t ? r v e ~  

as well as possible in order to ensure the g-s' 
satisfaction. Level~,~~satic;faction +.*+ - can be 
determined by the p&if@ness of @e h a '  
behaviour towards WC guests, ind&q,.the 

refers to foreign language phrases p m & d  for 
tourists. This research project f m  on the 

languagew ofthe tollrism industry 
practitioners in Central Java, Indonesia.' 

Typically tourism industry practbws will tty 
toadpol i te tyandfo lbw~bprkra~and 
norms when senring ta#Ssts. 1n i$~ ir'rtmction bur- 
istsand tourism service p d h w i l l  Q M Y ) E ~ ~  
with each other in wder that their qmmh can 
flowwell, andsuthateachqeaktwcanunder- 
stand whattheywsrntttuacghetachotherr"$* 
an-. Forthat purpose, they need 
principles which can be described in terms ~f far 
maxims, i.e. maxim of quantity, nm@n of quality, 
maxim of relation and maxim of manner (Grice, 
1975). Beside cooperative principles, they need 
other principles, namely politeness principles 
which have six maxims, i.e. tact miyim,, g v  
ity maxim, a p p f ~ b a ~  m m ,  ~mdesb, M, 
agreement maxim and sympathyqmim (beech, 
1983). Moreover, considered in the Qht .of tha 
hxzsffguest roles of %mice provider and, t6~risf, 
communicative interaction would certhlfseek 
to avoid acts that could idat@ the hearer's fed- 
ing and the interaction would use certain norm 
to reduce any unhappy feelings on the part of the 
hearer. In Indonesia, particularly in Central Java, 
unique politeness conventions can be identified 

text, cokdbist-n cubres. 
T h e ~ l q ~ t h i i t h s s i s a d d  

are: how are the p 0 T 1  principles in tal- 
service language wed 'by tourism indusw 
gh-rs Central Java? C46mmc!b PlZrw ars 
t h e p b l i - n o r m s i n m  
used 6jfiytwrism i n d u s b y p ~ r s  
Java? Find&. am them &mil& and, -Wm 
p m p e c t i i  tm pn&e- a m @  English 
speaking tourists W g m m b  are 
Western cultures, f n-wttsh 
whose badgrounds are lndonesiin eultws and 
~avanbse speaking twMs whose backgiounds 
are Javanese cultures towards twrism-s8wks 
language ussd by tourism industry practit im 
in Central Java? 

T a U W S M * M e E W U M l e  

the third one is k>unsfn or ysafa wtn'ch is also a 
noun and functions as the kecond nominal 
modifier. 

InEnglishthephrasesmvb 
tourism-service languagq 
dlctionam such as The N 
English P e r y  ('1 95)3j, cha 
~ n g l i s h  Dictionary (1 995) and Corigmari 
D i inary  ofCc?nWparary ~qliili ('2ioo4)Mve 
not induded theje terrhs, instead the sepamtd 
words a$foufi&n, service and lar@u@6. '$kc$ 
the phrases service lak&?t@e and tbkkh- 
seNioe language have not been induded into 
the three d imr ies ,  the w d b  
the future e d i i 4 k s e  



Budi Pumomo, T~~rismSerdce Language: A C ~ - C u l t u m I  Ferspeotive on Pditeness 

hese phrases. The writer proposes that the handling telephone enquiries, (6) giving 
phrase semMce language be defined as a tp of directions, (7) giving information about art m 
language commonly used by persons who work performances and entertainment, (8) beginning - - 
in hospitality industries (tourism, banking, a tour and describing the itinerary, (9) describing 
hospital, etc.) to serve their clients (tourists, points of interest on the tour route, (1 0) 

t 
i 

guests, customers, patients, etc) and the phrase meals at restaurants, (11) describing processes 
tourism-service language as a *fype of language used in making art objects (batik, leather puppets, 
commonly used by tourism se&e providers to gamelan instruments, etc.), (1 2) bargaining for [ serve their tourists. souvenir prices and (1 3) describing tourist sites. 

I In lndonesian the phrases bahasa layanan 
and bahasa layanan wisata have also not been POLITENESS PRINCIPLES 

I found, even in ?he most complete Indonesian Leech (1983) theorizes a model of 
dictionary (Kamus Besar Bahasa Indonesia1 Interpersonal Rhetoric in which the Cooperative 
KBBI), Ill Edition, has not induded these terms. Principles (cp) of  rice stands as one of two 
Instead the v~ords t ~ ~ ~ ,  smke and language primary stanchions that support the bridge of 
are ir~cll~ded in separate tern. Since the phrases communication. The other stanchion, equal in 
bahaala~ananandhhaalaPnanm&have important to Gricean CP is the Politeness 
not been induded into the Indonesian didionah, Principles (PP). Leech sees the PP as rescuing 
the writer proposes that in the future editions of the CP in that where the CP explains tlt.)~ people 
the Indonesian dictionaries, in particular the KBBI -te implicatum in communication by deviating 
include these phrases. The definition of the f- ortransgressing a tacitly e- norm, the 
~hrasebahasala~ananthe writer ProPosesis PP can explain why people deviate from 
mgam bahasa yang lazim dipakai deh orang communicating m t e  in accordan- the 
Yaw bkeda pads industti layanan (pariwimta, norm (Grice's CP). In this way, argues Leech, 
perbankan, f'umah sam, dsb.) dalam melayani CP and PP are complementary and necessary. 
Wiennya (wisatawan, tamu, nasabah, pasien, Leech (1983) uses Grice's prinaples and 
dsb-) and the phrase hhasa layanan is maxims as the basis of his approach. He has, 
Warn bahasa Yang lazim dipakai oleh ~elaku however, elaborated his model to include 
industti wisata dalam melayani wisatawan. politeness maxims and a set of rules, which 

Tourism-sef~ice language is a type of accompany the maxims and are used to 
language commonly used by tourism service determine the degree of interaction between the 
providers to serve their tourists. According to maxims in a particular situation. Leech states that 
Astika (2004: 109) and Samiati et. a!. (2008: v), with all other things being equal one should, 
the tourhexvice language a ~ ~ e a r s  in the kinds 'Minimize the expression of impolite beliefs; 
of conversation between tourists and tourism maximize the expression of polite beliefs' (Leech, 
service providers. This can be classified into (1) 1983: 81). SummaMng further, Leech subdivides 
receiving reservations, (2) meeting tourists at the the Politeness Principtes into six maxims which 
airpodrailway stationlbus station, (3) providing he later renames and expands as 'constraints' 
information upon arrival on the way to the hotel, (2005), as shown in Table 1 below. 
(4) helping tourists with their registration, (5) 
$>=$ $?~;:'-~.z&'*g $* " +, , .'-'?' c' ,'::>.= % 
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J - TaMe I Leech's Politeness Maxims and Sub-Maxims (Leech, 1W:XZ) 
,b 

. . WmlConstraint Poeitive Politeness Negative PMtemss 
-1;' ,-Tact (a) Minimize cost to other @) Maximize b e d t  to other 
- It,. 6enerosity (a) Minimize benefit to self (b) IVlaJtmke -8 to self 
iI#.I App~sbatlon (a) Mi i im' i  diqwoise of (13) Wy?;~et- paise to other 
tM Modesty (a) Minimize $rake of self (b) W m i a  d@mb Qf self 
. V. Agreement (a) ~ini&e disagreement (b) Maxknize agreement between 

between self and other seff and other 
Vl. Sympathy (a) Minimize antipathy between (b) Maximize sympathy between 

c self and other self and other 

According to L-;:~e PP's maxims are 
r divided into sub-maxims. Here the sub- 
(identified as the (a) sub-maxims above) 
t Leech calk 'Positive Politeness'. The 

w w n d  sub-maxim (identified as square- 
bmketed (b) sub-maxims above) is what Leech 
@ialfs 'Negative Pditeness' (as opposed to Brown 
arnd Levinson's (1 987) rather diierent use for 

terms). Leech argues that the 'Positive 
Pol'ieness' sub maxim in each case is more 
important than the 'Negative Politeness' sub 
maxim within interaction. Taking the tact maxim, 
for example, minimizing the cost to other is, 
generally, held to be more important that 
 thebe benefit toot her. Fllrbmm,these 
PP maxims tend to be paired acwrding to 

c scales (Leech, 1983: 123). The Tact 
arnd Generosity maxims are paired together as 
they deal with a bipolar 'cost-benefit' scale; the 
maxim of Approbation and Modesty are paired 
Qogetherr as they also deal with a bipolar scale: 
the 'praise-dispraise' scale. The remaining two 
maxims are paired as they deal with discxete but 
linked unipolar scales, the scales of agreement 
and sympathy respectively. 

paid attention to, and many of the points do agm 
with hi theory. 

Different from the situation in Westerfi 
oountries where the typical pcmm is fnonolhwal,; 
most Javanese people are now bifingwat; 
speaking Javanese and Indonesian. Fas~lre  d 
them who work as tourism hdwtty 
in Central Java, they are multirirrg 
Javanese, Indonesian, English and other foreign 
languages. Besides, the Javanese language 
makes useof distind speech lriwds, w h i i  meam 
distinct speech codes, which therefore mfkcta 
slightly different practice of politeness in 
Indonesia, especially in Central Java from t h a a  
adhered to by the Western psople. Poedk 
soedarmo (2009: 1) explains the Java- t m  
unggah-ungguh (politeness nomw) as a 
politeness of Javanesepeople. Thenodare br 
the forms of idioms or set phrases which most 
parents and teachers actually use when they 
educate their children/studmts. Some are in 
f o m  of positive advice (using positive idiom) 
and others are in the fomw of prohibitiw, (usiw 
negative imperative aja 'don't' do this or that). 

The followings are the idioms and set d 
phrases actually used by parents and edwatws 

POLITENESS NORMS according to P o e d j d a m  (2009: 2-7): 
In a social communication, a speaker has tg 

One of the major approaches to be surnanak (from the stem sanak 'family' plus 
in lndonesia is Poedjosoedarmo's (2009) theory infix-um-), One by treat his 
of unggah-ungguh 'politeness norms' (an as anak'relative, fami&', the mmmuniam 
extension of 'Language etiquette in Indonesia, , vev smoom. Wh this Friendly -Pm 
1978). This model is not meant to be a principle of wendship, an will feel at caw, 
of universal language propriety, though the and a good s-l relation will prevail, 
maxims, principles and strategies as proposed On the other hand, when helshe becomes 
by Griel Leech and B~M and Levin~on are the addressee, he/she should then be fanggep 



When P I  wan@ to initiate a 
PI must see to it that M a r  topic 

attributes that are gmd to 'be obs-ervsd in many occasion'. It must suit the 
occasions, espeda&uritren talking tosome 
During a cxrnvemian, one must not 
nesu 'get easily angry', gampqmuntab 'get hot attending a wedding party, or during a funeral 
temper' and mutungan 'easily feeling broken, ceremony. PI shwkl not blame P2 bf having 
frustrated'. Parents often say aja hdak 'don't be been lazy at the time when P2 just fmmd out that 
quarrelsome', aja nyenyengjf Von't be hateful', Mshe failed hidher exam and ~~ upset. 
aja galak 'don't be vicious', and aja kumaW'donY When PI wan& to speak, them i8 a principle 
be cocky, don't be a brag'. helshe should obsme, viz nujupm. It librally 

When a person is talking to an addressee, mans 'pleasing the heart of the addm-. It 
there are three idioms usually wed: fepa slim, indudes the way hddw enunciates thib words, 
andhap asor and ngajeni. W n  the interlocutor the sequence of the sentences in the d i m ,  
is someone of the h e r  status than hisher own, and the cxmtent of- message. The speech mu& 
he/she should act tepa slim. This may mean 'po- be delivered with good mmdation, pleasing 
sition oneself at the place of the addressee'. To intotliabon and nice tempo. Everything must msep 
be brief, it can be translated as 'be ansiderate'. 'pleasing' or ngresepake 'cawkg piamant 
In other wrds, it is 'showing a feeling of sympa- beling'. The speech must be d d i &  h a 
thy or solidarity'. If the interlocutor is not able to 'reasy, caim'and wtha 'dear, distii'way. 
speak Indonesian well, join himlher in using F r c x n t h e a b o v e ~ ~ , i t a n b e ~  
Javanese. If the interlocutor does not speak the that there are six politeness nonns las stated by 
respectful or high h m a  well, join hidher in us- Pdjowdarrno (2009): (1) SumaW'Ftienf&', 
ing the madya (middle, moderate) bwl. If the in- (2) Sabarlan &'Patient and with ease, dm', 
terlowtor does not know how to express the idi- (3) Tepa slim 'Shcwving a Wing of ~ympthy or 
oms of gratefulness and cornpismen- in a soliirily', (4) Amhap asor'G~ng a high r m w  
nice way, just accept it. One has to be m o d ,  appropriate appreciation', (5) Empan papan 
which means 'acoommodating'. 'Matches with the and occasion' and (6) 

When the second person (P2) is someone Nuju pmna ' P h i  
from the same higher social status than the first 
person (PI), P1 should be andhapr&or. This CROSS-CULTURAL PERSPECTIVES ON 
literally means 'low and humble'. P i  should give POLITENESS 

P1 may speak to ~2 in a Almost all linguistic 
W mm(b P* as a universal feature 

level) when P1 Wmts to show distant relation, or ga&ss oftheir -ground maurn, or h i r  lan- 
ngoko (ordinary W)W honorificvo-bular~ if guage. Politeness is thus seen as an important 



#bad method of emotional amtrd ofthe individual 
(liwse and Kasper, 1981: 158), and is typically a 
means of preserving and maintaining good socjal 
~osbetweenthespeakersofcneormore 
witures. ~ o r t a  betmiorgenem~iy pmds the inciii 
vidual, as weU as their addressee. 

w The verbal realization of politeness poses 
even greater problems when the interlocutors 
bkmg to different cultures and try to communi- 
cate, transferring their pragmatic knowledge of 
polite behavior into the foreign language. Lack of 
practice and or a learners' uncertainty in rendering 
correctly the grammatical structures of foreign 
language in the first place often lead to mis- 
understandings, or the so-called 'sociopragmatic 
failures' (Thomas, 1983), that is errors resulting 
from non-native speakers not knowing what to 
say or not saying the appropriate things as a result 
of transferring incongruent social rules, values 
and belief systems from their native languages 
and cultures. These types of errors are likely to 
cause a downright insult for both the non-native 
and the native speakers of a certain language, or 
with native speakers misunderstanding and 
misinterpreting the intentions of the nonnative 
speakers, and the non-native speakers becoming 
over-sensitive to 'distinctions of grammatical form' 
(Brown and Levinson, 1978: 35), in a way the 
native speakers are not. In any case, being polite 
is essential to maintaining healthy social relations 
within a specific culture, and even more so, for 
the communication across cultures. 

Table 2 Contrasting 

Characteristics of traditional Asian 
high-context, collectivist cultures 

lndired 
Implicit, nonverbal 
Formal 
Goal oriented 
Emotionally controlled 
Self-effacing, modest 

The work in intercultural and cross-cultural 
communication draws on general communication 
theory and is concerned with comparing cultural 
differences across such broad dimensions as 
individuaVoolldve, pemmWpositional or even 
more generally as high vemus low context 
cultures (HofsW, 1994). In this Hi, attitude 
scuveys are used to crmstrudgemral statements 
about a national group. For example, Japan is 
said to have a high context culture (dependence 
on implicit assumptions and shared values) 
whmasArnericaissaidtobealowamtextculhrre 
(one in which roles and relationships are more 
explicitly negotiated) (Roberts et al. 2001: 32). 
Cross-cultural communication offers a wide field 
for research, as the sociopragmatic failure of one 
speaker of a certain community tends to be 
stereotyped for the whole community (Knapp- 
Pothoff, 1992: 203), consequently labeling a 
nation as rude, over-polite, insincere, etc. For 
instance, one is often confronted with statements 
like 'Russians are rude', The English are hypo- 
crites', 'Japanese bow a lot', all of them resulting 
from a superficial comparison between the own 
pragmatic knowledge and the politeness 
strategies of the foreign culture. 

Cultural differences have particular implica- 
tions for intercultural communication, especially 
for interactions involving people whose-back- 
grounds are one of the Asian cultures and for 
Australians (Irwin, 1 996: 53). Chan (1 992a: 252) 
has offered a summary of differences in expres- 
sion of communication style between traditional 
high-context, collectivist Asian cultures and low- 
context, individuatistic cultures such as Australia 
as in the following table. 

Communication Styles 

Characteristics of low-context, 
individualistic cuitures such as Australia 

Direct 
Explicit, verbal 
Informal 
Spontaneous 
Emotionally expressive 
Self-promoting, egocentric 



RESEARCH METHOD ANALYSIS 
This study is of a qualitative and descriptive 

nature. It uses five techniques for collecting data: 
(1) observation and field notes, (2) recordings, 
(3) questionnaire, (4) indepth interviewing and 
(5) document analysis. The observation was done 
in an airport, tourist information centers, travel 
agencies, hotels, restaurants, places of interest, 
souvenir shops and excursions where the tour- 
ism service providers and the tourists made 
speech acts during their interaction. During the 
observation, the researcher took field notes. The 
field notes were written to complement the ob- 
servation. In this research the recordings of infor- 
mants were done to naturally. It means that they 
were not aware of being recorded. The record- 
ing was done by using a small tape recorder which 
has very high recording quality. 

The purpose of using the questionnaire was 
to obtain information about politeness levels of 
tourism service language as used by the tourism 
service providers based on the tourists' percep- 
tion. From the 200 questionnaires distributed to 
tourists and then completed by them, the re- 
searcher selected them and found 120 which were 
considered representative. From these 120,50 
completed by English speaking tourists and 70 
by the lndonesian speaking tourists. The 50 
English speaking tourists came from Great Brit- 
ain (1 0 persons), USA(20 persons) and Australia 
(20 persons). The 70 lndonesian speaking tour- 
ists came from various provinces, induding Cen- 
tral Java Province. 

Data analysis for this research were under- 
taken in four steps: (1) sorting data corpus by 
giving data number, context and content of on- 
versation; (2) analyzing data based on param- 
eter of politeness principles (Leech, 1983) which 
comes from Western nuanced politeness theory; 
(3) anabng data based on parameter of unggah- 
ungguh 'politeness norms' (Poedjo-soedarmo, 
2009) which comes from Javanese nuanced po- 
liteness theory and (4) analyzing data based on 
parameter of cross-cultural perspectives on po- 
liteness (Chan, 1992a). The total amount of the 
analyzed data was 127 data. The following are 
some examples of the data analysis in this re- 
search. 

Data (1) Cont rsation between a re- 
ceptionist (R) and a walk-in 
guest (G) in Kusuma Sahid 
Prince Hotel 

Good evenina. Sir. Mav I h e l ~  vou? 
Hallo. I have poor eyesight. Can you fill in 
the form for me? 
Yes, certainlv Sir. Can I h?\~e vour name? 
John Davis. 
Mr. John Davis. Now. can vou aive me vour 
pass~art number? 
It's zero nine two zero four semn eight. 
Riaht. I'm sorrv. how are vou aoina to ~ a p  
Bv cheaue? Bv credit card? 
Err ... by credit card . .. Visa. 
Verv aood Mr. Davis. Now, I've ~ u t  vou in 
Room 11 9. on the first floor. 

Interviews were undertaken by the 
researcher with tourism service providers to elicit 
the reasons why they used particular politeness 
principles and norms during their interaction with expressions, the receptionist ngajeni 'gives a high 

the tourists. In this research the researcher respect' to the guest by using honorific words 'Sir' 

analyzed documents of standard operation and 'Mr' in his utterances. Furthermore, in first, 

procedures (SOP) for tourism service providers second, third and fourth underlined expressions, 

to serve tourists produced by tourism industries he offers assistance, asks the name, the pass- 

in Central Java. The purpose in analyzing SOP port number and the method of payment to the 

documents is to know whether politeness is guest humbly and politely. In other words, the re- 

included in the standard of serving tourists. ceptionist uses polite level to show distant rela- 

The research had been undertaken for eight tion. Therefore, the receptionist's utterances 
Good evening, Sir. May I help you?;Yes, cer- 



S&Cau7Ihawyarrnam~ M c J a h n ~ .  

W #  how-yougorgor~g@P@flB~ 
3 BycmMcanl7and Verygpad W* 

Mow, Itrcsputyouh Room 1 
rn~PQ#awWLeech'str#;t 

~itymaxim(mbimizeyowawnbenefit,maxE. 
mize your H's benefit) as well as Paedjo- - soedam's andhap esar (giving a high respgct, 

Bothforeignand tc~rktsstatardW 
the R's utterance ~anlhakyournam3'8isa 
rninta nama Now, canyougAemyrxrr 
psipod number? 'Sekarang, bdehkan say 
tahu nomor paspor Bapak? and 1 am ssny, how 
a m p  gui'ng to pay? By cheque? ByctwZcard? 
~ , ~ c a r a p n b w = v a ~ D e n g a n  
cek? Dengan kartu k r d i  have a polite level. 

In the English, Indonesian and Javanese 
-ng towists' cultures, changing an order 
expmssh into a request expression makes it 
more polite. Thus, the request expression Now, 
can you give me your passport number? 
'Selearang, M k a n  saya tahu nomor paspor 
Bapak? is more polite than the order exp tssh  

me yocirpssporf wmberf 'Berikan nomor 
paspor Bapak!'. Besides that, to ask something 
por'itsly, the utteratice I am sony is oommonly 
used in the English, lnclonesian and Javanese 
~tourists'culhres.Furthermors,theques- 
tkrnhowamp~topay3isapolbe~res-  
sion which lets the guest to decide by h i .  
Moreover, the utterances By chegue? By credit 
canl?at-e the p d i  expressions to help the guest 
to dedde because he looks cmfused with what 
kind of payment he wants to use. 

(2) Context:Conversatton between r 
male recepthid (R) and a 
female hatel guest (G) in 
hwrtofrecepti~lcouRQerof 
Pramelsthi Hotel during 
check-out service. The 
guegth=-- 
bin hotel beimgings 

G : Whyshouldlpayfw itm@? 3 
R : Yes, Madam. This bflJ is for tw ni$ht *, 

this is for food and this is for laundry. - 
G :  

R :  

G :  
ffieen ddlaFs for the Oowets In my bag? 

p; 

R : You're right, Madam. 
G : Why Wt put this price k t  in my 

I thought they're free of dvarga. .. Zs 

Based onthe para 
dples, the mptSoni 
Madam. Fwgu;ests~vlrantt8hrrwe 
in guestmom, we charge them the am 
as in s m m i r m  a, pleas8 chdc 
list. For this item w ch-aqp Ar\e d d k , ~  
one fen ddlamSfollows #I@ Lecbch's tmt fndfPt 
which means mEni 
maxlmaxl~benef#t0 
isprorvgn to haw talcen hotel be 
Wandabathtnnrel)thatcsln 
criminai act, the m m t  just asks her* FParey- 
them, not repMtS to security d e p a m  W F  
lice deparbnent 

it can be seen that by ind 
guests who want to have souvenirs frmf@. 
guestrooms can pay 
as in souvenir &ups in 
hinting to the guest thavt 
longings. By that Mjt is 
be tanggap rn 
finest sign'. As a Javanese, the mp- 
ngami 'bat@ her with mpect' tmxilwe in Ehg 
h0spitaJetyindw;bytIwguegtiStRekkrg. The p&- 
h s o l v k r g e ~ b y t h e ~ ~ i S t , 9 n d ~  
by €he guest is ihg bun'tibapenake 'a h w  
outcome'. In otherwfds, thrs receptiotljst ha@ 
a p p l i  the Poedjoisosdamro"~ tepa &if@ 'stsolrsi;;. 
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wants the receptionkt tnmmer dimdywhy she 
should pay the hotel tmumnir. On the other hand, 
with the higkmtext lat?E)uage, the receptionist 
answers i n d i i  and formally by stating the 
general rules of the hotel concerning the hotel's 
belongings. In the low-context culture, speaking 
indirectiy and implicitly does not satisfj the hearer. 
unlike the English speaking the I n d m n  
and Javanese speaking guest has the same 
culture as the receptionist, i.e. high-context, 
collectivist culture. Indonesian people, especially 
the Javanese lib bspeak indirectly if they have 
a different opiniodconfii with a respectedlhigh 
social status person. In the context of hostguest 
relationship, the guest has higher social status 
than the receptionist. Moreover the receptionist 
who has lower social status would like to try to 
speak formally and modestly as a sign of 
deference. In the tradition of collectivist culture, 
people would like to end the conflict in harmony. 

Data (3) Context:Conversation between a 
reservation clerk (C) of 
Nusantirra Tours and a 
callerltourist (T) through 
telephone 

T : Apa masih ada tiket pesawat ke Jakada 
untuk besok pagi? 'Do you have any tickets 
to Jakarta for tomorrow morning?' 

C : 'Tunuuu sebentar . . . Ya. Ada satu untuk iam 
setenaah delaoan dan satunva laai untuk 
setenaah sembilan.' 'One moment, dease . . . 
Yes. There's a ticket for seven thirtv and one 
for eiaht thirtv'. 

T : Baiklah. 'That's fine'. 
C : Yansr mau Baoak oesan kelas ekonomi, 

bisnis. atau eksekutif? 'Do vou want an 
economv. business or executive ticket?' 

T : Ekonomi saja. Berapa harganya? Economy 
please. How much? 

C : Tiaa ratus empat ouluh ribu. 'That would be 
three hundreds and fortv thousands.' 

T : Baiklah. Bisa saya pesan sekarang? 'OK. 
Can I make a reservation?' 

C : Tentu saja. Untuk penerbangan jam berapa? 
'Certainlv. Which fliaht would vou like?' 

T : Delapan tige puluh. 'f he eight thirty'. 
C : Bisa minta nama Bapak? 'Can I have vour 

name.  lease?' 

T : Dwipa Nugroho. 'Dwipa Nu%rctho-' 
C :  

nva mau baaaimana. ~ a k ?  'M t. .Dwj~a 
Nuaroho. How would vou like to oay,.$@fl 

T : Bisa bayar lewat transfer bank? Can I pay 
by bank transfer?' 

C : Bisa. dan tolona bukti transfernva nanSf 
difaks ke nomor f a  k m i  k o s m  dua tuiuh 
empat tuiuh dua delemn em~at lime sat&. 
'Yes. and  lease fax the transfer receiDt tg 
o@ 
two eiaht four five one.' 

In the first underlined expressions, the 
reservation clerk answers the tourist patiently by 
requesting him to wait for a moment while she is 
checking the available flights. Chronologically in 
the second, fourth, fifth and sixth underlined 
expressions, the clerk asks the tourist politely 
about the type of ticket he wants, the time of flight 
he likes, hi  name and the type of payment he 
wants to do in mnfut'ordered in good sentences'. 
In the third underlined expression she mentions 
the rate of the ticket and in the last underlined 
expression she agrees the type of payment asked 
by the guest and then requests him to send the 
transfer receipt to the fax number indicated in a 
cetha 'dear, distinct' way and cekak aos 'brief 
but comprehensive'. Therefore, it can be inferred 
that the clerk's utterances One moment, please 
. . . Yes. 77w~here's a @ht at seven thirty and one at 
eight thiw, Do you want an ecomy~ business 
or first dass tickettlhat would be farr hundreds 
and My US dollam; Certainly: Which flQht would 
you like3; Can I have your name, please3; Mr. 
Dwipa Nugmho. How would you like to pay, sir? 
and Yes, and please fax the transfer mceipt to 
our fax number zero two seven four seven two 
eight four five one follow the Leech's tact maxim 
(minimize Hearer cost, maximize Hearer benefd) 
and agreement maxim (maximize agreement to 
the hearer and minimize disagreement to the 
hearer) as well as Poedjosoedam's sahr Ian 
sareh (patient and with ease, calm). 

Both foreign and domestic towists stated that 
the Cs utterance Bfsa mr'nta nama Bgpak?'Coukl 
I have your name, please?' has a potite level. 
Furthermore, they also stated that the C's 



the use of indirsct questions is 

Fmbayamnya bqpimana, pak? 'How 
, %muIdyuubketapay,~ismpolitethan 

bbrpak in@n mambayar dengan tunai atau 
~ ~ ~ ~ ? ' ~ o y w w a n t t o ~ b y c a s h  
w$y~itcald?'. 

(4) G~.-R betwema I--+ -- (Rl mid a guesS 
(0)inWmidJayaSolQE 

0 : K t m a r ~ b i ~ ~ ~ s 8 y a ~ a n l ~ - ~  
m k ,  W k ?  'Is the room I usuafryastsry va- 
wit ,  Miss? 

R : Oh yang menghadap ke tamn itu to, Pak? 
Sebentar saya cek ... W f  maslh dpakai 
famu lain itu, Pak. 'Oh the one faces fhe 
park, Sir? One moment, I'll check .. . Sony, 
still Elsed by mther guest, Sir. 

0 : T ~ h m m r y a n g s e & & d ~ i t u e d a  
ngpk? 'So, is there a sirnitar room &sWg 
for me?' 

R : Ada Pak. 1nimaM Eebn, bagus ... Mng- 
hadap kbJdm renang. Tapi hmganya leblh 
methirc aMWt. Yw, Sir. The room Is be* 
... f a G e % W s w l m m i n g ~ . e k j t ~ ~ i s  
tide bSt m e  expensive.' 

0 : Mbok dibuat sama dmgen kamar ywg says 
pakai gitu lho? Why not to make it the same 
rate as the room I used to stay?' 

R :  

tsman.'Mm ... Ysok. m v o u m w  

In the underl i i  expmdm, R 
agresmenfwithather.Tonespond~ 
@bout the rate for the ram faces the twuhmhg 

isahotelcu-# 

one faces to the 

itthesametxxause 
customers4 In other 

y;ourrreour-,I 
orr(efacest@the:fElrk' 
dam's nujuprana (pkdng, d@ying). 

~ m m  a ~ ~ t t u ~  p e e 2 _ . -  k 
f o m Q n t o u r i s t s ' k s p ~ i & @ b i h ~  

customer (repeater) more 

cbftlplimentary or u p g r d i a ~  fKlm-!uwer 
dass to higher dasa that w@ satisfy ttre'g~&t, 

Dab (5) Co~Con?y8r&gti .o~ .;laeen a 
~WYenir wdbr 3.Bt) gnd r 

T : Gantungm 
'How much is fM8 

S : Lima ribu, Bu. 'Five h~u'mnds rupiahs, 
Madam.' 
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T : Kalau sgya beli banyak bisa kurang harga- 
nya? 'If I buy many pieces, can you reduce 
the price?' 

S : Wah itu sudah murah, Bu. Mau beli berapa 
biji? ' M m  that's already cheap, Madam. 
How many pieces you want to buy?' m : Lima puluh. Ada bonusnya satu dua biji? 
'Fifty pieces. Is there one or two pieces for 
bonus?' 

S : Untuk ibu sava kasih lebih. Tian i~embelian 
se~uluh bonusnva satu biii, Jadi untuk iby 
bonusnva lima biii. 'For vou I'II aive more. 
One piece bonus for each ten pieces vou 
m. So. I aiv'e you five ~ieces bonus.' 

From the underlined expressions uttered by 
S, it is clearly known that S is trying to maximise 
benefit to T by minimising his own benefit. It is 
done by stating that he will give one piece of 
souvenir as a bonus for each ten pieces of 
souvenir bought by T. By bargaining, it is common 
in souvenir shops in Central Java that sellers will 
give bonus to buyers who buy souvenirs in big 
quantity. The bigger the quantity of souvenir they 
buy, the more bonuses they will get. Based on 
the above analysis, it can be inferred that the 
souvenir seller's utterances Untukibu saya kasih 
lebih. Tiap pembelian sepuluh bonusnya satu 
biji. Jadi untuk ibu bonusnya lima biji 'For you I'll 
give more. One piece bonus for each ten pieces 
you buy. So, I give you five pieces bonus'follow 
the Leech's generosity maxim (minimize your own 
benefit; maximize your Hearer benefit). 

In the underlined expressions, the souvenir 
seller pleases the tourist's heart. The utterance 
untuk Ibu saya kasih lebih is ngmsepake 'causing 
plesant feeling'. The way she enunciates the 
words in the following sentences, the sequence 
of the sentences in the discourse and the content 
of the message are mntut 'ordered in good 
sentences' and cekak aos 'brief but compre- 
hensive'. Therefore, it can be inferred that the 
seller's utterances Untuk Ibu saya kasih lebih. 
Tiap pembelian sepuluh bonusnya satu biji. Jadi 
untuk Ibu bonusnya lima biji 'For you I'll give 
more. One piece bonus for each ten pieces you 
buy. So, I give you five pieces bonus' follow the 
Poedjosoedarmo's nuju prana (pleasing, 
satisfying). 

The foreign tourists stated that the Ss utter- 
ance 'For you I'II give more. One piece bonus for 
each ten pieces you buy. So, I give you five 
pieces bonus' has a normal level, but the domes- 
tic tourists stated that the S's utterance Untuk 
ibu saya kasih lebih. Tiap pembelian sepuluh 
bonusnya satu biji. Jadi untuk ibu bonusnya lima 
biji has a polite level. In the English speaking 
tourists' culture, it is normal for a buyerwho buys 
merchandizes in wholesaler will get a discount 
Although the discount is commonly applied to the 
souvenir price, for instance by reducing 2.5% to 
5% of the rate, giving bonus as a substitution of 
discount is acceptable. On the other hand, in the 
Indonesian and Javanese speaking tourists' cul- 
tures, giving more bonus (5 pieces) than expected 
(1 or 2 pieces) is an action which satisfies the 
buyer's feeling. Moreover, the way the sellerex- 
presses is polite. 

Data (6) Context:Conversation between a 
souvenir seller (S) and a 
tourist (T) in Kauman Batik 
Village 

Ngersake napa, Den? What do you want, 
Madam?' 
Namung badhe ningali batik. 'I just want to 
see batik.' - 
Mangga . . .. Ingkang &us napa biasa? 'Please 
. . . you want the soft or the ordinary?' 
lngkang biasa mawon, Bu. 'The ordinary, 
please.' 
(S hands the batik samples to T). Mangga 
kantun milih. Mangke pilihan warnanipun 
kathah. 'Please choose by yourself. There 
are many color choices.' 
lngkang niki pinten regine? 'How much for 
this?' 
Niku kangge bukaan dhasa nggih . . . pitung 
dasa gangsal ewu mawon. 'That's for open- 
ing . . . just seventy five thousands.' 
Menawi kawan dasa ewu dos pundi? 'How 
about forty thousands?' 
Wah derena nderek. Kulakani~un kemawon 
derena ~ikantuk. 'Mm no ... it's under the 
buvina price.' 
Menawi kawan dasa gangsal dos pundipun? 
'How about forty five?' 
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8 : Nmih samDun ... menswi nanienensran 
b r s a  ,.. seket ewu kemawon kados reui 
w. gNell ... if vou want it ... f& thou- 
sands as the buvina  rice.' 

Inihefirst undetlined expression, the sumnir 
SeSIertries to minimize disagreen'mt tothe tourist 
by giving a reason why she does not &gme with 
the tourist's bargain. In other words, the S's 

.I 
utterance Wah dereng nderek. Kulakanipun 
kernwon d e m g  pikantuk 'Mm no . . . it's under 
tb buying prim' follows q e  Leech's agreement 
maxim. In the secorW&darlined expression, S 
t r b  to maximize benefit to T by offering her the 
buying price as the last price. In other words, it 
can be inferred that the S's utterance Nggih 
sampun . . . menawi panjenengan kersa . . . seket 
ewu kemawon kados mgi bakul Well . . . if you 
want it .. . frffy thousands as the buying price' 
follows the Leech's tact maxim. 

Analyzed by politeness norms, refusing 
something directly is not considered ngmsepeke 
'causing pleasant feeling' in some Indonesian 
cultures and Javanese culture. That is why the 
souvenir seller utters Wah demng nderekinstead 
of Mboten saged or Mboten tawis to express 
resep 'pleasing'. Moreover, to close the 
bargaining, S expmses statement &JQ#I sampun 
.. . menawi panjenengan kersa ... seket ewu 
kemawon kados mgi bakul which is mkak aos 
'brief but comprehensive'. In other words, it can 
be inferred that both underlined expressions 
uttered by S follow Poedjosoedarmo's n yuprana 
'pleasing, satisfying'. 

Both the foreign and domestic tour& stated 
that the S's utterance Wah dereng nderek. 
Kulakanbun kemawon dereng pikantuk 'Mm no 
. . . it's under the buying price' has a normal level. 
Furthermore, both the foreign and domestic 
tourists also stated that the S's utterance Nggih 
sarnpun . . . menawipanjenengan kersa . . . seket 
ewu kemawon kados mgi &I 'Well. . . if you 
want it.. . fifty thousands as the buying prioe' has 
a normal level. 

In the English speaking tourists' c u b ,  the 
utterance Mm no . . . it's underthe buyingptice is 
mrmal because it gives a refledion to the tourist 

to 
in 
cultures, the utterance Wah mboten ndemk. 
KuIakm$un lfmmvm &mg plkantuk is a h  
normal bemuse it seem% that by selling the 

English speaking tourists' culture ' e u s e  
tourists do not care abut  the d lar*s~ price 
whether it is a buying price ma seltiing prim. The 
most important one is the M n g  price. On the 
other hand, the utterance Nggih sampun . . . 
menawi panjenengan kersa .. . seket eww 
kemawon kados ~&&akul is also normal in the 
lndonesian and Javanese speaking tourists' 
culture because it gives opbm to the tourist 
either she wants to buy it or not. 

Data (7) Context Conversation betweei a. 
tour guide (G) and a tour&# 
(T) at hngkunegmn Pal-. 
ace 

G : Bapak Ibu, kite sampun dumugi gerbanlg 
luwar lstana Mangkunegaran. Makatsn 
ingkang saged dalem aturaken. Mugi-mug] 
Bapak Ibu remen ing penggatih. Menawi . 

wonten kekiranaani~un dalem sa l~bt ing  
mandu mieneman sedava, dalem PzMMnnl 
gunoim mn~~a~unfen.  'Ladies and gentle 
men, we have arrived at the exit gate d 
Mangkunegaran Palace. T M  was the infor- 
mation I can provide about this palace. Hope- 
fully you are pleased wilh it. I arrolwize % I 
could not satisfv vou dwina the auidinlg.' 

T : Matur nuwun, Mbak Ifah. Kite s e d ~ y a  
rumaos remen dipun pandu dening 
panjenengan.. Panjenengan Icagungan 
wawasan sae s a w  babagan istana pndka. 
'Thank you Miss Ifah. We are satisfied guided 
by you. You're very knowledgeable about this 

= 

palace.' 
1 B 

; 
G : Njih sami-sami. Punika samDun dado4 3 

kewaiiban k a w ~ i ~ .  You're weicome. it hair 4 
become mv duty.' 4 

In the first underlined expmion, G is trying 1 

to maximize diiraise of seH. She realizes thet 
she is not a perfect tour guide, so that she apolo- . 



gizes if she could not satisfy the tourists during 
her guiding senrice. In other words, it can be in- 
ferred that the tour guide's expression Menawi 
wonten kekiranganipun dalem salebeting mandu 
panjenengan sedaya, dalem nyuwun gunging 
pangapunten 'I apologize if I cwld not satisfy you 
during the guiding' follows the l+ech's modesty 
maxim (minimize wise of &, maximize dispraise 
of self). In the second underlined expression, G 
is trying to minimize praise of self. Although T 
and his group are pleased of guided- by G and 
praises her by saying that she is a knowledge- 
able tour guide, G does not respond directly to 
his praise. As substitute, she expresses that her 
satisfaction senrice is a kind of her duty. In other 
words, it can be inferred that tour guide's utter- 
ance Punika sampun dad- kewajiban kawulo 
'It has become my duty' follows the Leech's mod- 
esty maxim (minimize praise of self; maximize 
dispraise of self). 

In the first underlined expression, the tour 
guide shows her 'low and humbleg utterances by 
apologizing if she could not satisfy the tourists 
during her guiding service. In the second under- 
lined expressions, she is still humble by saying 
that her satisfaction service felt by the tourist 
group is a kind of her duty. In other words, she 
does not act umuk 'conceited', ngunggung din 
'indulge in showing herself off and degsura 'self- 
centered'. Therefore, it can be inferred that tour 
guide's utterances Menawi wonten kekirangan- 
ipun dalem salebeting mandu panjenengan 
sedaya, dalem nyuwun gunging pangapunten 'I 
apologize if I could not satisfy you during the guid- 
ing' and Punika sampun dados kewajiban kawulo 
'It has become my duty' follow the Poedjo- 
soedarmo's andhap asor(giving a high respect, 
appropriate appreciation). 

Analyzed by a cross-cultural perspective, 
either in the English speaking tourists' culture or 
in the Indonesian and Javanese speaking tourists' 
cultures, expressing apdogy and responding the 
speaker's praise with utterances showing low 
profile is considered polite. Besides that, the 
utterances to express apology and show low 
profile gives comfortable feeling to the tourists. 

CONCLUSION 
This research has been able to answer the 

three research questions articulated in the Intm 
duction. 

First, the tourism industry practitioners in 
Central Java use various politeness principles in 
tourism-senrice language in senring their tanists. 
The politeness principles they use comprise (1) 
tact maxim, (2) genemity maxim, (3) appmbation 
maxim, (4) modesty maxim, (5) agresment m d m  
and (6) sympathy maxim. 

Second, the tourism industry practihets in 
Central Java use various politeness norms in 
tourism-service language in serving their touriststs 
The politeness norms they use comprise (1) 
sumanak 'friendly', (2) sabar Ian m h  'patient 
and with ease, calm' (3) tepa slim 'showing a 
feeling of sympathy or solidarity', (4) andhap asor 
'giving a high respect, appropriate appreciation', 
(5) empan papan 'matches with the setting and 
occasion' and (6) nuju prana 'pleasing, satisfying'. 

Third, there are similar and different 
perspectives on politeness among English 
speaking tourists whose backgrounds are 
Western cultures, lndonesian speaking tourists 
whose backgrounds are Indonesian cultures and 
Javanese speaking tourists whose backgrounds 
are Javanese cultures towards the tourism- 
service language used by touriSm industry 
practitioners in Central Java. 

The research findings also indicate that there 
is a slight difference of language etiquette in 
English, lndonesian and Javanese as well. 
English speaking tourists tend to like tourism 
industry practitioners to speak directly, explicitly, 
verbally, informally and spontaneously in their 
communication. On the other hand, lndonesian 
speaking tourists and Javanese speaking tourists 
tend to like tourism industry practitioners to speak 
indirectly, implicitly, formally, modestly and be 
emotionally controlled in their communication. 
Therefore, it can be inferred that the research 
findings support the Chan's model of contrasting 
communication styles (1 992a) which distinguishes 
the Western's characteristics of low-context, 
individualistic cultures and the traditional Asian's 
high-context, collectivist cultures. 
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