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Abstract

The tourism industrysi a significant contributor telong Kon@a S O2 X FO&P2y S 2F | 2y 3 Y
official languages is English, Hong Kattigactsmany English speaking tourists to Asia. Alido tourism

is important to Hong Kong, and English communication is necesgiy the tourism industry, there is

very little pastlinguistic research about tourism. The aim of this project is to collect descriptions and

observe trends in English interactions within the tourism industryelp fill this gaplnteractions that

occurred naturally between tourists and tourisstaff were recordeddza A y 3 | & Y SREQHIl- O M T n U
N-G modeland wererated onlevelof Formality and Englidbvel Observations were performed at

nineteen hotels, eleven shops, and six museums and over eighty three interactions were recorded.

Results show thahe price range of the hotels influenced the level of English spoken and also found the
staffQa  LJAegicdndigtgg, front desktaff, and doormanhad an éfect on English leveBy

collecting information about interactions and analyzing them, dadyainderstanding of English used in

the tourism industry was gained.
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Executive Summary

The tourism industry ief great importancdo Hong Kongasit accouns for approximately3.2% of
HongY 2y 3Q& D5t = 2 NJ | ¥nd Statistios Départmenk, 2008)odd K&ng attiadts
tourists from all over the world, including the UERjrope Australia and mainland China. Because
tourism is saconomically important and there is substantial diversity among toyrestective
communtationwith peopleof different cultural backgroundis extremely important to the tourism
industry. In ordetto effectively improve communicatiowith tourists, acollection of descriptions of

interactions between tourism staff and tourisssnecessary.

AlthoughHong Kong has two officialHguages, English and Cantonese, we will focus on English. Most
Hong Kong residents, who speak English, speak it as a second language, and many tourism interactions
occur in English. Exploring communicative abilitiess second language thatcountryQ & G 2 dzN& a Y
industryrelies is very important. Also exploring language abilities in Cantonese, the native language of
most Hong Kong residents, would not be as worthwhile, because speakers will generally be very
proficientin their native languagd-urthermore linguistics and tourism studiedout communication in

any languagéavenot beensufficientlyperformedin Hong Kong. As a result, our first goal was to
collect and record everyday English interactions within the tourism industry. Obseradiioteractions
between taurism staff and tourists were made in museums, hotels, and shops in Kowloon and Hong
Konglsland Six museums, nineteen hotels, and eleven shops were obseillddteractions vere

observed through natur@tic observation and each interaction involved at least tmgismemployee

and at least oneustomer



Notes about each interactionwsr (I { Sy dza A y FP-EAKY$G rindlel, whictphelps)  {
identify and organize important characteristics of speech. Once notes were collectedtaéout
interactions,level of English antevelof Formalityfor each interaction were determined usitgo
standardized rubricdevelR T 9y 3If AAK NI GAy3a 6SNBE YIRS dzaAy3
(Test of English as a Foreign Languageaking rubri@and includedile aspects of effective speech:
vocabulary, pronunciation, grammatical accwratow, andability to engage in meaningful

conversation. Level of Formality wastelenined based on four criteriategree of honorificse(.g, sir
madam), use of slang and colloquial terms, jokes, and percent of talk related to business. Notes were
alsotaken about the price range of the hotels and the positierg( sales associate, concierge, front

desk employee) of the tourism staff involved in the interaction.

Once all interactions were evaluated fewel of English antevelof Formality, statigtal analysis was
used to identify trends in the interactionSignificant relationshipaere discoveredetween English

level and price range of hotels and between English level and the position of the tourism staff.
Employees at more expensive hotelsresenore likely to have a higher levaflEnglish. Concierges,
museum tour guides and front desk workers (at both hotels and museums) were found to speak with
highe levek of Englishwhile lestaurant staff and directionssistants were found to speak withe

lower levek of English.
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1. Introduction

Ly (2RI & Qa-instaptNdmRiunkakion yril lgldkkl travel, communication between individuals
from different cultures is daily occurrenceThe ability to communicate and do business with one
another is essential, ageessity in the everyday lives of many peopiany businesses need to
communicate effectively with individuals from other cultures in order for the business to grow and
prosper (Kluver, 2000). As a result, being able to communicate across languagesliqidremely

important for many people worldwide.

In the business worldntercultural communication has a very significant impact on the tourism industry.
This is especially true in Hong Kohmg2007 gpproximately28 millionpeople traveled to Hongong

(World Tourist OrganizatiQr2008) These individuals includemericans, Australians, Taiwanese,

Mainland Chinese, and citizens of the United Kingdom and Europe. A majority of these individuals speak
English either as a first or second langua8eendingby these individuals hasccounted for3.2% of

I 2y 3 Y 2 \ynh2ODE&,andtbettourism industry employs 1,890 Hong Kong residents. These factors
make tourism one of the four key industries in the Hong Kexapomy Census and Statistic

Department 2008).

Tourism is very important to Hong Kong, but studies investigating communication befwegish
speaking tourists antburism staffin this city donot yet exist.Some studies of intercultural
communication have been condted in Hong Kon¢Cheng, 2003Cheng and Mok, 21B; Selmerand

Louis 1999) however, they have focused on communication between coworkers or friSidse

1



researchabout communication between tourists and touristaff hasnot yetbeen conductd,
common chaknges that acurwithin interculturalcommunicatiorhave not been identified and
solutions have not been proposed or implementadorder to correct this problem, researtiad tobe

done to develop a working descriptiaf the communication that takes place in the tourism industry

Given the importance of the tourism industry in Hong Kong and the lack of empirical investigation on
the effectiveness on communication within this field, we set out to examinedmemunicaion

between touristsandHong Kon@ & (i td#fN@s & first step in better understanding the
communication in the tourism industry, we conducted naturalistic observations to dedelsqriptiors

of the interactiongourismstaff carry outin order to ketter understanchow the level of competencén

Englishvaries withn the tourism industry

2. Literature Review

2.1 Importance of Tourism

Tourism is a driving forder economic growth in Hong Kong. Tourism provides employment for Hong
Kong residents anldrings money into the economy. In 2008, tourism revenues accouotegli 2% of
| 2y3 Y2y 3IQa D5t Xendudhnd Stdtistips DepariinagPD0B)A Ruyfently, there are
approximately 176,300 Hong Kong residents employed within the tourism ind&s#% of the total

work force of Hong Kon@énsus and Statistics Departmg2®09.



Although the tourism industry includes both inbound and outbound tourism, inbound tourism has a
much greater effect whin Hong Kong. Outbound tourisaetivities thataffect Hong Kong are generally
limited to the use of travel agents and airlines, because other monetary spending and cultural

experienca occurat the destination Overall, outbound tourism is only responsible for 22% of tourism

related spending in Hongog Census and Statistics Departmg208.

In contrast, mbound tourism includes a much greater range of economic activities in many different
industries such as shopping, restaurants, transportation, hotels, and personal services. Inbound tourists
experience the culture of Hong Kong and affect individuals living in the city by interacting with them.
These activities shape many areas of Hong Kong, andlbliave a much greater effect on thigycthan
outbound tourismactivities. Inbound tourism alone generates HK$35.0 billidrichaccounts for 2.5%

2T | 2y 3 YysdsQrd Statstics Departmep008. Overall, inbound tourism iscenomically
andculturally importantto Hong Kong. Some of the types of busimsskat play prominent roles in this

industry and their specific impacts are discussed below.

2.1.1 Importance of Shopping

One type of inbound tourisractivity that is important toHong Kongs shoppingd C2 NJ A KSSNJ @ NR S
products and brands in all price ranges, Hong Kong is a unique shopping experience (Hong Kong Tourism
Board{ K2 LILJA Y3 A Y | Bhopbingiasigrificant factabih the aomy and a significant

employer, andnany shopping areas in Hong Kong exist to cater to tourdtsost 50% of the money

spent by tourists during their time in Hong Kong is for shopf@iwpi, 1999)In 2006, shopping

generated HK$8.3 billioandaccounted fol0.6% off 2 y 3 Y 2 yGCiisdand3atistics



Department 2008 @ ¢ KS aK2LILMA Y3 AYRAAGNE +Ff2yS SYLE28S8SR 2¢

total employment Census and Statistics Departmg20089.

However the effects of shopping are not limited to diremtonomic impactsAdditionally, shopping is a
primary reason why many visitors travel to Hong Kong (Choi, 1999). Shopping draws in tourists, who
ALSYR Y2ySeée i 20KSN) odzaiAySaasSa gAGKAY 1 2y3 Y2y3Q

restaurants.

2.1.2 Importancef Hotels

Sincemore than half of all tourists stay for longer than a day in Hong Kong (Hong Kong Tourism Board,
Press Release, 2009), hospitalitglsoan important component of the tourism industry . According to a
Hong Kong Tourism Board report, areeage of 86% of rooms in hotels and guesthouses were occupied
in 2007(Tourism Commission, 2008\nd, hotels generated HK$11.4 billion and accounted for 0.8% of

I 2y 3 2@YGEDR@Gensus and Statistics Departme®0§.

Hatels are not only essentitdecause of their economic contributiphut are an important factoin

FGOGNF OGAy3a Odzali2YSNEO® Gw22Y NrXidSa KIFgS t2y3a 6SSy
2F I GINWABEG e RN Y T dzSy O Baisitiida$Kong@zdlnog) Ard the RS GA & A 2 y
staying in dotel is the factor that mostféects tourism in Hong Korand has previously

GO2Y iUNROdzGAYIWSRE (G2 G2dZ2NAAaY R2gyldzNYyE o0/ K2AZI mMdod
tourism, hotels play an important role in brimgj customers to Hong Kong and bringing business to

other industries.



2.1.3 Importance of Museums

Cultural siteswithin Hong Kongprimarily museums and templealso attract many touristsThe Hong

Kong government invests a significant amount of mooeya yearly basit the upkeep of museus;)

and to preserving cultural artifactin 2004, the Hong Kong government spent HK$368 million on
museumsin genera) HK$5Imillion of which was spent on exhibitions and artifafitegal Cultural

Service Departmdn2006). Thishowsthat the government highly values museunasid make

significant efforsto preserve cultural artifactsvhich are an important part of thieeritageof Hong

Kong In addition, museums arienportant to societya y 2 i 2yt & 0iBeplhcezblé 2F G KSA
collections but also because of their educational, social, and cultural value: the contribution that they
YF1S (G2 AYLNRB@AYy3A LIS2LX SQa tA@Sa FyR (2 (GKS dzy RSN
Reeve, and Woollard, 2006)luseums help tourists experience the culture of Hong Kong through
educational exhibits and througtisplayedartifacts that help tell the story of thkistoricallegacy of

Hong Kong.

2.2 Languages in Hong Kong

G NI 2F GKS NBI a2 yas anantedndtichal aty habgen b abiindrdodidyé the

gap between the Englistpeaking, global business community and the Chispamking merchants and

traders in Hong Kong and the mainland of China. BedHlitebate and trilingual has been our
COYLISGAGAGBS FTRAFyGrFraASdeg o1 2y3a Y2y3dY {GFYRAY,3 [/ 2YYA
pp3). In order to better understanihbound tourism, which isconomically and culirally important to

Hong Kongthe communication that takes place between Hdtwng residents and tourists needs to be

understood.Hong Kong has two official lgnagesEnglish and Cantonese, although Putonghua, also

5



called Mandarin, is spoken by nearly as many Hong Kong residents as Ewgtistis and Statistics

Department, 2008)

Hong Kong is a popular tourist destination, in part because 44.7% of the population can speak English,
and 40.2% can speak Putonghua (Census and Statistics DepartmentV2iil@pproximately 1.5

billion speakers each (Crystal, 2003), Putonghua agtidh are the two most spoken languages
worldwide, andcombinedallow communication with the greatest number of peopldis allows

Mainland Chinese, and Taiwanese tourists to speak Putonghua while visitmggKongwhile

European, Australian, ardorth American tourist€anspeakEnglish while visiting.

The total number of tourists to Hong Kong in 2008 from Australia, New Zealand, the South Pacific,
Europe, Africa, the Middle East, and the Americas was 4,541,979 (Hong Kong Tourism Board, 2009).
Thesegroups are all more likely to speak English than Cantonese or Putonghua. Tourists from countries
with English as their official languag New £aland, Australiahe United Statesand Canada; will

almost all speak English. Als§o Europe, for examplén 19 out of 29 countries surveyginglish was

the most common second language spoken (European Commission, 28@&jonally, nost of the

Hong Kong English speakers have learned English as a second language (Census and Statistics
Department, 2006 hismeans that many tourism interactions that occur in English are between two
people who have each learned English as a second language. These interactions will be uhique an
deserve attentiorfrom linguists and dicourse analysts, which they havet started to receive until

recently.



2.3 Linquistic studies

Cultural hybridization is the process by whi@wnunique cultures form as multiple culturesmbine

together(Jamal and Hollingshead, 2008png Kong is an excellent example of a locatah has

undergone significant cultural hybridization between the traditional Chinese @itndthe imperial

British cultue, and is nowa unique blend of Eastern and Westerncultaré 2y 3 Y2y 3Qa Odz § dzNJ
hybridization was due mostly to its status as a Britistony, which resulted ithe contact between the

two cultures over a period of many years. In general, howewanycultural interactionghat cause

cultural hybridizatiorare due to tourism activitiedJnderstanding how this process occurs is important

to understanding global interactions. However, tourism interactions have not been thoroughly studied

from a linguistic point of view.

As discussed by Rojek and Urry (1997), tourism has changed considerably in past years. Tourism
interactions once primaly took place in resorts, theme parks, and spas. Thessionswere created
entirely for the purpose of attracting tourists and did not reflect the culture of the area the tourists had
GNJ} @St SR (2@ ¢KSa&Salldweéd tgudst ko DisiotzbiBaR<df tHe @It dhd 2 v &
essentially, experience different climatdout very little else about the destination country. Interactions
that did occur with tourists in these locations were controlled interactions with the staff of the resort
hotel, or spg and carried little cultural content. Becausderactionsseemedessentiallyunrelated to

the diffusion of culturethey were largely ignored by linguistic researchers. However, tourism has
evolved and tourists now search out experiences where thract with the cultue of the regionthey

are visiting.Therefore tourism now causes genuine, meaningful interactions between cultures. (Rojek

and Urry, 1997)



Although tourism has evolvethurism studies (also called leisure studies) &nduisticshave remained
very independent of each other. Theck of communication between the two areas of stunds

resulted in exceptionally underdevelopedcial theories about tourism interactions. Social scientists,
discourse analysts and linguists in genéiale, by largely ignoring tourism studies, made the field seem

unimportant (Jaworski and Pritchard, 2005).

Sincethemiem pcpn Q& X Y2NB NBASIF NOKSNAR KIF@FS o06S3dzy G2 LI & |
have been foundedThe Journal of Hospitalignd Tourism Management, Tourism and Hospitality

Researchand books have been written (Jaworski and Pritchard, 2005, Rojek and Urry, 8958 .who
researchinguistics and tourisradvocate using a variety of methqdscluding both qualitative and

guanttative approaches (Morgan and Bischoff, 2003). This is important if a complete picture of tourism
interactions and their effeston cultural hybridization is to be creatett.is of great interest to both

fields to have a variety of approaches used toduet tourism research

2.4 Communication

Communication is a fundamental aspect of tourism that has not yet been researched sufficiently. In
order to research communication and tourism, background about effective communication is needed so
that evaluatiors of interactions between tourists and touristaff can be made accurately. In order to

understand what qualifies as effective communication, it is first necessary to define communication.



G/ 2 YYdzy A @pracesby whickiinformation is exchangedasstn individuals through a common

system of symbols, signs, or behatior 6 a S\N@h3tdr, Y009).

When communication is defined simply as an exchange of information, many aspects of this complex
process are overlooked (Lane, 2000). $hertfall of theprevious definitionis that itonly mentions the

absolute minimum requiremerfor anything to be classified as communicati@ommunication is not
justtransferringinformation, but alsoéhow people use message to generate meanings within and
acrossvariou®2 Yy i SEGax OdzZ GdzNBa s OKLFyy St &5 iskthgdkchah§eRA | ¢ 6|
of information, for the purpose of creating meaning that is satisfactorily received and comprehended.

But how does one measure how effectively an individual achievegdail®

2.5 Communicative competence

Measuringhow effectivdy communicative goals are achielis the topic addressed by researchers in

GKS FASER 2F O02YYdzyAOlI GABS O2YLISGSYyOSd G/ 2YYdzy A OF
choose among available communicative behaviors in order that he (she) may successfully accomplish his
(her) own nterpersonal goals during an encounter while maintaining the face and line of his (her) fellow

AYGSNY Ollyda 6AGKAY GKS O2yadNYyAylGa 2F GKS aiddz d

When communicating, individuals attempt to achieve certain goals. These@uatenerally be
classified as self presentation goals, relational goals, or instrumental goals. Self presentation goals relate

to using communication in order to define oneself and control self presentation. Relational goals relate



to the management of rdationships with other individuals. And instrumental goals relate to the use of

power and intellect in communication to facilitate the completion of tasks (Lane, 2000). And in order to

I OKAS@S ye 2F GKSaS 3F2Ifa adS®dackieédcgrtinldveldfy a2 OA S

O02YLISGSYyOS Ay (GKS tFy3dzd IS FyR y2ytly3dd IS 65K

& Backlund, 1980)n other wordsan individuaimust have a minimum level of control over their use of

a language in order toommunicate in a way thatill effectively achieve their goals.

Whenever a language is used, two versions of the language are créadeglis the language that is
F2NY¥SR Ay I (cdgiStiNgversiond the AagigRage that is used in thetual performance
(behavioral version)When the language used is a second languaggjifferencebetween these twds
considerably more noticeable. In the past three decades, linguists have focused on the need to
understand the communicative abilitiegcessary to adequately function within society through the
control of these two versions. These abilities are kn@asrtommunicative competenc@Niemann &
Backlund, 1980ommunicative competence will play a significant role in tourism, especially witen t
non-native speakers of a language are ustras a means to communicat€his study will work to

Ay@SaiaAarisS tS@Sta 2F 02YYdzyAOFGA @S 02YLISGSyOS

2.6 Models and measures of Communicative competence

A few models have lan created in an attempt to measure the communicative competence of an
individual. These models seek to break down overall communication into components that can be more

easily defined and observed.

10
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Hocom /[ VIEES 9 {6FAyQs az2RSt

The most popular model o2cY Ydzy A OF G A @S O2YLISGSYyOS Aa /FylLtS g {¢
divided communicative competence into four categories: grammatical competence, discourse

competence, sociolinguistic competence and strategic competence. Grammatical competengesnvol

GKS aly26tSR3IS 2F ¢t SEAOIt AGSYa -ghagiRar emantdizinda 2F Y
phonology(Theory of language assessment, 2009) 9 a & Jsarirhatichl Eonpetence is the ability

to form individual sentencgcorrectly. Discourse@mpetence relates to the ability to connect sentences

and form meaningful strings of utterances. Sociolinguistic competence pertains to the knowledge of
a20ASGEHE I yR Odz Gdz2N¥ £ NdzZE Sa 2F € y3dza 3Sed ! yR aidNI
communication strategies that may be called into action to compensate for breakdowns in

O2YYdzyAOI GA2Y Rdz2S G2 LISNF2NXIYyOS @FNAIFofSa 2N RdzS

assessment, 2009). Together, these four aspects describe the skillscheecommunicate effectively.
2.6.2 TOEFL

One widely used measure of communicative competenddésTest of English as a Foreign Langoage
TOEFL. The TOHE$Lturrently required by more than@O collegesand universities through out the
world to determinethe English proficiency of applicants from RBnglish speaking countries (ETS,
2008).The TOEFLimportart in the field of second language testirajmdhas been continu}

improved since its development in 1963 (Hale, 198%e TOEREestsreading, listening, speaking and
writing skills. Additionally it tests the ability to integrate these skills togetiwaich creates a better

overall picture of the language skills of the t¢aker (Zareva, 2005)
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Because thistudy focuse®n verbal cormunication discussindnow the TCH-L evaluatesspoken
language is relevaniThe speaking rubric is based on thoeieria; delivery, language use and topic
development. The delivemyriterion takes into consideratiolevel of fluidity of expressignntonation,
and pronunciation of worsl The language criterigndges thdevel of vocabulary structure of
sentences The topic development criterictakes into consideration whether the response is well

developed, and on topi(ETS, 2008).

2.7 Conclusion

Hong Kong is an ideal location to perform a study about communication with tourists because the city is

very dependent on tourists, and relies on communication in multiple languages to communicate with

them. Three types of businessedere interactions wit tourists regularly occyare hotels, shops, and
museumsThese businesses aatsoculturally or economically important to Hong Komgcause they

fulfill these two criteriathesetypes ofbusinesses are appropriate locations to perform a tourism study
Performing such a study will help fill in therrent gap irlinguistic researchelatedto tourismand

leisurehyf @ Hody:: 2F |1 2y3 Y2y 3 NBAARS Y liowever, dSmolofa® y 3t A & K
Hong Kong residents do speak Englidansusnd Statistics Department, 2008his means that unique
interculturalinteractions occur in Hong Kong, and they should be studied so that they can be better

understood.
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3. Methods

In order to better uderstand how effectively tourisrstaff are able tacommunicaten English, we
conducted an ethnographic study to examine the English being ussthin the tourism industry
Investigating the degree of effectiveness of the communication that occurs between tourists and
tourismstaffwas a central goalf this project.In order to dothis, we adopted a model to record details
and observationgbout interactionsWhile many modelsould havebeenused toevaluatethe various
aspects of spoken interactionsiostmodels focus on the grammatical aspectspéech As we were

more interested in the general comprehensiveness of speech, we wanted to focus on the general
characteristics of the speech and behavior of the participaht® Y S & Q 3SP-&MKH-N4G thodel
focuses on these behavioral and commutiiga characteristics through the analysis of 7 components of
an interaction. Since our research will concentrate on the overall effectiveness of communication,

l 8YS&aQa Y2RSf A& GKS Y2a(d FLLINRBLINRAEFGS F2NJ 2dzNJ LIdzN.

Through theSP-E-A-K-I-N-Gmodel, Hymes (1974) investigates components of speechcactdzi G SNJ y OS &
GKFG a8NBS |+ Fdzy Qiharis/a Shegch 8@ 2008khgse Goinfohedty rélate to the
discourse and behavior observed, and the overall progress of the interactidk. EacS G G SNJ Ay & a LIS |

refers to one othe main components as follows:

Setting refers to the time and place of the interaction

Participantsrefers to the speaker and audience, where audience includes both individuals who are
addressed and those not addiesd but still listening

Ends refers to the goals and outcomes of the interaction which define the speech events

Act Sequenceefers to the procedure of the speech events within the interaction. This component will
focus on the presence of greeting, maindypand farewell.
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Keyrefers to the spirit, tone, and attitude of the speech events. In order to avoid imprecise
measurements, this was not recordedour study

Instrumentalitiesrefers to the level of formality implemented throughout the interaction &hd
languages used.

Normsrefers to the rules governing each speech event throughout the interaction and the different
characteristics that spur from behavior. This section will also be used to describe the overall
details of the interaction

Genrerefersto the type of interaction that took place according to the traditional characteristics
recognized in linguistics such as poem, myth, tale, lecture, commercial, editorial, form letter,
St OX

Key will not be recorded since recording tone and attitude arécdif to assessccurately. By focusing

on the other seven of these componentswidspossible to identify how the different language and

communication skills of tourisistaff affected the outcome of an interaction depending on the setting,

customers, laguages spoken by thgarticipants and so on.

All of these trends, and the rules governing the interactions, éebigentify the various intercultural

issues and what skills are necessary to overcome these obsthctasler to compare the various
tourismstaffacross the industry, iwasnecessary t@reate a standardized wayf measuring English

level. TheLevelof English rubric (see figurg, based on the TOEFL rubmas created for this purpose

The rubric is separated into four levels: excellgmbficient,weak andvery weakEnglish. When

analyzing the levels of English, five aspects for effective communication were closely observed. These
aspects were: vocabulary, pronunciation, grammatical accuracy, flow, and ability to engage in

meaningfulconversation. For more information s&égure 1

Excellent English (3) - virtually native level speaking ability, few errors that do not affect meaning

e Vocabulary:

0 Word choice is appropriat¥ocabulary does not limit conversation.
e Pronunciation:

o0 Pronunciation and intonation are correct for virtually all words.
e Grammatical accuracy:
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0 There are few grammatical errors. Errors that do occur are minor.
e Flow:
0 Speech isrelatively fluid, and has few disruptive pauses. Pauses or lapses in fluidity that do occur
are brief and cause minimal interruption to the conversation.

e Ability to engage in meaningful conversation:
o Clear, complete, atopic answers or explations are given.
o Clear, complete, atopic questions are asked.

Proficient English (2) -errors occur and are noticeable, but meaning can still be communicated although
it may take more effort
e Vocabulary:
o Word choice is mostly appropriatéocabulary is smewhat limiting to the conversation.
e Pronunciation:
0 Some pronunciation and intonation errors may occur; some repetition may be needed to clarify.
This causes some difficulty in understanding, but meaning can still be understood eventually.
e Grammatical accuracy:
0 Some grammatical errors may occur; some repetition may be needed to clarify. This causes some
difficulty in understanding, but meaning can still be understood eventually.
e Flow:
o Disruptive pauses or repetition of words may occur occasionally.may cause some
interruption to the conversation, but meaning can still be communicated.
e Ability to engage in meaningful conversation:
0 Answers and explanations are short and have little detail or may be incomplete or unclear.
0 Questions are simple andosh) or may be incomplete or unclear.

WeakEnglish (1) -errors cause difficulty in understand meaning, significant effort is required to
understand
e Vocabulary:
o Word choice in not appropriate frequent¥ocabulary is very limiting to the conversation.
e Pronunciation:
o Pronunciation and intonation errors occur frequently. This impedes the conversation, and makes
repetition necessary.
e Grammatical accuracy:
o Grammatical errors occur frequently. This impedes the conversation, and makes repetition
necessary.
o Flow:
0 Speech is choppy and words are often repeated. This causes significant difficulty in understanding.
e Ability to engage in meaningful conversation:
0 Most answers and explanations are very basic, incomplete, unclear, or entirely off topic.
0 Questions argery simple or are difficult to understand.

Very weakEnglish (0) -English is barely used
e Vocabulary:
o0 Word choice is not appropriate a majority of the time, if enough vocabulary is used to be able to
make a judgmen¥/ocabulary is extremely limiting tdve conversation, very few words are used.
e Pronunciation:
o Pronunciation and intonation errors occur consistently.
e Grammatical accuracy:
o0 Grammatical errors occur consistently, if enough speech is attempted to determine.
o Flow:
o0 Flow is non existent.
e Ability to engage in meaningful conversation:
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0 Most answers cannot be given
0 Questions are not asked.

Figurel: Levels of English

Alongwith English levels, the levef formality of each interaction waalso analyzed and rated in order
to compare formality to English levels. Toar aspects of formality that were observed wejeking,

degree of hondfics, percent of talk related to businesand use of slangr colloquial terns.

Formal (3):
e Joking
0 Thestaffdoes not make jokes withe customer
e Degree of honorifics:
0 Uses honorifics (sir, madam)
e Percent of talk related to business:
o All responses are related to business (~100%)
e Slang or colloquial terms
o No slangor colloguial terms are used
Semiformal (2):
e Joking
0 Thestaffmay make occasional jokes with the customer
e Degree of honorifics:
0 Occasional use of honorifics
e Percent of talk related to business:
0 Some responses may be unrelated to business (~75%)
e Slang or colloquial terms
0 Occasional use of slangs and colloquial terms
Informal (1):
e Joking
0 Thestafffrequently makes jokes with the customer
e Degree of honorifics:
o0 No use of honorifics
e Percent of talk related to business:
0 An equal number of responses are unrelated and related to business (~50%)
e Slang or colloquial terms
o Frequent use of slangs and colloquial terms

Figure2: Levels of Formality

16



As each interaction was observed, notes were taken about the types of responses and initiations each
tourism staff made during the course of the interaction. These interactions were classified into thirteen

categories, as described in Figure 3. This wa® @¢o that types of responses could be compared to

English level.
Greeting
e Opening of conversation
e Typically, OHell 06, 06Good morningé, O6How can | hel|

e Beginning a conversation with an inquiry about a topic is not considereeétangre

Farewell
e Ending of conversation
e Typically, 06Goodbyed, O6Thank youd, O6Have a nice da)

e Ending a conversation by answering a question or giving an explanation is not considered a farewell

Inquiry about
e First question about a topic

Clarifyin g questions
e Used to help fix gaps in understanding, clear up miscommunications, or to make questions clearer to the
person who they are being asked to
e May be a response to and incomplete, or unrelated answer (see below for definitions of these)

Follow-up questions
e Questions related to previous question asking for more detail
e NOT Used to help fix gaps in understanding, or to clear up miscommunications

Complete answer
e Answers the questions asked
e Provides more information than was explicitly requested

Basicanswer
e Answers the question asked
e Only provides information that was explicitly requested, no elaboration

Incomplete Answer
e Partially answers the question or the answer must be guessed at from the response
e Often followup or clarifying questions are nesztl

Unrelated answer
e Does not relate to the question asked
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No answer
e No attempt to give a response is given, either verbal or non verbal
e Trying to communicate a lack of understanding is classified as No answer

Non verbal response
e Response is given usimgdy language, such as pointing
e Response is given by showing written information, such as a map or brochure

Explanations
e Information given without a question being asked first
e NOT elaboration while answering a question.
e Independent, unrequested inforroati

Request for clarification
e Method for coping with lack of understanding
e Shows that the speaker has a complete enough understanding of English to articulate their confusion, and
ask for clarification

Figure3: Types ofnitiations and responses

The study focusd on three types of tourism businesses: hotels, shopping, and museums. For all three
types, observationsiere made in Hong Kong Island and Kowloonimdractionsincluded at least one
tourismstaffand at leasbne tourist or customewho is not an employee. All interactionsene

observed through natur@ticobservation and thereforeid not require informed consenilhe

procedure for making theseaturalisticobservations at each of these types of tourism hesses vaed

accordingo the type of business and the limitations that each different environnpeasented

3.1 Shoppindvethods

Participants

Fourteen (10 males; 4 females) shopping customer sestaféwere observed. Thessdaff members

were obseved in shops selling electronic goods and optical go@isstomer servicendividualsworking
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at large chain kectronic shopgFortress and CiticaNyere observed as well agustomer servicstaff
workingat smallerelectronics shopflocated at theWwanChai Computer Center and Mong Kok
Computer Centér In addition, we observed customer servitaffat 3 gotical shopglocated at

Harbour City, The Peninsula Arcade, and the International Finance Center (IFC) Mall

Design and Procedure

At each storefwo researchers entered the establishment togethetiag asfriends andunobtrusively

observed the same interactions for 30 minutes. Researchers tried to be inconspicuous by posing as

Odza 12 YSNAR &aK2LIIWAYy3a F2NJ §KS NIBAMNFSREASD Qi KLONR RedzCGiKA dii 2! 2
notes on each interaction observed, and the notes were organized in accordance with the modified S
EA-K-I-N-G model. In addition, the researchers observed the overall quality of the English being spoken,

took notes aboufeatures of the English being used, and transcribed quotes when possible. After the

30-minute observation was complete, the researchers initiated a conversation witkt#fltand asked

guestions about the products available in the stofdis was done toollect information about another

interaction, and get additional dialogue that was used to determineithie I |@v&l &2 English

It is important to note that the observatiorsf the interactions (between customér staff and
researcheg staff) focused on the proficiency of the English used by staff, not their ability to sell
their products. After the interactions, each researcher rated the overall English used staffeising

the levelof English rubric (sefeigure 1.1).

3.2 MuseumsMethods

Participants
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Six museums were observed, including five of the seven major museDmsSun YeSen Museum,

Museum of Art, Museum of History, Museum of Science, Museum of Space and one minor FMids2um
Museum of Tea Ware. All six museums visited duriegstiidy are run by the Leisure and Cultural

Services Department. In the end, seventeen interactions with museum employees (4 males; 13 females)
were observed. Within the museums, tour guides, front detsf, and guards were observed and

interacted with.

Design and Procedure

At each museum, one researcher observed interactions. The museums were each visited for two to
three hours, and English guided tours were taken at museums where these were avaitable.
researchestriedto be inconspicuouby actingasvisitors participating in the tour. Notes about each
interaction were taken and organized using the modifidéiSA-K-I-N-G method by the researcher.
After the interactions were over, an English level was assignedgta#flby the researcher, folleing

the guidelineof the levelof English rubric (seldgure 1.1). At each museure researcher also asked
the employees questions thatere used for English competence analysis. These questions related to
information that each individual would be liketo know depending on their position in the museum.
For example, guards were asked directions, and tour guides were asked informatiorspboitfic items
in the museumThis was done to avoi potentialerror of attributing a poorly worded or incomplet

response to English competency, whendtld have been dut the staff not knowing the answer.

3.3 HotelsMethods

Participants
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Forty one(33 males; 8 females) hospitalgyaff at nineteenhotels were observed. Within hotels, front
deskstaff, concigges, direction assistants, and food & beveragsfwere observed. And, a total of

thirty three interactions between tourists and hotel staff were observed. The nineteen hotels were
selected from the Lonely Planet: Hong Kong & Macau travel guide (2@i8kh organized these by

price and region of locationHotels were observed in two districts of Hong Koripwloon and Hong

Kong IslandIn the Kowloon rgion, ten hotels were visited.rOHong Kong Islanahine hotels were

visited. The observed hotels vad in the prices they charged for roonesght hotels were in Lonely
tfFyStiQa 26 LINR OS -rhlbe/andsx warditise highNds rardgy. Thé K& priceA R
range was HK$400 to HK$1400 per night, the mid range was from HK$1400 to Hkh2bb@ high

range was above HK$2500.

Design and Procedure

At each hotel, two to three researchers entered the establishment togethéng asfriends and

observed the same interactions for-@® minutes. Researchers tried to be inconspicuous by either
posing as a visitors waiting for someone in the lobby lounge, or by having arfbegderageat the

lobby café. Notes about each interaction were taken and organized using the modRi&eASK-I-N-G
method by each researcher. After the interactiongled, an English level was assigned tetalif by

each researcher, following the guidelines of theelof English rubric (see figure 1.1). At the end of this
time frame, the researchers askeither the concierge or a front desitaff questionsabout the number

of languages spoken at the hotel and the kinds of customers that regstaghatthe hotel. This data

was collected so that possible correlations betweeite range, target audience, andmber of

languages spokeat the hotel could benalyzed
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4. Results

The overall goal of this study was to describe how spoken English varies though out the tourism industry
in Hong Kong. English level and level of formality were compared to the price range, position of tourism
staff, location, and théype of tourism business to determine which variables had significant

relationships.

Reliability
As most interactions were observed by two or more researchers, multiple English levels were given for
each interaction. After the researchers discusseddbgils gathered from the modified BEA-K-I-N-G

model, a final English level was awarded, which is recorded in all interactions within Appendix C.

A reliability analysis was run between the scores of all researchers who were present at the interaction
in order to reassure the standardization of the English levels.

Researcher 1: Kevin Yee
Researcher 2: James Tsai
Researcher 3: Francisco Diaz
Researcher 4: Lindy Bowen

Tablel: Reliability Analysis for Researcher 1 vs. Resea®cher

Case Processing Summary

N %
Cases Valid 39 46.4
Excluded? 45 53.6
Total 84 100.0

a. Listwise deletion based on all
variables in the procedure.
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I OO2NRAY3 (2 GKS NBtALFLoAtAGE

assure the compatibility of the English Levels rubric.

Table2: Reliability Analysis for Researcher 1 vs. Researcher 3

Case Processing Summary

N %
Cases Valid 10 11.9
Excluded? 74 88.1
Total 84 100.0

a. Listwise deletion based on all
variables in the procedure.

l OO2NRAY3 G2 GKS NBtAFIOAfAGER

assure the compatibility of the English Levels rubric.

Table3: Reliability Analysis for Researcher 2 vs. Researcher 3

Case Processing Summary

N %
Cases Valid 13 15.5
Excluded? 71 84.5
Total 84 100.0

a. Listwise deletion based on all
variables in the procedure.

I O0O2NRAY3 (2 GKS NBfAFOAfAGE

assure the compatibility of the English Levels rubric.
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Table4: Reliability Analysis for Researcher 2 vs. Researcher 4

Case Processing Summary

N %
Cases Valid 4 4.8
Excluded? 80 95.2
Total 84 100.0

a. Listwise deletion based on all
variables in the procedure.

l OO2NRAY3 G2 GKS NBfAlO

assure the compatibility of the English Levels rubric.

Table5: Reliability Analysis for Researcher 3 vs. Researcher 4

Case Processing Summary

N %
Cases Valid 12 14.3
Excluded? 72 85.7
Total 84 100.0

a. Listwise deletion based on all
variables in the procedure.

Il O0O2NRAY3 (2 GKS NBfAFOAfAGE

assure the compatibility of the English Levels rubric.

G

S

a

l.:.l

Ndzy Ay {t{{=2

Ndzy Ay {t{{zZ

Since Researchers 1 and 4 did not observe any interactions together, there is no data sdtesses

scores awarded between the two researchers.
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English LevelndPrice Range

In order to examine if the price range of a hotel influenced the level of English spoken by the staff, we
conducted a onavay ANOVA. The results showed ttfad price range of the hotdiad a significant
influenceon the English level2, 45)= 5.64 p = 0.01 More specificallyan LSD podtoc analysis

showed thatstaff at low price range hotel® = 0.8, SD=0.29) spoke with a loweEnglish level thaat

mid price range hotel@M =2.13 SD= 0.2), t(45) = 3.23p = 0.00. Also, staff at low price range hotels

(M = 0.8, SD=0.29 spoke with a loweEnglish levethan staff at high price range hotgllsl = 1.83 SD

= 0.25,t(45) = 2.56p = 0.01 Thedifference in English level between the mid and high price range

hotels was not statistically significapt= 43. These results suggest that overall a lower level of English is
more likely to be spoken at lower price range hotels.

Table6: Means and Standard Deviations English Level Vs Price Range

Price Range | n Mean Standard Deviation
Low 14 0.86 0.95
Mid 16 213 0.89
High 18 1.83 1.30
Total | 48 1.65 1.18

Englishevel VS Positions

In order to examine if theosition of anemployee influenced théevel of Englishe or shespoke we
conducted a onavay ANOVA. The results showed tifa positionshad a significaninfluenceon the
English levek (6, 76) =4.31, p =0.001. For more specific information about which positioohad
statistically significant different average English levaatsLSD posgtoc analysis showedahich positions

had significantly different mean English levels. See table 3 for the results of thisquanhalysis.

25



Table7: Means and Standard Deviations English Level Vs Position

Position n Mean Standard Deviation
Concierge 10 2.00 0.94
Direction Assistant 11 0.45 0.69
Doorman 5 1.60 1.14
Front Desk 21 2.10 1.14
RestauranStaff 5 0.60 0.89
SalesAssistant 26 1.62 1.24
Tour Guide 5 2.40 0.55
Total | 83 1.61 1.19
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Table8: Comparison of the mean English level for different positions of staff

Dependent variahle: Englizh Level {0 = Minimal, 1 = Simple, 2 = Proficient, 3 = Excellent )

LED

(1 Position [ 1 = () Postion (1 =

Concierge, 2 = Direction Concierge, 2 = Direction tean

Azziztant, 5 = Doarman, Az=iztant, 5 = Doarman, Difference 95% Confidence Interval

i= 'I:r':""t EE'ESK- 5= i= 'I:r':"-'t [?E’Sk- 5= {1-J3 Std. Errar Sig. Lowver Bound | Upper Bound

Concierge Direction Assistant 1.55* ABE any| B2 247
Doorman A0 584 435 -76 1.56
Front Desk -10 409 i -9 F2
Restaurant Professional 1.40% 584 19 24 256
Sales 38 396 335 -4 117
Tour Guide =40 S54 495 -1.56 TE

Direction Assistant Concierge -1.55* ABE any| -2.47 - B2
Doorman -1.15* A75 nso -2.29 .00
Front Desk -1 B4 a7 oon -243 -85
Restaurant Professional -15 Aa75 801 -1.29 1.00
Sales -1.16* 383 o3 -1.92 =40
Tour Guide -1 .95+ 75 0o -3.09 -.80

Dioarman Concierge -40 sa4 495 -1.56 76
Direction Azsistant 1.15% A5 a0 aa 229
Front Desk -.50 530 353 -1.55 S
Restaurant Professional 1.00 B7d 42 -34 234
Sales -0z 20 a7e -1.05 1.02
Tour Guide - 80 674 234 -214 a4

Front Desk Concierge A0 409 ;T -72 kil
Direction Azsistant 1.64* 397 oon 85 243
Dioorman A0 430 2353 - 56 1.55
Restaurant Professional 1.50* A30 D0g 44 253
Sales A5 3 A29 -4 1.10
Tour Guide -.30 30 67 -1.36 73

Restaurant Professional Concierge -1.40* sa4 ma -2.56 -.24
Direction Azsistant A5 75 801 -1.00 1.29
Dioorman -1.00 E74 142 -2.34 34
Front Desk -1 .50* 30 D0g -2.55 -.44
Sales -1.02 S20 055 -2.05 .z
Tour Guide -1 .80* 674 004 -3.14 - 46

Sales Concierge -8 396 35 147 H
Direction Azsistant 1.16* 353 o3 A0 1.82
Dioorman nz A20 A7E -1.02 1.05
Front Desk =45 A3 124 -1.10 14
Restaurant Professional 1.02 A20 55 -0z 205
Tour Guide -75 AS20 36 -1.52 23

Tour Guide Concierge 40 S84 495 -7E 1.56
Direction Assistant 1.85* a7 0o a0 3.09
Dioorman a0 E74 239 -54 214
Front Desk 30 a0 BE7 -75 1.36
Restaurant Professionsl 1.80* E74 0og AR 314
Sales i 20 56 -25 1.82

Bazed on observed means.
*. The mean difference iz significant at the 035 level.
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English Level VS Branches

In order to examine if théranches of the tourism industipfluenced the level of English spoken by the
staff, we conducted a on&vay ANOVA. The results showed that the branches of the tourism industry

did not have a significaninfluenceon the English level;(2,80) =0.16, p = 086.

Table9: Means and Standard Deviations EnglesielVs Branch

Formality n Mean Standard Deviation
Hotels 48 1.65 1.18
Museums 17 1.47 1.18
Shops 18 1.67 1.28
Total | 83 1.61 1.19

English Level VS Locations

In order to examine if théocationsbetween Hong Kong Island and Kowlaofiuenced the level of
English spoken by tretaff, we conducted a onevay ANOVA. The results showed that libeationsof
Hong Kong Island and Kowlodial not have a significaninfluenceon the English levek (1, 81) =3.04 p

=085

Tablel0: Means and Standard Deviations English Level Vs Locations

Location n Mean Standard Deviation
Kowloon 46 1.41 1.28
Hong Kong Island 37 1.86 1.03

Total | 83 1.61 1.19
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English Level VS Formality

In order to examine if th&ormality of the interactionnfluenced the level of English spoken by #taff,
we conducted a onavay ANOVA. The results showed that fhermality of the interactiomlid not have

asignificant influence on the English leve{1F59) =3.47, p = 007

Table11l: Means and Standard Deviations English Level Vs Formality

Formality n Mean Standard Deviation
Informal 0 0.00 0.00
Semiformal 23 2.43 0.79
Formality 38 2.05 0.77
Total | 61 2.2 0.79

Formality VS English Level

In order to examine if th&nglish levahfluenced the levebf Formality we conducted a ongvay
ANOVA. Theesults showed thathe English level of a staffid nothave an overallsignificantinfluence
on the Formality of the interactionF (2, 58 =2.65 p = 0.8. However when looking nore specifically
an LSD podtoc analysis showestaff with Excellent EngligM =2.46 SD=0.51) are, on average, less
formal than staff withProficient EngliskM =2.76, SD= 044),t (58) =2.14, p = 004. These results

suggest thastaff with excellent English tend to speak less folythlan staff with proficient English.

Tablel2 Means and Standard Deviations Formality Vs English level

Formality n Mean Standard Deviation
Weak 14 2.71 0.47
Proficient 21 2.76 0.44
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Excellent

Total

26

61

2.46

2.62

0.51

0.49

Formality V3. ocations

In order to examine if the locatiored Hong Kong Island and Kowloon influenced the level of Formality,

we conducted a onavay ANOVA. The results showed that the locatmiitsong Kong Island and

Kowloon dd not have a significant influence on the Formality(1, 59) =0.24, p= 063

Table13: Means and Standard Deviations Formality Vs Location

Location n Mean Standard Deviation
Kowloon 29 2.66 0.48
Hong Kong Island 32 2.59 0.50

Total 61 2.62 0.49

Formality VS Price Range

In order to examine if the price range of a hotel influenced the level of Formality, we conducted a one

way ANOVA. The results showed that the price range of the Hiotalot have a significant influence on

the Formality F(2,33) =1.24, p= 030.

Tablel4: Means and Standard Deviations Formality Vs Price Range

30

Formality n Mean Standard Deviation
Hotels 8 2.88 0.35
Museums 15 2.67 0.49
Shops 13 2.54 0.52




Total 36 2.67 0.48

Formality VS Positions

In order to examine if the position of an employee influenced the levEbomalityhe or she spoke, we
conducted a onavay ANOVA. The results showed that the posititidsiot havea significant influence
on the Formalitylevel,F(6,54) =1.13 p=0.36

Table15: Means and Standard Deviations Formality Vs Position

Position n Mean Standard Deviation
Concierge 9 2.670 0.50
Direction Assistant 4 3.000 0.00
Doorman 4 2.750 0.50
Front Desk 18 2.560 0.51
Restaurant Staff 2 3.000 0.00
Sales Assistant 19 2.470 0.51
Tour Guide 5 2.800 0.45
Total 61 2.620 0.49
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5. Discussion

5.1 Description of Job Positions and English Levels

Upon the completion of the naturalistic observations, genemhmunicative patterns different tourism
staff positions were identified. These descriptions focus on the similarities found between interactions
where the participats hdd similar positionsAlthough responsibilities varietepending on the setting
hotel, shops and museums, the communicative skills required by these individuaése generally
consistent. Weonly observed individuals that personally interacted with customers on a daily basis as
part of their usual job responsibilities, because tharg part of the daily service the tourism industry

provides.

Concierge

The role of the concierge in the tourism industry is to provide customers with information about local
attractions, goods and services. The concierge acts as the link between the cuatmhhecal

businesses. Since thissponsibilityrequires a high level of language competenmoestconciergesad
either proficientor excellent English levels3&excellent; 44% proficieptand all of them claimetb

speaka minimum of three languagédge.: English, Cantonese, and Mandarin) as seen in Table 1.

Tablel6: Concierges: English level, formality, and number of languages spoken
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. English Languages
Hotel Formality g guag
Level Spoken
Royal Plaza Hotel 3 0 3
Stanford Hotel 3 1 3
Central Park Hotel 3 2 3




Newton Hotel Hong Kong

3 2 3
Sheraton Hong Kong Hotel 3 2 3
South Pacific Hotel 3 2 3
Island Shangiia Hong Kong 2 3 4
Park Hotel 2 3 3
Peninsula 2 3 4

Concierges had a mean Engliskelof 2.00. This English level allowed concierges to understand
OdzaG2YSNRAQ ljdzSadAz2ya yR NBIldsSaidia FyR I yagSNBR adz
basic answers. Concierges with excellent English used the language more freely by making small talk and
jokes,and generallynteracting in a serdiormal manner irall three interactions observed. Concierges

with lower English levelsiteracted in a formal, businessiented, manner as seen in Table 1. Out of the
10observed interactions, concierges greetastmmersd0%of the time and said goodbye 0 of the

time. Since concierges will most likely be appraathby customers seeking information, efficient

communication skills are necessary to provide a high standard of service.

Direction Assistant

Cther tourism staff, such as direction assistamtday more basic information to customers. Direction
assistants are individuals that are present in public areas within tourism businesses in order to assist
customers with directions and general questions, mamtader in these public areas, and in some
cases are also security personnel. It was found thetommunication skills of direction assistants are

lower than those of other tourism staff.
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In fact, spoken language was used in only 26.67% of the intengalvith direction assistantés a

result, he mean English lev@r direction assistants was 0.4Birection assistants skipped greetings

and farewells 81.81% and 63.64% of the time, respectively, and tended to keep their spoken interactions
concise. t the interactions observeavhere customers seemed to be looking for something or in need

of something, direction assistants tended to approach customers to offer help. These interactions were
often initiated through eye contact or other nererbal acknowedgement. Unlike concierges, directions
assistants generally had limited knowledge of business outside of their place of employment. Direction
assistants were generally found to act as quick sources of information for basic knowledge about the

tourism busnesses theyvorked for.

Doorman

The doormen, as inferred from their title, are responsible for opewiogrsfor customers entering and
exiting a business and helping them with luggage. Communication skills of doormen were found to be
similar to those of direction assistanihe four doormen observed had a mean Endbsielof 1.60.
Because of the small sampize of interactions with doormen (n=5), more detailed communicative
patterns could not be identified. This is because doormen tended not to approach customers, unless
they arrived in a vehicle to the location. As a result, direction assistants areagf@oached instead of

doormen. This led to a low number of interactions with doormen.

Front Desk

One of the most important positions in the tourism industry is the front desk staff. A member of the
front desk staff is the first employesecustomer wilinteract with as they enter the business and buy
tickets for a museum or check into a hotel. Often the front desk staff is the only employee of a business

a customer will interact withand the impression they make on the customer represents the busirgess a
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a whole. Front desk staiff expected to handle payments from customers, give information, and
generally help customers as best they can. Effective communication skilleeded tosuccessfully
fulfill these responsibilities, and the interactions obged demonstratedhat front desk staff generally
did have the higher levels of English needgd seen in TablE, more than halfbf the Front desk staff

observed had an excellent English leagld the mean English level fapoht desk staff is 2.10.

Tablel7: Front Desk: Formality and level of English

English
Hotel Formality
Level

New Kings Hotel N/A
Royal Plaza Hotel N/A
Dorsett Seaview Hotel
Express by Holiday Inn
Stanford Hotel

South Pacific Hotel

Hotel InterContinental
Wesley Hong Kong Hotel
Central Park Hotel

Empire Hotel

Four Seasons Hotel
Langham Place Hotel
Marco Polo Hong Kong Hot
Peninsula Hotel

Central Park Hotel
Langham Place Hotel

Mandarin Oriental

W W W W N N N N NN WODN W W w w
W W W W W W W w w w N NN PP P O O

Peninsula Hotel
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In the 21 front desk interactions observdwlf of the staff communicated in a formal, busines$ented
manner, ensuring that the customer was satisfied and received the high standard service that was
expected. On the other hand, 39% of the front desk staff, who in general spoke with higher levels of
English (all excellent, except for one), used small talk and their sense of humor to make the customers
feel at home and more comfortable with the staff. Front desk staff individuald giesetings and

farewells 71.43% and 76.20% of the time, respectialgddition, they answereduestionssuccessfully
75% of the time through complete and basic answErsnt desk staffnembers arean essential

component of the tourism industrylheir employers depend on their communication skills to réhey

busnesse® YA aaA2y leghtnurictiNgeRicieStis with customers.

Restaurant Staff

Restaurant staff is in charge of providing food and bevestmeustomers, and were observed in cafes

and restaurants in hoteldn three of the five interactions, a Bbwho spoke with a very weak level of

English was observed. The host used-merbal communication and eye contact to communicate with

the customers. The other two observations included a waiter whose English level was weak and a buffet
host who spoke prficiently. Due to the low number of interactions, no general patterns were

discovered.

Sales

Another important job position in the tourism industry is the sales assistant. Shopping is one of the key
attractions in Hong Kong, and requires communication with customers in order to keep the business

running.In the 26 interactionsobserved the mean Rglishlevelwas 1.62.
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Tablel8: Sales Assistants: formality and English level

Venue Formality = English Level

Hong Kong Museum of Space
Hong Kong Museum of Space
Bank Center Mall Electronics
Chung Yuen Electronics
Chung Yuen Electronics
Comdex Computer

Hong Kong Museum of Science
B-Tech Systems Ltd.
Foresoon Engineering Co. Ltd
Fortress

Dr. Sun YaBen Museum
Broadway

Chung Yuen Electronics

Dr. Sun YaBen Museum
HongKong Museum of History
Foresoon Engineering Co. Ltd
Comdex Computer

Leo Optic

Victoria Optical

Victoria Optical

Hong Kong Museum of Art
Museum of Tea Ware
Eyedontist

Victoria Optical

W W W W W W W W W NN NN NMNMNDNMNDNNPFP PP PP OO O o o o

W W W W W NN NN NN DN W W w NN WO NN DNDNDNDDN

Victoria Optical

Atrend was observed between the locations of the shops and English &wvaps present in high end

locations such as Harbour City, the IFC mall, and the Peninsula Arcade, used an excellent level of English,
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while shops outside of these high end locatipsigch as the Wan Chai and Mong Kok computer centers,
did not. Formality levels variemmongthe sales assistasf Y2 &40 2FGSy RSLISYRAYy 3
attitude. Regardless of their English level, in 84.62% of interactions observed sales assistaetzgsere

to help and used whatever communicative skills they had to assist customers. This clearly shows that,
although sales assistants have a lower average English level than some other positions within the
tourism industry; they put forth considerable effdo achieve the most effective communication

possible.

Tour guides

The last position that was observed was the tour guide. Since only 2 museums that were visited offered
guidedtours,only5 interactions with 4 different tour guidesere observed. Alldur guides had either a
proficient or excellent level of Englislthich was necessary to communicatiectivelywith tour

members. Since there was a small sample size of interactions, tours were different lengths ahtime,
each tour guide had signifcantly differentstyle of leading the tourno consistent patterns were

observed.

5.2English andPrice Range

A clear relationship was discovered between the Endgigél of tourismstaff membersand the price
range of the hotels where they worked. Esblievels in low price range hotels are significantly lower
that those in both mid and high price range hotels. Lower priced hotels focus on offering

accommodation to those with a tighter budg&ossibly becaughey do not stress maintaining a high
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standard of service, lower communication skills are comrirolow price range hotets ¢ KS LIN2 S ND ¢

3SG 6KFEG @2dz LIFe F2NE Aada | y20KSNI gl & 2F SELXIAYAY

On the other hand, high price range hotels not only focus on offeringdiagsaccommaodation with

f dzEdzNE 2LJiA2yas odzi fa2 2FFSNAYy3I I KAIK adl yRINR
companies continue to elevate their standards in order to give their customers the best service possible.
Through higher standards ofrs#ce, hotels build a base of loyal customers who stay at the hotel when

in Hong Kong. Most employees at these venues are required to possess higher levels of English than

those in low price range hotels. The difference between the-higige and lowrangeK 2 6 St 4 Q YA & a A 2

and goals accounts for the significant difference in their English levels.

Interestingly, the miglange and highiange hotels do not significantly differ in their English levels. This
implies that, although the prices are different footh of these hotels, the standard of service is no
different. High price range hotels provide facilities, luxuries, and benefits that mid price range hotels do
not offer, which is ongossiblereasonwhy customers will pay a higher price. Mid price ratgeels

receive customers that are still paying a substantial amoamd therefore expect these high standards.

In order to meet these, midange hotels must match, if not surpass, the English levels of theraige

hotels in order to compete witthesemore luxurious competitors.
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5.3 Level of English and Types of Responses and Initiations

As seen iffable 14below,trends were seen when the total number of each type of response and
initiation wastabulated for staff at each English leviébr detait about classifications of types of
initiations and responses, see Figure 3 on pl&7or this project, incomplete, unrelated, and no

yagSNI NBalLlyasSa FNBE O2YyaARSNBR dzyadzO0S&afTdzZ = 0SSO

Those with a very wedknglish level tended to use neerbal responses mosften, 44.4% of the time.
They alsdad slightly more no answer responses than any other level of Enyliskverbal responses

may successfully answer a question, but they do not demonstrate aluilgpdak EnglisiStaff with very
weak English levels did not use any complete answihen they did answer both verbally and
successfullythey used basic answer®verall this shows that staff classified as having very weak English
skills tend not to spak in English, and when they dbey are more likely to answer unsuccessfully than

other levels of English.

Staff who had a weak English lesabwered questions verbally and successfully 55% of the time. Most
of these answers were basic answers, whitbve that, although the employee could answer a question,
they tended to answer only exactly what they were asked without any elaborafien.responses from
those with weak English levels were complete answers, but these only represented 6.5% of total
responses.Those with weak English levélad fewer norverbal responses than those with very weak

English levels, showing that there is a difference in ability to respond verbally.

Employees with proficient English levels respond with complete arssaleiog one quarter of the time,

and almost half the time with basic answers. These staff members did respond with incomplete,
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unrelated or norverbal answers a total of 15.7% of the time, which shows that they do have some
trouble speaking English. However, yhalso offered explanations 13.7% of the time and complete
answers 21.6% of the tim®oth types of responses show that they understand what the customer

needs, and are able to give information without being askedit fepecifically.

Those with egellent Englislused explanations, complete answers, and basic answers a total of 96.6% of
the time. Staffvho speak with aexcellentEnglisHevel are the only group who give more complete
answers than basic answers. These individuals are consistetglyoadnswer questiongften give

more information they are specifically asked foy elaboratingvith complete answers or explanations.

Tablel9: English level and Types of responses and initiations used

English Level Very Weak Weak Proficient Excellent Total
Complete 0 0 2 6.5 11 216 23 39.0 36
Basic 4 22.2 15 48.4 25 49.0 21 35.6 65
Incomplete 2 11.1 1 3.2 3 5.9 0 0 6
Unrelated 0 0 3 9.7 2 3.9 1 1.7 6
Noanswer 3 16.7 2 6.4 0 0 0 0 5
Non-verbal 8 44.4 2 6.4 3 59 1 1.7 14
Explanation 1 5.6 6 19.4 7 137 13 22.0 27
Total 18 100 31 100 51 100 59 100 159
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5.4 Limitations

One limitation of this study wathat for four of the six museums visited, only one group member made
observations. This decreased the reliability for these interactions. However, effort was made to ensure
all group members were as consistent as possible in grading interactions by satinclear standards

and by discussing interactions that all group members observed to help calibrate standards.

Another limitation was thathe background noise levethiring some of the interactions ipaired the
NBaSI NOKSNBQ | ook hetwéed tourigts arkdSdurlsistaffyGererslly abise levadsues

could be managed by visiting the site at times when the businad$ewer customers and by gathering
observations over a longer period of timEhe researchers also initiated conversagsadhemselves,

when noise level made observing interactions infeasible. These interactions have the limitation that the
researchers were not blind to the research topic; however they did provide many valuable examples of

speech from tourisnstaff.

When mtential sites for observations were contacted, all sites refused to consider allowing voice
recording. Voice recordings would have allowed for transcriptions that could have been used for a more
in depth analysis. However, notes were taken on interactiansl some examples of utterances were

included in these notes.

5.5 Recommendations for Future research

Data collection for this study was limited because only natural observation could be used, and audio
recording was not possible. It would be usef@ fiuture study could audio record interactions between

tourists and tourisnstaff, transcribe the interactions, and analyze the transcriptions. This would allow
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researchers to investigate aspects of speech with more detail and identify specific chatasterf

speech that either help or hinder communication.

While performing observations ane of the shopsone researcher spoke with an employee about the
0dzaAySaaQa Odzi (TReeldplyed Epaitell D ahé hdpthebetare two sales

strategies, one for Eastern customers and one for Western customers. When an Eastern customer
enters the store, an employee must approach the customer immediately and stay with the customer for
the entire time that the customer stays in the store. Multipldes associates may assist an Eastern
customer at the same time. When a Western customer enters the business, only one sales associate
may speak with the customer for the entire time the customer spends in the store. The sales associate
must greet a Wester customer and offer help, and then let the customer browse without assistance,

unless he or she requests help.

The owner othe shopbelieves that because the expectations of Eastern and Western customers are
very different, they should be treated differently. Research should be done to determine if other
businesses use a similar strategy. Additionally, research should be done tmawetéf treating these

two groups of customers differently is an effective sales stratBggearchinvestigating crossultural
differences in self identification shows that Easterners and Westerners perceived themselves differently
(Murphy-Berman and Banan, 2001) However, research has not investigated if this difference in self
identification applies to preferences in sales situations; therefore, future research could examine this

phenomenon.
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Previous studies (Valer&arces, 2007) show that mediaspindividuals who acts as a link between

parties, have an effect on communication and negotiations, even when they are expected to be
impartial. Through our observations, we did observe a few instances wisalesperson and

customer spoke to eaabther through a mediatar In interactions where a mediator facilitated
communication, the sales person had to convince the mediator of the sale before the customer could be
convinced. This meant that the sales person had to sell to the mediator, nottistomer. Although a
complete study of what sales strategies are most effective in situations where a mediator translates for
a tourist would be helpful to determine how sales associates can most effectively make sales in
mediated tourism interactions, sh studies have not yet been performed. Research about this subject

would be valuable for the tourism industry, and should be examined.

5.6 Conclusion

As the number of tourists around the world continues to rise, intercultural interactions are becoming

more common than ever before. Tourism in Hong Kong, one of the pillars of Hon@ lkoagomy, is a

clear demonstration of this. With English, Cantonese, and Mandarin speaking residents, Hong Kong is an
attractive destination for touristfrom around the wald. English specifically has become a primary
language used famommunicatiorbetween customesand tourism staff. The communicative

competence of the tourism staff has become a crucial component in determining the success of these

interactions and in thend affectsthe tourism industry itself.

After observing 84 interactions between customers and tourism staffieasure these communicat

skills, descriptions and trends about certain aspects of the tourism industry in Hong Kong were

44



discovered. Englmslevels of tourism staff were found to be significantly different between the low price
range hotels and the mid and high price range hotatglligh levels also varied depending on the
responsibilitief differentjob positiors. Each individual workinigp the tourism industryused different
strategies according to tiilecommunication skills and responsibilities. In the end, descriptions
discovered some of the developments and underdevelopments of the tourism industrgnaging

intercultural barriers.
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Appendix A: Sponsor Organization

Oursponsorthel 2y 3 Y2y 3 t2f 0SOKYAO | yAOGSNERAGEQA 9y 3IfAaK
seeksdto provide Applied English Language Studies to meesthiéneeds of the Hong Kong people.

(The Departmentof Eigh a KX HAany0€é® ¢KS 9y 3IfA&aK 5SLI NIYSyd 3§,
communication is very important for all HKPU students, and seeks to help students develop the English

skills necessary for students to succeed both at HKPU and in their lives aftensiipiv

With over 1000 academic and research staff, and 28090 students, Hong Kong Polytechnic University is
one of the largest government funded institutions in Hong Kong. Within the Department of English,
there are 22 academic staff, 12 research stafigd 13 support staff. The academic staff includes the

Head Department of English, professors, associate professors, assistant professors, lecturers, language

instructors, and visiting lecturers.

Winnie Cheng iaprofessor inthe HKPLENglish Departmenwho guided us during the research period

of our project She is the Director dhe ResearciCentre for Professional Communication in English, the
mission of the research centre Lo pursue applied research acohsultancyso as to éepen our
understanding of professional communication in English and better serve the communication needs of
professional communitiés Prof. Cheng is interested in discourse analysis and communicative

competence, subjects that are both related to our jet work.
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The most recent paper writteby Prof. Chengwas writtenin 2008 and was titledDiscourse process
and products: Land surveyors in Hong Konthis papeanalyzedwritten and spoken language used in
a land surveying office in Hong Kor8healsowrote a bookdntercultural Conversatiahin 2003. This
book is a study of naturalgccurring English conversations between Hong Kong Chinese and their
native English friends and colleaguemtributed new informationto researchon interculturd

communication

Appendix B: Cost Benefit Analysis

The primary costs associated with this projegre not costs that can be measured monetariljhe

amount of the time thatvasspenton this researctwas the most major cost of this project. We wetk

with Prof. Winnie Cheng of the Hong Kong Polytechnic University, and Prof. Stanley Selkow and Prof.
Jeanine Skorinko of Worcester Polytechnic Institute and the use of their time and our time were the
most significant costs associated with this proj&xther minor costs associated with this project

included the cost ofoffice spaceany supplies necessargnd the cost of transportatiomhis project had
essentially no cost to any of the tourisstaff observed, as they were unaware of their participation i

the study.

Themajor benefit to this projectvasthat it allowedthe academic world in general and Hong Kong
Polytechnic University in particular to have a more complete understanding of communication in Hong
Kong. This project aéd more information tothe knowledge base the researchers of intercultural
communication hae at their disposal. This may assist in advancing theories about communication
between Hong Kong residents and tourists to the area specifically and about communication between

people ofdifferent cultures in general.
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Appendix C: Complete Interaction Records

11 1= PP 49
Central Park Hotel (Central).........oooeiiiiiiii e 49
Dorsett Seaview Hotel (Yau Ma TeI).......cooiiiiiiiiiiiiieee ettt e eee 53
Empire HOtel (Wan Chal)...........iiiieeiiieii e ee e ettt e e e 57
Express by Holiday Inn (CauSEWaY Bay)........ccooeeiiiiiiiie e eee e 6l
Four Seasons Hotel (CENMIAL)..........oouuiieiiieee e e e enn s 63
Hotel InterContinental Hong Kong (TSIM Sha TSUL......coviieeiiiiiiiiiee e 67
Island Shangilia Hong Kong (AdMITalty).......ccoeereiiiuiiiieee e 69
Langham Place Hotel (MONG KOK)..... ... 71
Mandarin Oriental (Central).............cooiiiiieeiiiieie e eee e eeeeeeennnieen e eeeen A D
New Kings HOtel (YaU Ma TEI)......ccoiiiiieiiiiiiii ettt eenn s 79
Newton Hotel Hong Kong (FOrtress Hill)............uuiiiii e 80
Park Hotel (TSIM SNA TSULL....ceiiiieetiiitiie s eee ettt ettt e e e e e e mmm e e e e e eees 81
Peninsula Hong Kong (TSIM SN& TISUL)......uuuuie oottt eee et e e e e eeenneees 33
Sheraton Hong Kong HOMEISIM SNa TSUL ......iiiiiiiiieiiiiiiieee ettt 90
South Pacific Hotel (Wan ChRai).........cooiiiiiiiiiiieee et enn s 93
Sanford Hotel (MONG KOK).........uuiuii e e e et e e e e e e e e e eeennne 98
Royal Plaza Hotel (MONGKOK).........oouiiiiiiii e enn s 100
Wesley Hong Kong Hotel (Wan Chai)............iiiioiiieeii e 103

[ = Tox 10T YT g o] o =N 105
Bank Center Mall Electronics (MONG KOK)...........uoiiiiiiiiiiieeeie e 105
Broadway (CauSEWAY Bay)........c.uuiiiiiiiiiii et e e 106
B-Tech 8stems Ltd. (Wan Chai)..........coooiiiiiiiiicii e eea s 107
Chung Yuen Electronics (MoNg KOK)........oouuuiiiiii et eat e e e ear e e e e 108
Chung Yuen Electronics (CauSEWay Bay)..........uuoiiiiiiuiieeeiiiieeee e ee e enea e e et eeenenns 110
Comdex Computer (Wan Chal)..........coooiiiiiiiii e e e e een s 112
Foresoon Engineering Co. Ltd (Wan Chal).........c..cooviiiiiieii e 115
FOrtress (CaUSEWAY BaY).......coieiiiiiiiii e iicee e e e e e e e e s e e e et e e e e e et e e e s mn e e e eataneeees 118

(@01 Lor= ] 1] o 1= 119
Eyedontist (CAUSEWAY BaY).......ccouuuiiii i ceeii e e e ettt e e e e e et e e e e et s e e e e e taenearna s 119
Yo @ ol (@11 o1 (=) PN 120
Victoria Optical (TSIM SNa TSU)....eeuuuiiiiiiiii e e e et e e e e e e e e a e e ena s 121

Y TU =T [ PO 128
Dr. Sun YeBen Museum (MHIBVEIS).........coooiiiiii et 128
Hong Kong Museum of History (HUNG HOM)..........ccoooiiiiiiii e e, 130
Hong Kong Museum of Science (HUNG HOM)........cooiiiiiii e 136
Hong Kong Museum of Space (TSIm Sha . TSUI)......c.oiiiiiiiiiiieeeiie e 138
Hong Kong Museum of Art (TSIM Sha TSULD........cooviiiiiiiiiceeeien e ee e 141
Museum of Tea Ware (AdMiIralty)......c.cooeuiiii et e e e e a e 145
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Hotels

Central Park Hotel (Central)

Interaction #H1
Hospitality ¢ Central Park Hotel

Date/Time: February 9, 2009
Start: 1:.00 PM
End: 1:03 PM

Setting and Scene:  Lobby
Central Park Hotel
Central

Participants: Kevin
Front Desk Staff (Male)

Ends: Asked for time
Easilyunderstood the question and gave the correct time

Act Sequence: Greeting
¢ No verbal greeting (simple nod for acknowledgement)
Main Body
e / dZAG2YSNY LYIljdANE |62dzi GAYS 06a9EOdzA
e {UGIFIFFY .1 &AO0O IYyasgSNI oawAIKG y2¢6 Ala
Farewell

e /Y OGCKIYylac¢o
e {Y 642St02YS¢0
Instrumentalities: Formal
Excellent English

Slight Cantonese accent
English only

Norms: Deals with many Westerners at the hotel
No hesitation when answering the question

Genre: Inquiry
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Interaction #H2
Hospitality ¢ Central Park Hotel

Date/Time: February 9, 2009
Start: 1.03 PM
End: 1:05 PM

Setting and Scene:  Lobby
Central Park Hotel
Central

Participants: Western man
Front Desk Staff (Male)

Ends: Customer asked to use the phone
Front desk understood aridt the customer use the phone

Act Sequence: Greeting
e {GFFFY O0G1AZ K2g YIF& L KSfLI @82dzKé 0
Main Body
e / dzAG2YSNY LYIldZANR | 062dzi dzaAy3a GKS LK
VI YSBED
e {Y .1&aA0 IyasgSNI oab2 LINRO6fSYZ LQtf O
Farewell
e /Y O0GC¢CKIYyl1ac¢o
e SHal @S I yAOS RIFI&£0
Instrumentalities: SemiFormal

Excellent English
Slight Cantonese accent
English only

Norms: Quickly understood the question and served the customer
No hesitation

Genre: Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H3
Hospitality ¢ Central ParkHotel

February 9, 2009
Start: 1:10 PM
End: 1:15 PM

Lobby
Central Park Hotel
Central

James
ConcierggMale)

Asked for restaurants nearby
Recommendations were given

Greeting
e / dzZaG2YSNY 060Gl A€0
e {UIFFTFY 064l A&

Main Body
e [/ dzAG2YSNY Lyl dzi NB

322R NBadl dzNI y i a
GFrFFY [/ 2YLX SGS
& {hlh gKAOK A& wmn

Y C2ftft26 dzZL) ljdzSaiGAzy
Y . 1aA0 FyasgSNbal SNB
Y C2ftft26 dzL) ljdzSaiGAzy
Y C2ftft26 dzZL) |jdzSadAazy
|

B

Y

Y

Y

/| 2YLX SGS

o C2tft2¢ dzLJ |jdzSaidArzy

o . FaAxd yagSNI 6ad6idl15Sa I
Farewell

e /Y O04CKI Y]l e2dz 0

e {Y 0642Sft02YS¢0
Formal

ProficientEnglish
Slight Cantonese accent
English only

Confused the word clothingith dressing.
Had trouble understanding the last question.

Inquiry
51
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Date/Time:

Setting and Scene:

Participants:

Ends:

ActSequence:

Instrumentalities:

Norms:

Genre:

Interaction #H4
Hospitality ¢ Central Park Hotel

February 9, 2009
Start: 1:18 PM
End: 1:20 PM

Lobby
Central Park Hotel
Central

Kevin
Front Desk Staff (Male)

Asked if there were any busses to Causeway Bay
Front desk staff gave clear directions to the bus stop

Greeting
¢ No verbal greeting (nod for acknowledgement)
Main Body
e / dzaG02YSNY LYIljdzZANE | 02dzi o6dzaSa o awdzi
G2 /+dzaSgle& .lFeKE
e {UGIFIFFY .1 &AO YyasgSNI 04, S&X 0dza HCED

e /'Y LYI|dZANE Fo2dzi RANBOGNRY® o6dl 26

e {Y /2YLX SGS IyasSNI oaLGQa LINBGGe
O2NY SNEO

Farewell
e /Y O0GC¢CKIYyl1ac¢o
e {Y 064ab2 LINRoOofSYEé0D

SemiFormal

Excellent English

Slight Cantonese accent

English only

Gave detailed directions
Easily answered the questions

Inquiry
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Dorsett Seaview Hotel (Yau Ma Tei)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Interaction #H5
Hospitality ¢ Dorsett Seaview Hotel

January 21, 2009
Start: 10:30 AM
End: 10:33 AM

Lobby
Dorsett Seaview Hotel
YauMa Tei

James
Front Desk StaffFFemale)

Asled about the hoteQ) dients and the languages the staff speaks
Information was given

Greeting
¢ No verbal greeting
Main Body
e / dzaG02YSNY Lyl dzA NB woondrawiwhat kil afNXY I G A 2 y
clientsdo@ 2 dz KIF @GS KE 0
e Staff: Basic answer & ¢ 2 dzNRA & i £ 0
/'Y C2fft2¢ dzLJ ljdzSaiAz2y 642 KSNBE | NB ez
S: No answer (Does not understand the question)

e /Y [/ EFNARFEAY3I |jdSadAzy 042 KSNB | NB &
/| KAY Il XE0
e {Y . IAaA0O FYasgSNI 64/ KAYIlF 0
e /Y C2ftft2¢ dzlJ ljdzSadGAz2y o6al 26 Ylye Iy
e {Y . 1&aA0 FtyasgSNI 6Gdo0£0
e C: Follow up questioriis it Cantonese, Mandarin and Engligh?
e S: Basic answer (Yes)
Farewell

e No verbal farewell

Formal

Weak English

Strong Cantonese accent
English only

Tried to answer questions quickly without elaborating
Not very polite

Speaks Mandarin, Cantonese, English

Did not always answer questions directly
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Had difficulty understanding questions

Genre: Inquiry
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Interaction #H6
Hospitality ¢ Dorsett Seaview Hotel

Date/Time: January 21, 2009
Start: 11:35 AM
End: 11:36 AM

Setting and Scene:  Lobby
Dorsett Seaview Hotel
Yau Ma Tei

Participants: James
Direction assistanfMale)

Ends: Asked where the bathroomwas
Staff answeed quickly

Act Sequence: Greeting
e No verbal greeting
Main Body
e [/ dzAG2YSNY LYIldZANRE | 62dzi t20FGA2Yy 645
AaKEeo
e Stafy . I aA 0 "MOARZEINEI06 G M p
Farewell

¢ No verbal farewell
Instrumentalities: N/A
Very weak English
Strong Cantonese accent
English only

Norms: Incomplete sentences
Staff does not pay much attention to custorser

Genre: Inquiry
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Interaction #H7
Hospitality ¢ Dorsett Seaview Hotel

Date/Time: January 21, 2009
Start: 11:45 AM
End: 11:47 AM

Setting and Scene:  Lobby
Dorsett Seaview Hotel
Yau Ma Tei

Participants: 2 Mandarin tourists
Direction assistant (Male)

Ends: Bellboy asked in English if tourist needed a ride to Kowloon station
A quick answer wagiven

Act Sequence: Greeting

e No verbal greeting

Body
e {UFFFY LYILdZANE 2y OGN} YyaLRNIFGA2Y 645

Al GA2YyKED

e /dzAG2YSNY .1 aAO0 IyasSNI 0ab2év

Farewell
¢ No verbal farewell

Instrumentalities: Formal

Weak English

Strong Cantonese accent

English only
Norms: .Stfoz2eQa 9y3aAftAaK Aad OSNEB OK2LILER 062YyS 4
Genre: Inquiry
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Empire Hotel (Wan Chai)

Interaction #H8
Hospitality ¢ Empire Hotel, Wan Chai

Date/Time: February 9, 2009
Start: 11:35 AM
End: 11:37 AM

Setting and Scene:  Lobby
Empire Hotel
Wan Chai

Participants: Lindy
Direction assistant (Male)
Doorman (Male)

Ends: Asked for the time the lobby café opened
Information was received

Act Sequence: Greeting
e No verbal greeting
Main Body
e [/ dzZAG2YSNY LYIljdANE & DPHz2ZIRKGANEK S GOIKT S
e Direction assistant: No answer (did not understand the question)
e Doorman: Non verbal response (eye contact and comes over to help
translate)
o Staff speak in Cantonese, both look at watches, both appear confused

e C:Clarifyingj dzSa A2y 06a2KIFIG GAYS R2Sa GKS O
e 5aY . laAA0 NBaLRyaS 6ahKI mMH hQOf 201
Farewell

e /'Y O64CKIY] &2dz0

Instrumentalities: Formal
Weak English
Asian accent
English and Cantonese used

Norms: Direction assistant did not use any English
Not all memlers of the staff understood English
Doorman saw customer speaking to Direction Assistant and came to help

Genre: Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H9
Hospitality ¢ Empire Hotel

February 9, 2009
Start: 12:01 PM
End: 12:05 PM

Lobby
Empire Hotel
Wan Chai

Western man
Front Desk Staff (Male)

Checking out
Successful cheabut

Greeting

e / dza G2 YSNY
0aD22RZ K2g¢ | NB @&2dzKé o

e {OFFTFY
Main Body

e /'Y .l &AO0

Farewell

0G0l 26 | NB @2dzKé 0

l yasgSNI 0aCAYST (KlFylad pmné
o Staff begins check out process

FyasgSNI oab2x LQY 21=

IY

{Y wSljdzSaG F2NJ aA3adyl iddz2NB o6a{ A3y
/'Y LYIljdZANE F02dzi Sy@gSSyASt @ &S Kdzh
{y FaAo

FyasgSNI ohT O2dz2NBESE0

e /'Y O64CKIY]1&£0

e {Y 0a.8S8

Formal
ExcellenEnglish
Asian accent
English only

Friendly

Good flow of conversation

. 8S8¢0

Staff understood even though western man spoke fagtmes
When customer said 510, staff automatically understood it as room 510

checking out

Checkout

e {Y LYldANE | 02dz2i o6F3& 06452 &2dz y$
. F&AO K I



Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H10
Hospitality ¢ Empire Hotel

February 9, 2009
Start: 12:05 PM
End: 12:07 PM

Lobby
EmpireHotel
Wan Chai

Asian woman
Front Desk Staff (Male)

Inquiring about guest
Phone number given

Greeting
e C: (Greeting in Chinese)
Main Body
o Staff and Customer began speaking in Chinese

e Staff: followdzLd 1j dzS & G(iARRS/ VWIGY S/ RA a K€ 0

e Customer was given a phone number
Farewell
e COAGCKIY]l e2z2dzo

N/A

Very weakeEnglish

Asian accent

Chinese and English are used

{GFTF &a6AGOKSR TNRY /[/lylG2ySa

Thank younstead of Chinese farwell
Appeared to be joking in Cantonese
Customer was laughing

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H11
Hospitality ¢ Empire Hotel

February 9, 2009
Start: 12:07 PM
End: 12:14 PM

Lobby
Empire Hotel
Wan Chai

Western woman
Front Desk Staff (Male)

Leave key card at the front desk
Stored until she comes back

Greeting
e {UGIFFTFY 6041 Stt2£0

Main Body
e / dzaG02YSNY LYyIljdzA NB | 0 2 dzi
e S/EFNRTFTAOFGAZY |jdzSairzy

aSNIBAOS odal A
6aLQY az2NNEK

e /Y QELXIYylIdAZ2Y 064LQY J2Ay3I NizyyAy3I &

e {Y . 1&AO IYasgSNI 606{ 2NNEZ
e Customer starts to walk away

S R2y Qi R2

e {Y /EINATeAYT [jdSadGA2Y O64ahKZ &2dz 6y

come bat K€ 0
e /Y . 1&AA0 FyagSNI 6a, Saso

e {Y LYI|dANE lo62dzi Odzaid2YSNDRa

Yy dzY o SNK € 0
e /Y .1&aA0 Fya
e {Y QELX I YLl (A
@2dz 02YS o+ O
Farewell
e /Y 0ah]1® ¢KIYylaéo

€0

SemiFormal
ExcellenEnglish
Asian accent
English only

Misunderstood request
Managed to understand last minute and helped the customer
Confident enough to correct himself, very important

Inquiry
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Express by Holiday Inn (Causeway Bay)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Interaction #H12
Hospitality ¢ Express By Holiday Inn

January 21, 2009
Start: 5:00 PM
End: 5:05 PM

Lobby

Express by Holiday Inn
Causeway Bay

James

Front Desk Staff (Male)

Asked good restaurants around the area
Explanation and map was given

Greeting

[ dzZaG2YSNY o6dal A£€0
{GFFFY 64l A£€0

Main Body

C: Inquiry about restaurants (Asking for good restaurants nearby)

{Y C2tf2¢ dzZlJ ljdzSadAz2¢2dzaet Kt 8K§ayR 27
I'Y . F&aA0 FyagSNI 6alye 1AYyRED

S: Complete answer (A restaurant is suggested and the description is

given from the map)

/'Y C2ft2¢ dzLJ l[[dzSadGA2y 04! NB GKSNB Iy
S: Complete answer (Suggested the food court in Time Square)

C: Followup question (Question about where customers are from)

S: Unrelated answer (Talked about the customer in Pizza Hut)

C: Clarifying Question (Question is asked again about where customers

are from)

{Y . 1aA0 FyasgSNI 664/ dza (2 YS N&merichl 3 FNRBY
YR 9dzNRLISE O

/'Y C2fft2¢ dzLJ ljdzSaidiAz2y 6dal 26 Yrye Ly
S: Basic answer (Cantonese, Mandarin and English)

Farewell

Formal

(Y 6.88¢

Weak English

Strong

Cantonese accent

English only
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Norms: Customers fronTaiwan, China, Australia, America, Europe
Speaks English, Mandarin, Cantonese
Misunderstood one of the questions

Genre: Inquiry
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Four Seasons Hotel (Central)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Interaction #H13
Hospitality ¢ Four Seasons Hotel

January 15, 2009
Start:11:00 AM
End: 11:03 AM

Lobby
Four Seasons Hotel
Central

James
FrontDesk Staff (Female)

Asked about the clients
A clear elaborate answer was given

Greeting
e Staff: (Greeting in Mandarin)
e / dzAG2YSNY O6dal A€0
e {Y [/ KIFIy3aSa (2 9y3IJtAaK o4l A K2g YI& L
Main Body
e C:Inquiry about information (Asksd 2 dziT K2 ) St Qa Of ASy i a
e S: Complete answer (All types of customers)

e /Y C2fft2¢ dzLJ ljdzSaliAzy 642 KSNB | NB (K
e {Y . I&AO I yaadNSNINGG Fdup YO BHACNESH K SNE Ay
e C: Follow up question (Asks for elaboration and examples)
e {Y . 1&aA0 IYyasSNI 6049dz2NRPLISET aARRfS 91 a
e C: Inquiry about languages spoken (Asks how many languages staff

speaks)

e S: Basic answer [@hguages)

e C: Follow up question (Asks abtwatw many languages afiient)

e {Y /2YLX SGS I yagSN.Mandarir, CantdhésdzSy & Ay
FYR 9y3fAaKdDED

e C: Follow up question (Asks if other members of the staff speak as many
languages)

e S:Basit Ya4SNJ 6a, Sax (KSe aLISIF{1 Y2NB 2N

Farewell
e /Y O0a¢KIFIY]l @&2dz OSNE YdzOK F2NJ @2dzNJ Ay

e {Y 6ab2 LINROfSYZI KIFI@S I yAOS RI&¢0
SemiFormal
Excellent English
No accent
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English and Mandarin
Norms: Greeted James in amdarin
Speaks 6 languages
Receives both tourists and business clients
Front desk staff studied abroad and did not take lessons to help reduce accent

Genre: Inquiry
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Interaction #H14
Hospitality ¢ Four Seasons Hotel

Date/Time: January 15, 2009
Start: 11:33 AM
End: 11:35 AM

Setting and Scene:  Lobby
Four Seasons Hotel
Central

Participants: Kevin
Doorman (Male)

Ends: Asked for the time
Time was given

Act Sequence: Greeting
e {UGIFIFTFY 6041 Stf2X aANED
Main Body
e Customer: Inquiry about time (aslt what time it is)
e S: Basic answer (Gives the time)
e C: Inquiry about nationality (Asks where staff is from)

e {Y .1&AO0O IYyasgSNI 04LQY FNRY bSLI = &A
Farewell
e {Y 641 @S I yAOS RI&¢o0
Instrumentalities: Formal

Proficient English
Nepal accent

English only
Norms: Answers without hesitation
Genre: Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H15
Hospitality ¢ Four Seasons Hotel

January 15, 2009
Start: 11:50 AM
End: 11:53 AM

Lobby
Four Seasons Hotel
Central

Kevin James
Direction assistant (Male)

Asked abouplaces to eat around the area
Gave places around the hotel

Greeting
e {GFFFY 0G1 AZ R2 &2dz YSSR KSt LKE£O
Main Body
e Customer: Inquiry about service (Asks about the restaurant in the hotel)
e S:Complete answer (Describes each restaurant in detail)
Farewell
e {Y 004l @S I yAOS RIe&¢vD
Formal
Proficient English
Cantonese accent
English only

Hesitated when responding
Sounded unsure

Inquiry
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Hotel Inter -Continental Hong Kong (Tsim Sha Tsui)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H16
Hospitality - Hotel Inter-Continental Hong Kong

January 14, 2009
Start: 2:06 PM
End: 2:10 PM

Front Desk
Hotel InterContinental Hong Kong
Tsim Sha Tsui

Lindy
Front Desk Staff (Male)

Asked for availability of rooms during Chinese New Year
Directed to hotel website for further information

Greeting

e {GFFFY 0a1Stt2r K2g OFy L KStL] 282dzKé
Main Body

e Customer: Inquire about SNIIA OS o0 a! NB @2dz 6221 SR
CSENKED
{Y /fFNAFeAy3d |jdSadAazy 6a9EOdzaS YSKE
/'Y LYIljdZANE F062dzi AaSNWBAOS 64! NB &2dz o

e {Y . 1&aA0 FtyagSNI oab2z y20i &S¢0
e /Y QELX FYIlIGAZ2Y 64aL KIGS I FTNASYyR O2Y
e S:Explanation (Suggested using internet booking)

Farewell

e {Y 0a.8S 08S¢0
Semiformal
Proficient in English

Slight Cantonese accent
English only

Repetition of questions needed

Front deskwvas able to make a request for clarificatimhich is areffective
strategy

Recommended visiting hotel website for addition information

Inquiry

67



Interaction #H17
Hospitality - Hotel Inter-Continental Hong Kong

Date/Time: January 14, 2009
Stat: 2:20 PM
End: 2:21 PM

Setting and Scene:  Buffet
Hotel InterContinental Hong Kong
Tsim Sha Tsui

Participants: Francisco
Restaurant Staff (Female)

Ends: Requesto look at food available in the buffet
Allowed to enter and look around

Act Sequence: Greeting
e {UIFIFTFY 064l A&
Main Body
e Customer: Inquiry about service (Asked to look at buffet)
e {Y . I &A Oledsgya @leddd 0 ¢
Farewell

e /'Y 6GCKIY] @&2dz0
e [ Y 66.88%0

Instrumentalities: Formal
Proficient in English
British accent

Englistonly

Norms: ''A4SR O2ff2ldAlf GSNXY day2 LINROf SYE
a2NB OF adzr f 3INBSGAY3T al Aé

Genre: Inquiry
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Island Shangri -La Hong Kong (Admiralty)

Date/Time:

Setting andScene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H18
Hospitality ¢ Island ShangflLa

January 21, 2009
Start: 2:00 PM
End: 2:02 PM

Lobby
Island Shangitia
Admiralty

James
Doorman(Male)

Asked what time itvas
Staff was unable to answer, but got a manager who could tell the time

Greeting
e / dzAG2YSNY O6dal A£0
e {UIFIFTFY 064l A&

Main Body
e CLYIljdzANE 1[I0
e {Y . 1aA0 LyamSNydG{RINEE | &I G0

Farewell

e {Y 04l @S I yAOS RIe&¢o

Formal

Excellent English

No accent

English only

Understood the question easily
Helpedcustomer and got question answered

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H19
Hospitality ¢ Island ShangrLa Hong Kong

January 21, 2009
Start: 2:15 PM
End: 2:22 PM

Lobby
Island Shangi#a Hong Kong
Admiralty

Kevin
Concierge (Male)

Asked for good restaurants
Suggested restaurants around the area

Greeting
e S: (Greeting in Cantonese)
Main Body
e Customer: Inquiry about restaurants around the area
o Staff: Complete answer (suggested sevetates around the hotel and
gave a map)
e /Y C2ftft2¢ dzlJ ljdzSadAz2y o6a2KIFi 1AyR 27
e S: Complete answer (Described different restaurants and made a joke)
e /Y LYIldZANE F02dzi O2yadzYSNA o0a2 KI G 1A
KSNBKE 0
S: ©@mplete answer (Described where majority of customers are from)
e /Y LYIldZANE F062dzi tFy3dz 3Sa o664l 26 YIy
e S: Complete answer (Elaborates what languages spoken as well)
Farewell
e S(Gb2 LINRBOESYX ) )KI@S | yAOS RIe¢

SemiFormal

Excellent English

No accent

Cantonese and English

Speaks Thai, Cantonese, Mandarin, Japanese, English
Very good grammar

Inquiry
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Langham Place Hotel (Mong Kok)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Interaction #H20
Hospitality - Langham Place Hotel

January 14, 2009
Start: 11:10 AM
End: 11:19 AM

Lobby
Langham Place Hotel
Mong Kok

Man from United States (Customer) and Asian woman
Front Desk Staff (Female)

Discussed hotel policies and rates
Final arrangement to be discussed further

Greeting
e {GFFFY 0aGD22R Y2NYyAy3ds:s wOdzaliz2YSNRa vy
Main Body
e {Y LYIldZANE |062dzi LJzN1J32aS 2F O2y@SNa!
NI 6§Sa 2F 2dzNJ NB2YaKeéO
e [/ dzAG2YSNY [/ 2YLX SGS logirga$Ndsdofa, Sazx 65
G2N)] aK2LJA KSNB Ay |2y5| Y2Yy3IEX 4! ydzy
laAl gAfft 0S LINBaSyisé G2S gAtt ySSR
RAaOdzaa ¢KIG LI O1F3Sa e2dz O2 dz LINE LJ
phrases were recorded)
e S:Requedi2 6l Al O60ahyS Y2YSydz LI SIasSéo
o Staff goes to front desk office, returns with folder, papers, and business
card

¢

e S:Explanaton&SljdzSaid 6aC2NJ G4KS&as$s é@éy az ¢
2FTFSNE ¢KS YIFIyF3aSNI gAftf 6S 6fS (2 K
HS Aa OdzNNByif e szI-@I-AtI-ofSX Godzi AT
AYVF2NXYIEGA2Y YR OlFff dza G2 asSid dzJ Iy
Farewell
e /Y O0a{2dzyRa INBIGI ¢SQft 06S Ay O2yil
KSt LXE DO

e {Y 6ab2 LINRPofSYI adNd® 2 SQNB KI LR (2

SemiFormal

Excellent English

Slight Cantonese accent
English only
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Norms:

Genre:

Since the customers arrived without an appointment, it seems as though in
order to allow rates other than those stated in the brochure, the managest
be present.

Although the staff had no power in establishing the final details,

she made sure to give the customers as much information as possible and
all of the contact information they needed

Sales Meeting
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H21
Hospitality - Langham Place Hotel

January 14, 2009
Start: 11:22 AM
End: 11:25 AM

Front Desk
Langham Place Hotel
Mong Kok

Western couple around 30 years old
Front Desk Staff (Female)

Checking out
Checkout successful and luggage stored

Greeting
e {UIFFTFY 64/ KSOlAY3A 2dziz aANKED
Main Body

e / dzAG2YSNY . FaA0 yagSNI 6a, Saéo

e {Y LYIldANE | 62dzi oAff O6d&22dzZ R &2dz f A

e /Y . 1&aA0 FtyagSNI 6ab2zx LQ@OS |t NBFRe O

e S:lhjdZANB [ 062dzi YAYA o0FNJO6G5AR &2dz 41 ¢
&ANKE O

e /'Y . 1&A0 IyasSNI 6ab2£0

e {Y LYIldZANE 062dzi tdaA3lFI3S 642 2dA R &2 dz
82dzNJ pYon FEAIAKGKEOD
e /'Y . 1&aA0 IyasSNI oda, SIKX (KIFG 62dZ R o
e S:Requestforsignatucedt £ SFaS aA3dy KSNBE£O
Farewell
e {Y Oa¢KIYy]l] @&2dz F2NJ adleAay3a d [Fy3aKI

Formal

Excellent English
Hint of Asian accent
English only

Very good flow
Made sure the customers had everything they needed and made sureeak
out procedures were completed in a very polite manner

Checkout
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Mandarin Oriental (Central)

Interaction #H22
Hospitality ¢ Mandarin Oriental

Date/Time: January 15, 2009
Start: 3:05 PM
End: 3:06 PM

Setting and Scene:  Lobby
MandarinOriental

Central
Participants: James

Doorman(Male)
Ends: Asked for the time

Slow progress, but time was given

Act Sequence: Greeting

¢ No verbal greeting

Main Body
e Customer: Inquiry about time (As#for the time)
o Staff: No answer (Does nohderstand the question)
e Customer: Clarifying question (Asked for the time again and use body

language)

o Staff: No verbal response (Pointed at his watch)

Farewell
¢ No verbal farewell

Instrumentalities: N/A
Very weak English
Strong Cantonese accent
English only

Norms: Had trouble understanding the question
Doorman was polite and smiled

Genre: Inquiry
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Interaction #H23
Hospitality ¢ Mandarin Oriental

Date/Time: January 15, 2009
Start: 3:15 PM
End: 3:20 PM

Setting and Scene:  Lobby
Mandarh Oriental
Central

Participants: James
Front Desk StaffFFemale)

Ends: Asked about clients
A clear answer was given

Act Sequence: Greeting
e {GFFFY O0G1AZ K2g YIF& L KSfLI @82dzKé 0
Main Body

e / dzAG2YSNY LYIljdzZANE | o02dzi Of ASyita o! aj

e S: Follow up question (Asking for more detail)

e /Y [/ EFNARFEAY3A [jdSailiArazy o6a! NB GKS Odza
0dzaAySaa 2N G2dz2NRaAalGKED

e {Y /2YLX SGS FyagSNI 6da lehigldcatedimdza A y S a
Centra]g KA OK A& GKS FAYFYOALf I NBIFE&O

e /Y C2fft2¢ dzLJ ljdzSaidiAzy 642 KSNB | NB (K

ax

e {Y . 1&aA0 FYyagSNI 6G9FSNRESKSNE Ay {(KS

e /Y C2fft2¢ dzLJ ljdzSaidAz2y 6aC2NJ SEI YLX SK

e {Y . 1&aA0 IYyasSNI 6049dzNRPLISE al AyflyRX

e C:lnquiryabout | y3dz- 3Sa aLl2]1Sy o6al 26 Ylye fI
ALISI 1 KED

e {Y . 1&aA0 IyasSNI 0Ga¢g2é0

e /Y C2fft2¢ dzLJ ljdzSaiAz2y o6da/lyiz2zySasS |y

e {Y /2YLX SGS FtyagSNI 6ab2r WFHLIySasS |y

e /Y C2ftft2¢ dzLJ ljdzSaiGA2y O64ahKXI a2 &2dz |

e {Y . 1&aA0 FyasgSNI 6a, Sasvo

Farewell
¢ Nonverbal farewell (Smile and nod)

Instrumentalities: Formal
Excellent English
No accent
English only

75



Norms: Front desk person spoke Japanese and English but no Chinese
Hotel dealt mostly with English speakers traveling for business purposes

Genre: Inquiry
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Marco Polo Hong Kong Hotel (Tsim Sha Tsui)

Interaction #H24
Hospitality ¢ Marco Polo Hong Kong Hotel

Date/Time: January 18, 2009
Start: 3:30 PM
End: 3:31 PM

Setting and Scene:  Lobby
Marco Polo Hong Kong Hotel
Tsim Sha Tsui

Participants: Kevin
Direction assistant (Male)

Ends: Asked for the time
Staff simply showed his watch

Act Sequence: Greeting

¢ No verbal greeting

Main Body
e Customer: Inquiryaboui A YS 0642 KIFG GAYS A& AGKEDO
o Staff: No answer (did not understand the question)
e C: Nonverbal response (Signaled wrist)
¢ S: Nonverbal response (Showed watch)

Farewell
¢ No verbal farewell

Instrumentalities: N/A
Very weak English
Strong Cantonese accent
Nospoken language

Norms: Had to use hand motions in order to communicate

Genre: Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H25
Hospitality ¢ Marco Polo Hong Kong Hotel

January 18, 2009
Start: 3:40 PM
End: 3:42 PM

Front Desk
Marco Polo Hon¢glong Hotel
Tsim Sha Tsui

2 Western men
Front Desk Staff (Male)

Customer asked about available rooms
Booked a room at the front desk

Greeting

e {UGIFFTFY 6041 26 YI@& L KSfLI @82dzK£0
Main Body

e Customer: Inquiry abouiooking rooms
S: Complete answer (offered all the available options and made a joke)
C: Inquiry about specific options.
S: Complete answer (gave a description of the room)

e C: Complete answer (booked the room)
Farewell

e {Y 04l @S I yAOS RIe&¢vD

Semiformal

Excellent English

Slight Cantonese accent
English only

Slight jokes from the front desk
Very fluid speech, no hesitations

Inquiry
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New Kings Hotel (Yau Ma Tei)

Interaction #H26
Hospitality ¢ New KingdHotel

Date/Time: January 21, 2009
Start: 12:00 PM
End: 12:05 PM

Setting and Scene:  Lobby
New Kings Hotel

Yau Ma Tei
Participants: Front Desk StaffFFemale)
James
Ends: l'alSR lo2dzi GKS K2GSfQa OfASyida IyR (KS
Staffhad trouble understanding and did not answer the questions directly
Act Sequence: Greeting
¢ No verbal greeting (nods and looks at the customer)
Main Body

e Customer: Inquiry about clienfasks about clients)

o Staff: No answer (Does not seem to understémel question)

e /Y [ EFNRTFEAY3A ljdzSadAazy o{LISIF1a Y2NB
@2dz KI 3SK ¢2dzNARaida 2NJ 0dzaAySaavYSyKeo

e {Y LyO2YLX SGS I yagSNwvaduadedtda)f 6 YS! y i

e C: Follow up question (Asked three times where customers are from)

e SBasicanswer(/ KAy SaSé¢ [/ dzald2)YSNA NS FNRY |/

Farewell
e /Y O0G¢CKIYy]l €2dz 0

Instrumentalities: N/A
Very weak English
Strong Cantonese accent
English only

Norms: Grammatical errors
/| 2y FdzASR Wi2d2NBEQ $AGK Wi2dz2NRaidaQ
Did not make eye contact
Seemedconcerned about ér ownwork
Had to repeat three times and simplify language

Genre: Inquiry
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Newton Hotel Hong Kong (Fortress Hill)

Date/Time:

Setting andScene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H27
Hospitality ¢ Newton Hotel

January 21, 2009
Start: 6:00 PM
End: 6:05 PM

Concierge
Newton Hotel Hong Kong
Fortress Hill

James

ConcierggMale)

Asked for good restaurants and shopping areas
Explanation and map eve given

Greeting

[ dza G 2 YSIHN 0 a |
{GF FiIFY o6al

Main Body

C:Inquiry about restaurants (Asking for good restaurant nearby)

S: Complete answer (No good restaurant nearby. Suggested to go to the

food court in Time Square)

C: Inquiry about shopping areas (Asking for places to shop)

S: Basic answer (Suggested Time SfUkC and Harbor City)

/'Y LYl dZANE Fo62dzi Odzali2YSNBR 6452 | 2
K23St K&

S:Unrelated answeti(, 2 dzQf f FAYR Y2NB Ay ¢aiAy {|

Farewell

Formal

No verbal farewell

Proficient English
Strong Cantonese accent
English only

Not confident in English ability
Misunderstood one of the questions

Inquiry

80



Park Hotel (Tsim Sha Tsui)

Date/Time:

Setting andScene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H28
Hospitality ¢ Park Hotel

January 21, 2009
Start: 1250 PM
End: 12:55 PM

Lobby
Park Hotel
Tsim Sha Tsui

Kevin, James
Direction Assistant (Female)

Asked for good restaurants
Directed customer to the concierge

Greeting
e / dzZaG2YSNY O6dal A€
e SANBOUAZY ! daAa

Main Body

0
GFydy

oal A£0

e C:Inquiry about locationsAsking for good restaurantround)
e DA: Incomplete answer (Directed to the concierge)

Farewell
e No verbal farewell

N/A

Very weak English
Strong Cantonese accent
English only

Did not answer the questio
Directed customer to the concierge

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H29
Hospitality ¢ Park Hotel

January 21, 2009
Start: 1:00 PM
End: 1:05 PM

Lobby
Park Hotel
Tsim Sha Tsui

Kevin, James
ConcierggMale)

Asked for good restaurants
Concierge gave a very descriptive answer

Greeting
e / dzAG2YSNY O6dal A£0
e {GFFFY O0GIAZ YI& L KStLI 82dzKe0
Main Body
e C: Inquiry about restaurants (Asked about restaurants nearby)
S: Followupquestiol d2 Kl 4G 1 AYR 2F F22RKE£0
I'Y . F&aA0O FyasgSNI 6a[ 20t F22RE£0
S: Complete answer (A local restaurant is suggested and the location is
given from the map)
e /Y C2tt2¢6 dzLJ ljdzSaidAz2y o6a2KIFd Aa GKS
e S: Basic answer (Gives a price rangdiferestaurant and makes a
joke)
e /Y C2fft2¢6 dzLJ |jdzSaidArzy oda!ye 20G§KSNJI adz
e S: Complete answer (Another local restaurant is suggested in Cantonese
and the location is given from the map)
Farewell
e /Y O0a4CKIY]l &2dz OSNE YdzOK F2NJ &2dzNJ adz
e S04, 2dz NB ¢St 02YS> o0&S¢v

Semiformal

Excellent English

Slight Cantonese accent
English only

Gave map, hames, explanation, and location of restaurants
Little or no grammatical errors

Rule breaking switched to Cantonese andde a joke

Inquiry
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Peninsula Hong Kong (Tsim Sha Tsui)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H30
Hospitality - Peninsula Hong Kong

January 18, 2009

Start: 2:

05 PM

End: 2:11 PM

High Tea Lobby
Peninsula Hong Kong
Tsim Sha Tsui

Kevin, James, Francisco
Restaurant Staff (Male)

Ordered tea
Received tea

Greeting

Customer: (Non verbal response, eye contact and hand motion made
requesting service)

Main Body

/'Y hNRSNBR GSI 6 clQOolang tedandstiisdZreBn £ A 1 S |
QS e

Staff: FollowdzL) lj dzS8a A2y o6d! YR @2dzZ &ANKED
C: Inquiry about recommendation (Asked for suggestion)

{Y LYyO2YLX SGS FyasSNI 6a¢KS t Sy
C:FollowdzL) lj dzS&a A2y 06 a2 KI (i Qthe Péniasila
' FGSNYy 22y YR GKS tSyAyadzZ !l /
S! YNBfIIGSR FyYyasSNI 6a! YXGKS tS
SyAyadzZ I FFGSNy22y Aa OSNE y

Request for tea (Ordered tea)

Y 9ELX FylFdA2y 2F 2NRSNI odafadd &2dzNJ 2 N
S

t

C:
{ 2 Y
t SYAyadzZ Il ! FUSNYy 22y Pe 0

Farewell

Formal

{Y 68h{Xé0

Weak English used
Asian accent
English only

[ 2dzf Ry Qi aLISIF]1 @OSNE ¢Sftf 2NJ Oft SFNI &z NB:
Difficulty explaining difference between teas

Food & Beverage Service
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H31
Hospitality - Peninsula Hong Kong

January 18, 2009
Start: 2:25 PM
End: 2:28 PM

Front Desk
Peninsula Hong Kong
Tsim Sha Tsui

Francisco
Front Desk Staff (Female)

Asked for restaurants available at Peninsula Hong Kong
Received brochure rather than verbal explanations

Greeting

e Stafi(@D22R F FG)SNYy22y 3> &aAiANE
Main Body

e Customer: Inquiry about restaurants in the hotel

e S: Nonverbal responsBrochure is handed to customer

e {Y 9ELX FAYAY3I LIzNLIZAS 2F o6 NBOKdJzNB

Ay KSNB£O

Farewell

e Ci(d¢CKIyYy] &2dz

e S(GI @S I YAOS RIFI&3Z &ANE
Semiformal

ExcellenEnglish
British Accent
English only

Staff avoided conversation in English, even thoexgtellentin the language
Although staff was very formal, the handing of the brochure made it bad service
as the customer felt the lack of willingness to help and no room for further
guestions/regests of suggestions.

Inquiry
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Interaction #H32
Hospitality - Peninsula Hong Kong

Date/Time: January 18, 2009
Start: 3:40 PM
End: 3:42 PM

Setting and Scene:  High Tea Lobby
Peninsula Hong Kong

Tsim Sha Tsui
Participants: 3 Japanese Women
Restaurant Staff (Male)
Ends: Requested table for 3 for high tea

After 2 minutes, table was offered

Act Sequence: Greeting
e S: No verbal greeting (eye contact was made)
Main Body
e Customer: Inquiry about tabletiBwed that 3 seats were needed at a
table by holding up three fingejs
o Staff: Non verbal response (after 2 minutes, host came back and
3SaidNBR aF2tft29 YS¢ gAGK KAa KIyRao
Farewell
¢ No verbal farewell

Instrumentalities: No spoken language

Norms: Customer just showed number of fingers for numbéguests and no further
communication took place until guests took seat

Genre: Food & Beverage Service
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Interaction #H33
Hospitality - Peninsula Hong Kong

Date/Time: January 18, 2009
Start: 3:47 PM
End: 3:48 PM

Setting and Scene:  High Tea Lobby
Peninsula Hong Kong

Tsim Sha Tsui

Participants: 2 Westerners, couple, male and female
Restaurant Staff (Male)

Ends: Requestdtable for 3 for high tea

Table offered immediately

Act Sequence: Greeting
e Customers smiled at host
Main Body
e HostStaff: Ny @SNbBIFf NBalLlyaS oDSaiddz2NBR &7+
immediately)
Farewell

e Information Not Available
Instrumentalities: No spoken language

Norms: |l 2ald dzaASR 0602Reé fly3dza 3S G2 aradayrt | aF2if
couple a table

Genre: Food &Beverage Service
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Interaction #H3&
Hospitality - Peninsula Hong Kong

Date/Time: January 18, 2009
Start: 3:50 PM
End: 3:51 PM

Setting and Scene:  High Tea Lobby
Peninsula Hong Kong

Tsim Sha Tsui

Participants: 2 Chinese people, couple, male and e
Restaurant Staff (Male)

Ends: Requestdtable for 2 for high tea

Table offered immediately

Act Sequence: Greeting
e No verbal greeting
e Customers smiled at host
Main Body
e Host Staff: Explanatiod 6t £ S aS F2ff 26 YSXEU
Farewell
e [/ dzA G 2YSN¥F2dedi @ KI vy

Instrumentalities: N/A
Very weak English used
Asian accent

English only

Norms: When ordering tables, body language is extremely common
Throughout Peninsula Food & Beverage Services, body language plays a major
role

Genre: Food & Beverage Sece

87



Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H3
Hospitality - Peninsula Hong Kong

January 18, 2009
Start: 4:.31 PM
End: 4:35 PM

FrontDesk
Peninsula Hong Kong
Tsim Sha Tsui

Francisco
Front Desk Staff (Female)

Asledfor a tour of the hotel, if possible
Business card was received to contact managabiut a tour

Greeting
e Staffd St f2x A22R I FTUGSNy22y¢§
Main Body
e Customer: Inquiry about hotel tour (Asked if this was possible)
e S:Requesttowali a hy S Y2YSyd LJX SFasSé¢ |a adl ¥1
checks with a manager a few steps away
e {Y 9ELXFYIGAZ2Y 06a6LQY a2NNE (2 AyT2NY
the hotel, you must call Public Relations and they will be able to help
youatalatertinfb ®¢ . dzZiAySaa OFNR Aa IABSy (2
e C: Clarification (restating explanation)
e {Y . 1&AO0O IYyasogSNI 604G/ 2NNBOGZT &aANEO
Farewell
e /Y O0G¢CKIYy]l €2dz 0
e {Y O0a4{2NNE TFT2NMIIGIKS AyO2y@SyASyoOSo
e {YI IO@&S | 322R RI&£0
Formal
Excellent English

Hint of aBritish English, no Asian accent
English only

Very polite. No matter how difficult it is to get a tour of the hotel, the staff still
made sure the customer received information that would be helpful.
Effort shownby checking with two managers

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H8
Hospitality - Peninsula Hong Kong

January 18, 2009
Start: 4.40 PM
End: 4:44 PM

Concierge
Peninsula Hong Kong
Tsim Sha Tsui

Francisco
Concierge (Female)

Asked forshoe repair business
Instructions were given to the nearest shoe shop

Greeting
e Staffi(@D22R I FGSNYy22y)S K2¢ YIe& L KSfLKE
Main Body
e / dzAG2YSNY LYIldZANR | 62dzi akK2$S akKz2Lla 6
3SG Y& RNBaa akKz2Sa FTAESRKEO
e S/ 2YLX SGS FyasSNI oa/ SNIIIAyfte aiN® ¢K
away. Just inside the MTR you will find a shoe shop. Do you need
RANBOGAZ2ya (G2 GKS ac¢w {GF0dA2YyKED
e C:Basicanswerandfolleazl) |j dzSa A2y ad oab2 GKIy]l @&
AYaARS GKS aidlGdA2yKED
e Y /2YLX SGS FtyasgSNI 6ahyOS &2dz I NNAGS
middle of the shops near exit D. Is there anything else | can help you
GAGKE &aANKED
Farewell
e COGCKI GQ& f

| 82dz OSNE YdzOKE¢ 0
e {Y 064ab2 LINROG

0 1 3
NP | @3S | yAOS RI

f ¢KIFY
f SYsZ &aa
SemiFormal

Excellent English used

British accent

English only

Throughout the conversation, the staff was smiling and was extremely friendly
while managing to keep all of her actions and answers very formal.

Seemed extremelinterested in helping

Inquiry
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Sheraton Hong Kong Hotel (Tsim Sha Tsui)

Date/Time:

Setting and Scene:

Participants:

Ends:

ActSequence:

Instrumentalities

Norms:

Interaction #H3
Hospitality ¢ Sheraton Hong Kong Hotel & Towers

January 14, 2009
Start: 12:30 PM
End: 12:41 PM

Concierge
Sheraton Hongong Hotel & Towers
Tsim Sha Tsui

Chinese man, most likely born in the United States
Concierge (Male)

Asked about attractions and restaurants around Hong Kong
Received a map with instructions and a few detailed suggestions

Greeting
e Staf: @ D22R FFTGSNYy22y3> aANED
Main Body

e / dz2aG02YSNY LYIljdzZANE | 02dzi ySI NDbe
GKSNB L O2dZ R FAYR | 3I22R NBadl

e S:FollowdzL) ljdzSadA2y 6a, Sas aiNX!ye
F2NKE O

e C. aAO0 yasgSNI 6aL ¢l a t221Ay3a ¥

e {Y 9ELXIYIGAZ2Y 06a6a¢KSNBQa | 3I22R
Ad dzASR F2NJ RANBOGAZ2Yyas dawiA3IKD

e C:FollowdzL) ljdzSa A2y o6dal!ye Y2NB NBai
o Staff askgoworker in Cardnese right next to him. Turns to map and
points again

e C: Inquiry about other attractions in the Tsim Sha Tsui area
e S: Basic answer (points out two attractions that are popular)

Farewell
e /Y O0a{2dzyRa ANBlIGP ¢KIFIYy] &2dzo0
e {Y O0G¢CKIY]l €e2dze

Formal

Proficient Englishised

Cantonese accent

English used with customer, Cantonese used witlvodker

Took some time to answer questions, although no clarification was needed

Answers were also slow and sometimes not satisfying tatstomer although
they answered the basic aspects of his questions
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Genre:

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H38
Hospitality - Sheraton Hong Kong Hotel & Towers

January 14, 2009
Start: 12:51 PM
End: 1:05 PM

Concierge
Sheraton Hog Kong Hotel & Towers
Tsim Sha Tsui

Man from the United States
Concierge (Male)

Directions to restaurant in Mody Road
Instructions where to get a taxi and few directions

Greeting
e /dzZAG2YSNY O6dGl| A®2dz OR dx R2 KBENKA WIKE
e {UIFIFFY 6ahFT O2dzNESE 0
Main Body
e /Y LYI|dZANE F062dzi aLISOATAO NBadl dz2N¥ y i
Mody Road, the Outback Steakhouse, and | need to get there today at 7
taéo
e {Y 101y26ftSRASYSYy(iY 6ahl1é0
e C:FollowdzL) 1j dzS axilk 261 MR LB2 3ISG GKSNBKEO
e {Y LyO2YLX SGS IyasgSNI 6a,2dz Oy Gl 1S
G§KSNB D& O
e C:FollowdzLd ljdzSa A2y 6aLa&d GKSNB Fye OKIyO
GKFG GAYSK LGQAa | O2NLIRNIGS YSSiAay3

e S:Completeansié 6 a L QY & 2 dalNdd. BatdoMBtwodrgzi & 2 dz
AlQa 2dzad I FSg o0t201a4 R2ey GKS NRIR

e C:FollowdzL) ljdzSaidAz2y 6a{2 L OFy ¢l f1 {KSN.

e {Y /2YLX SGS IyagSNI 6a,Sasx AdGQa | 62 dz

Farewell
e /Y O0a{2dzyRa 3ANBIGZ GKIFIyl1aéo

Formal
ProficientEnglish
Cantonese accent
English only

{OGFrFF RAR y20 IyaseSN GKS jdzSadAz2y aAra A
later on in the conversation.

Inquiry
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South Pacific Hotel (Wan Chai)

Interaction #H3
Hospitality ¢ South Pacific Hotel

Date/Time: February 9, 2009
Start: 2:00 PM
End: 2:03 PM

Setting and Scene:  Lobby
South Pacific Hotel
Wan Chai

Participants: Kevin
Doorman (Male)

Ends: Asked for time
Staff quickly gave time

Act Sequence: Greeting
¢ Noverbal greeting (nod for acknowledgement)
Main Body
e [/ dzaG2YSNY LyIljdZANE | 62dzi 6dzaasSa 6a9EO
e StaffBasid YyagSNJ oaLGQa |62dzi wYnn o0aK2ga
Farewell
e /Y O0GC¢CKIYyl1ac¢o
e {Y 642St02YS¢0
Instrumentalities: Semiformal
Proficient Eglish
Strong Cantonese accent
English only

Norms: Slight pause before giving time
''aSR a2Sf02YSé¢ AyadSFrR 2F a, 2dzQNB St 02

Genre: Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Interaction #H10
Hospitality ¢ South Pacific Hotel

February 9, 2009
Start: 2:10 PM
End: 2:7 PM

Concierge
South Pacific Hotel
Wan Chai

James
ConcierggFemale)

Asked for restaurants recommendation
The locations and directions are given

Greeting
e / dzZAG2YSNY 64l A£0
e { Ul TeloE 0O a4l

Main Body

e /Y LYIldZANE F02dzi NBadl dz2NF yGda o6 awdz i

NBadl dNFyyida ySINbeKéov

e {Y C2f(f(26 dzJ ljdSaiA2yWBa6aNF 2822 R4 &

e /Y . 1&aA0 FtyagSNI 64/ KAYSasS F22R£0
e {Y C2ftf2¢ dzLJ ljdzSadGA2y o0 alrdst@ugante 2 dz G NB
0SKAYRO £0
o /Y FAaAO FyagSNI 6ab2£0
e {Y QELX I YLIGAZ2Y o064, 2dz Oy GGNEBE® LGQA
e /Y C2tft2¢ dzLJ ljdzSaliAz2y 6a52 e2dz KI @S
e {Y . 1&aA0 FtyagSNI mapWdea i | 6KAES 611 yR
e /Y C2tft2¢ dzLJ ljdzSadAz2y o6a/ly &2dz aK2g
e {Y . 1aA0 FtyasgSNIoa,Sa oltyRSR I OFNR
e /Y C2tft2¢6 dzLJ ljdzSadiAz2y o6da/ly &2dz aK2g
e S: Basic answer (had to check with other employeeifir€antonese
1 SNB Aa GKS NBaldl dzN¥ yipé o
e /Y C2ff 206 dzLJ |j deSNaRI ARK/S N . ey &) KLIK NN 20 )
e {Y /2YLX SGS FtyagSNI 6a, Sax AdQa Ay i
e /Y C2fft2¢ dzLJ ljdzSadAz2y o6a/ ly &2dz i
e {Y . 1&aA0 FtyasSNIoaLGlQa | faz2 OFffS
Farewell
e /Y O0G4GC¢CKIYy]l €2dz 0
e {Y 60 AIANBS O | I @S || yAOS RI&£0
Formal
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Norms:

Genre:

Proficient English
Strong Cantonese accent
Englishand Cantonese

Used Cantonese when communicating with other staff.
Useddjust a while insteaglof ust a momeng
Some grammatical errors

Inquiry

95



Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H4
Hospitality ¢ South Pacific Hotel

February 9, 2009
Start: 2:18 PM
End: 2:20 PM

Front Desk
South Pacific Hotel
Wan Chai

James
Front DeslStaff (Male)

Asked foroom rate
Information given

Greeting
e { U WayYhelp youf 0
Main Body
e /Y LYIldZANE F062dzi NR2Ya 0aWwdzi
YAIKGKE D
e {Y .1&aA0 IyasgSNI oadbccnl Y£O

e /Y C2tt2¢ dzd ljdSaiArzy

e S:Basicanswerd , S&a¢ 0
Farewell

e /Y 6aCKIY] &2dz0

e { Y DHRBUBOHKYSE

Formal

Proficient English

Slight Cantonese accent
English only

No hesitation
No grammatical errors
Basic response no elaboration

Inquiry
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Interaction #H2
Hospitality ¢ South Pacific Hotel

Date/Time: February 9, 2009
Start: 2:25 PM
End: 2:26 PM

Setting and Scene:  Lobby
South Pacific Hotel
Wan Chai

Participants: James
Direction AssistantMale)

Ends: Asked for bathroom
Directions were given

ActSequence: Greeting
¢ No verbal greetingEye contact)
Main Body
e / dzAG2YSNY LYl dZANR | 062dzi o6FGKNRB2Y 0dal
Ol GKNR2Y A&KED
NAFTRAY3I [jdSaGA2y 04l dzK

|.
e /Y FAAO FYas6SNI 6a. F GKNR2YE£D
e { Y FaAO FYagSN oathXKAYGRAR Id GKS FiIN
Farewell

e No verbal farewell

Instrumentalities: Formal
WeakEnglishused
Strong Cantonese accent

English only
Norms: Did not understand the questianitially, but answered after clarification
Genre: Inquiry
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Stanford Hotel (Mong Kok)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Interaction #H3
Hospitality - Stanford Hotel

January 18, 2009
Start: 2:10 PM
End: 2:15 PM

Front Desk
Stanford Hotel
Mong Kok

French woman
Front Desk Staff (Male, Asian descent)

Checking out
Checkout successful

Greeting
e N/A
Main Body
e {UGFFFY wSIljdzSad F2N) aA3ayl ddz2NBE 6at f Sl &
e / dzaG2YSNY LYIljdzZANE | o0o2dzi oAff oa. dzi
FTAYlLE OoOAff €0
e {Y 9ELXLIYIGAZ2Y 06ahySa BBy ¢Y DKSIORI YO:
2dzNJ 42aiSY akKz2ga GKFG AG gl ayQd 7Fdz f
e /Y QELXLFYIlIGAZY 66aL LI AR AG Ff€éo
e S: Nonverbal respons&taff talks with cavorker in Cantonese
e /Y 9QELX I YILGAZ2Y o661 SNEXKSNBE A& GKS LI
e Customer shows the staff the papeitiwvthe rate
e S:Requesttowaitd hyS Y3 YSylié
o Staff talks with caworker in Cantonese again
Farewell
e S(dhl® {2 a2NNE YI QI Y¢
e C(dhlo ¢KI Yyl e2dz

Formal

Weak English used

Strong Cantonese accent

English with customer; staff uséhntonese with cevorker to clarify problems

Norms: Difficulty progressing throughout interactions
Both participants were ESL; this made the interaction a lot more difficult and
harder for the problems to be solved

Genre: Check out
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre: Inquiry

Interaction #H4
Hospitality - Stanford Hotel

January 18, 2009
Start: 220 PM
End: 2:23 PM

Concierge
Stanford Hotel
Mong Kok

James

ConcierggMale)

Asled about the clients
Information was given

Greeting

[ dza G 2 YSINND 6 al
{ GF Feélot 0o al

Main Body

Formal

/'Y LyljdzA NB I 02 dzi
OdzaGi2YSNE YIAyft e

'Y C2tt29

A Y. WieNedfeyduk 2 Y 0 & Wdza (
FTNRYKED

S:Explanatiod® 6§ 5 SLISYR 2y RAFFSNByY
dzLd Ij dzSa A2y

Qax
(s}

&2y 4&¢é
6dl 2¢ I o2dzi LIS

S:Basit Y & 6 SNJ 0 ardli&A 9 dANR ILiEE

/'Y C2tft25
{Y . airdKNBRsIS NI o d
/'Y C2ft2¢

{Y .1Laxo

dzLJ ljdzS&aiAz2y

dzLJ ljdz8&adGAz2y
Fy&6SNI 6a/ Fyizys8ass

6al 26 Ylyeé tlLy
042 KAOK (GKNBS
al YRIF N&

I'Y 0G¢KI Y| 2Nk &Sd) AVVHFOKNIY | G A 2y £ 0

{Y 6da, 2dz I NB

WeakEnglishused
Strong Cantonese accent
Englistonly

Tooka while to answer questions
Grammatical errors

Poor pronunciation

Very choppy sentences
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Royal Plaza Hotel (Mongkok)

Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H%
Hospitality ¢ Royal Plaza Hotel

January 15, 2009
Start: 11:00 AM
End: 11:01 AM

Front Desk
Royal Plaza Hotel
Mong Kok

James
Front Desk Staff (Male)

Asled about thetime
Did not understand the questions and then answered in Mandarin

Greeting
¢ No verbal greetingEye contact)
Main Body
e / dzAG2YSNY 66G2KFG GAYS A& AdGKED
o Staff Nonverbal respons@oes not understand and redirects customer
to the front deskin Mandarin
Farewell
¢ No verbal farewell

No English
Mandarin only

Directed to another person who also did not speak English

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #H4
Hosptality ¢ Royal Plaza Hotel

January 15, 2009
Start:10:50 AM
Start 10:51 AM

Lobby
Royal Plaza Hotel
Mong Kok

James
Direction AssistantMale)

Asled about the clients
Did not understand thguestions and then answered in Mandarin

Greeting

¢ No verbal greetingEye contact)
Main Body

e Customer: Inquiry aboutlients

e Staff:Speaks in Mandarin
Farewell

¢ No verbal farewell

No English usedandarin only
N/A
Did not understand the question asked

Inquiry
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Date/Time:

Setting and Scene:

Participants:

Ends:

Act Sequence:

Instrumentalities:

Norms:

Genre:

Interaction #HZ
Hospitality ¢ Royal Plaza Hotel

January 15, 2009
Start:10:5% AM
End: 10:56 AM

Concierge
Royal Plaza Hotel
Mong Kok

James
ConcierggMale)

Asled about the clients
Did not understand the questions and then answered in Mandarin

Greeting

¢ No verbal greetingEye contact)
Main Body

e Customer: Inquiry aboutlients

e ConciergeAnswered in Mandarin
Farewell

¢ No verbal farewell

Semiformal
No English usedandarin only

Did not understand the question

Inquiry
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Wesley Hong Kong Hotel (Wan Chai)

Interaction #H48
Hospitality ¢ Wesley Hong Kong Hotel

Date/Time: January 21, 2009
Start: 4:30 PM
End: 4:35 PM

Setting and Scene:  Front Desk
Wesley Hong Kong Hotel
Wan Chai

Participants: James
Front Desk Staff (Male)

Ends: Asledfor good restaurantsiearby
Gave a map with a description of restaurants

Act Sequence: Greeting
o Staff:6 Good afternoos 0
Main Body
e [/ dzAG2YSNY LylIljdzA NB | 0 2dzi

NBadl dzNI yi 6

322R NBadldaNIFyia ySIENDEeKeéoD
e {Y C2ftf2¢ dzZLJ ljdzSadA2y o0a2KIiG 1AYyR 27
e /Y . 1&aA0 FyasgSNI 64/ KAYSasS F22R£0
e S: Complete answer (AiGese restaurant is suggested and theation

isshown onthe map)

e C: Follow up question (Asking the price range of the restaurant)

e S: Basic answéPrice range was given)

e /Y C2ff2¢ dzLJ ljdzSaidiAzy o6da! NB GKSNB |y
e S: Complete answer (A local restaurant is suggested aridd¢héonis

shown onthe map)

e /Y C2tft2¢6 dzLJ ljdzSaidiA2y 642 KSNB | NB ez

e {Y . I &h OnhinhafidoaSN® LaSe /
e /Y C2fft2¢ dzlJ ljdzSadGAz2y o6al 26 Ylye Iy
S:BasicansNJ 604/ I yi2ySaSxz alyRINAY FyR 9y
Farewell
{Y 64l @3S I+ yAOS RIF@&évo
Instrumentalities: Formal

ProficientEnglish
Slight Cantonese accent
English only
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