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1NN1ThATgEntfivesn e awrsonvseanld 4 wind il nnslddoya (Giving
information), N15a@aua1y (Question), N15Y88YYIN LALNITVDIBY (Asking for permission and
making request)LLasmiﬁﬁuﬁu n3oaveluunaunu (Opening or closing a conversation) 311
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AdnAty Mihvesnwilunisdedans, MwdanguiteduuInisgnan, lusunsuAntConc

Abstract

Studying the function of speech-language from textbooks to work in services is
essential for service workers.The researchers are ones of the people who are interested in
working in this field. Therefore, the researchers tried to study the languagefrom textbooks
related to customer servicesin order to find out how much knowledge in the textbooks will
be beneficial for those people. In the research, the principles of speech functions were
studied and analyzed. After that, they were applied to form the surveys.

The results of the textbook analysis show that there were four functions of speech

as follows: giving information, asking for permission and making a request, opening or closing
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a conversation. The survey found that people who had experience working in the customer
service areas could actually applythe information from textbooks to their work. It can also
be assumed that politeness is one of the main foci of the communication in the service

industry.
Keywords Speech functions, English for Customer Services, AntConc
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awSinguiasuiiunumnniu (Besin Gasparand YennyHartanto,2018: 73)
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Judsslewdserindnwviedaulalunuuimsiduiudeddnusngulunmsiomsiitedne Anuu
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Femgiidéddniidoidator unmmsauudmiunsuinisgné Sadumsliasei
isdeiFouiiinnufsdestunisuinsgnAnileddeyadamundnlasaiisvesspeech Function
Faflunisusueniamiifiveantwige (Halliday, 1994: 69) Faudsthundunumslunisiingzs
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2. ledmananshnwyaluliusglovlunshauuinisgn

2550unsUTAE T

wiihfivesntenlunsdesns (Speech functions)

Funsvsvendanthiilunisioasasiidaefue 4 uiiiiitugiu Ao $13uas(Statement),
#anu(Question), Tataus(Offer) uazAds(Command) Gensgniinfsnisuanioonvesunuinmiii
Tunsliuazisendos nardearstuauduinsmensuiezlsunsegiediennuaidavensiasay
oradunislideyanionisvedesunsdsunsediaHalliday (1994: 69) uagnisAnunlassaiiwes
Function of speech ansnsanuiaslduinerd 1wu nuweluunazasdeslsilowoudqdonnssin 4
fnguszasdvesnuidoidomisdumussinnmomihilunisdeasuardnlnaissinnvesihiflu
msfeasilanulunsienginnndadedsilounsgdon S 4 uihfifiugiu fo dtuas
(Statement), A1a1u(Question), UaLdws(Offer) LLazﬁWéﬁ(Command) DewiJuniArtha and Listiani
(2018) warunazaslun1sauNLIINEe9“DETECTIVE CONAN” Tnedazaslatiuuazfazasdu 9
wansliiuinsawmuduluegmsmsluaaumsai@eunaununladuiianulansuninlunnsld
AmanlumszwnduiiazasmdnluniguiitiniilideyalunatesuiuudikaAnugratamur SP
(2013)Fwhlsifiudn Function of speech lalldflifins 4 wihiifuguusdsdniflvesnmsneunduly
il ﬁﬁwﬁﬁugwuﬁ@ﬂﬂs§uwiwu (Acknowledgement), A1udaLes (Contradiction), L@usdnetiey
(Minority), Amau (Answer), M5UURRY (Compliance) wagn1sufiasnuiuiinyey (Disclaimer)
uandutodunmlidlasmuideionnasdunnindetiosnd 4 uihiifugiu Idude
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Customer service a practical approach 3) Customer service building successful skills for the
twenty-first century 4) English for service job wag 5) Outstanding Customer Service lngnas
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4. M aszvteya

melseidayalunall fiduldihdoyamndnnduaaminfivesnsmaifldlunisuing
LazulaudazUssiviifinnaenadosiu ndsanldnaudthluvhnisdisannnsasunmings
Mg

4. nan13nszidaya
nmsfnedeyavisde s1uau 5 e nedeszideyalasendu 4 nqundnuazluus

¥
v

aznduvannuinivateingussase sl

532




A’
BANGKOK
ONVERSTY

N5UTEPIVINMTUARAUBHANUITLTLAUMALALUINDIR AT 12

"Global Goals, Local Actions: Looking Back and Moving Forward 2021"

= DR =
$13199 1 1Jizmwmmamwmiﬁmumim@

nihveannldluniswe

Tnguszasd

A20819U5L g ANNUUDYINVI @IS 8 U

1. nmsliidaya Aensuaniaan
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1.1 aLaAIANL
Wdela

I’'m sorry / we are sorry

| apologize for / we apologize for

2L NoUaAnIAIY
AOINTT LGN

I'd like to introduce you to...
I’d like to offer...

3evnivsulaway
wila

You are absolutelyright.
You’re right.

4L NBLEARIANY
AnLuazAUnla

| see what you mean.
| appreciate you taking the time to talk

to me.

5 L NDLEANIAINLLTAU
e

Sounds good. Tuesday at 2p.m. then.
Ok, we’ll see each other next Thursday

at 11.00 at your office.

2. M3HRUAY ABNTSdRaNSU
UAAARINA) LiTDRABINTTNIIU
Toyavinlvmsuieviruni

=) =« [ & 1
wsensuiteilulselevilse
yARAIQNAIL

1.elAy
PRRAR)

Is there anything else | can help you
with today?
How may | help?

2 1 eNUAINY
AL

What do you think?
How do you think this would work?
Do you think that...? Why or why not?

3.4en1ufemugan

Why do you feel that way?

What makes you feel that way?

How do you feel about trying it for a
week to see how it works before we

replace the part again?

4. Wo0NUDIFUA
WIONITUSANS

What is the main use of this

product?

Where have you seen our product

How do you normally use the

product?
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nhresnwntdlunisne

Togusvasnd

fvgnaUsElgANnUUBEINN I EBLT B

3. N13Y9IYYINUATNITVB TS
AaNT1sARAIsLiBlAINABINTS
deudetayanson1sliuing

wagaeyiuedsuegsluiug

doans

Liflevedeslimou
4OAIN N1TEENA
Ansveseliye
Frawmonaliedu
wazvelidiumnau
ADUNIDBTUNE

Could you repeat that, please?

Could you spell the .....,, please?

Could you speak a bit slower/more

slowly, please

Can you speak up a little, please?

Could you explain a bit more...?

2 1 NeUBLULINYD
DU IANTONIT
PRGN

May | introduce myself? I'm ...
May | take your coat?

May | wrap it for you?

3. NBUBLYINUN9EY
Y9884

Can | get you some mineral water?
Would you like anything else?

4. evedeya LU
Yo Ba Viog 1Uu
o

Can | have your....., please?
Can | have your name, please?

Can | have your email address, please?

5.410YaAUNTU
WeyvIu

Please take a seat.

Yes. Sure. Please tell me....

¢ nguruazystleaifldtudu
wsoavineluunaunuifeduy
nslideansilotu vieau un
G UATAE I ARCE s DRACLORIGE
GREGH b

1ieasneUselen
unaunundunis
WEAIAUYBUAN

Thank you.
Thanks for a good meeting.

Thank you for your help.

2. flotuguustlen
UNAUNUILUNIT
iauadeyalin
aula

Actually, Thursday morning would work
out/ be better for me.

First of all, I’'m so/terrible sorry about
that.

A5 1 nsAnwniinvesnrwildlunisuaanuisdeseuningitesdusiunis
Tiusnisgndn wuslallu 4 nqu Fdluudaznquésanunsanvsmnuinguszasdvainisidau daseluil

nquit 1 mslideya wusnsléidu 1) iieuansninudela wu ’'m somy. 2) WiowaniAueaInis
981980 LU /d like to introduce you to...3) vievinludulauazuule wWu You're right.4) wile

WEASAINNARILLAY AU WU | understandhow you feel.5)

WD LAAIAINULTAUAIYLY U

Sounds good.nguil 2nsaeuaiu wuwdu 1) Welinugiemas wu How may I help?2) wioau
m’mmmu LU What do you think? 3) Lwamuammmaﬂwu Why do youfee that way?4)
\lonufsdufvien1susnsitu Where have you seen our product or...?nguil 3 NN3u88La) M

LazNISVOIDY LL‘UQL“LJ‘U 1) LW@%@?@QIWVI’J‘NGU@WNN miayﬂmmmiﬁuaiaﬂwmmﬁmamiamimwu
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..... , please?2) viavauuyri1veayIn

WION1TU8 509 LU May 173) Lilevolivinued@Iuneeene 1wu Can | get you some mineral water?4)

wazgavnengui ¢ nquatuazUssleanldtudunseasingluunaunun wiadu 1) Weawneuszlan

= 1 - ) v
UNauNUTUNSLANIALYBUAN WU Thank you. 2) Wisduduussleaunaununlunisiaueteya
IgunaulawiuFirst of all....

= ~ v = o a v °
AITNN 2 ﬂ'l']llﬂsﬂ@Q‘WU']WSUENﬂ'ﬁ?ﬂVlﬂum']ﬂ']uu3ﬂ7iQﬂWWIﬁUﬂqiwqﬂqu

yi7ived NANAIBEN
anilaly ingusvan FregsuselonfinutssanmisdoSou wy | Aeduledidud
13NN
1. N5l 1.LﬁaLLaﬂﬂ I’m sorry / we are sorry 12 92.31
%’a;&a AMudsla | apologize for / we apologize for 11 84.62
2 \fiouana I'd like to introduce you to ... 11 84.62
ANUABINS | Id like to offer.... 8 61.54
RERNGERN I'd like to speak to ..., please? 10 76.92
3 1oVl You are absolutelyright. 5 38.46
fla uazuidla | You're right. 11 84.62
I’ get that taken care of right away. 9 69.23
4.\ fouans | can understand the reason for..... 11 84.62
AL | understand how you feel. 12 92.31
| see what you mean. 10 76.92
| would appreciate it if.... 9 69.23
| appreciate you taking the time to 6 46.15
talk to me.
5. flouans Sounds good. Tuesday at 2p.m. then. 10 76.92
AU Ok, we’ll see each other next 9 69.23
Thursday at 11.00 at your office.
That's right. 12 92.31
2. A% Lifielsiang | How can | help you? 13 100
gdauana UREIVAD Is there anything else | can help you 10 76.92
with today?
How may | help? 12 92.31
(nthdaly)
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mifived NANAIDENS
Ardilalu inguszasd Freteussloaiinuvssanmilsdosoy | ay | Aeduedidus
TN
2. N9 2.\fieauAay | What do you think? 10 76.92
dauny ARLTT How do you think this would work? 7 53.85
Do you think that.....? Why or why 9 69.23
not?
3.\ fienuds Why do you feel that way? 8 61.54
AIA3AnN What makes you feel that way? 9 69.23
How do you feel about trying it for a 7 53.85
week to see how it works before we
replace the part again?
4.\fienuds What is the main use of this 7 53.85
duA wsen1s | product?
UIN3 Where have you seen our product 9 69.23
or....7
How do you normally use the 7 53.85
product?
3. N5V 1.Lﬁ@%@%@ﬂ1ﬁ Could you repeat that, please? 12 92.31
BUNIALAY | YIUTDAIL
mqs;a%'a\‘i AR Could you spell the ....., please? 13 100
nsuesesln
yumsi{qaw%‘@w Could you speak a bit slower/more 9 69.23
TeTuuay slowly, please
ﬁuaiﬁﬂaimau Can you speak up a little, please? 8 61.54
AN
ooue Could you explain a bit more...7 11 84.62
Could you tell me....? 13 100
(nidall)
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wihflves | mquszasd | egrsussleaiinuvesannmilsdeiseu 1GHLeRRRN
Al we | AeduUesidud
Tumsye
3. nsve | 2.4dleve May 1? 10 76.92
auyIa | wuwtive May | introduce myself? I'm ... 8 61.54
l"’aimi aq?ﬁmﬂéaﬂﬂi May | take your coat? 9 69.23
UVBIBY VBIBN
3.ifievelivi | May I wrap it for you? 6 46.15
U’N?NU’NE]EJ"N Can | get you some mineral water? 8 61.54
Would you like anything else? 9 69.23
4.Lﬁlaﬂa%}asﬂa Can | have your....., please? 11 84.62
\uT0 BA 7 | can | have your name, please? 10 76.92
agj:ﬂuﬁu Can | have your email address, 11 84.62
5N0U0ANN | [iaaser
nANLTRYIY Please take a seat. 12 92.31
3.fievaliivi | Yes. Sure. Please tell me.... 10 76.92
U9EU0ES | If you have any other questions, 10 76.92
pleasecontact me.
angud1 | 1ifieawine | Thank you. 13 100
GIGE Uszloaun Thanks for a good meeting. 9 69.23
Useleadl | aunundunns
Fudu UAAIA2TL
oA | vounw
Angluun 2.Lﬁa%u§fu Actually, Thursday morning would 10 76.92
AUNUN Uszloaun work out/ be better for me.
AUNUIIUNNS First of all, I’'m so/terrible sorry about 9 69.23
wueteyalin | that.
waula

2915999 2 AEANITATIINIIILILAMLE 100 % fvivAu 3 ndu Tdud wihiivesnwluns
aounny Llelvianutiumdsluuszlen How can I help yournsveeynauaznisveseuilovels
aznaAlulselen Could you spell the ....., please?way Could you tell me....2hazn15kNguen
uazUslonfituuvieasieluunaun Wowansnumeunalulselen Thank you.drutszlendi
finslddesndn 50% I 2 ngu Aenisueeynn waznisvefeuievenuginveeygelulszloai
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May | wrap it for you? in19lg1Ne9 46.15% LL@Sﬂ’]ﬂﬁ{J’BM‘JaLﬁ@ﬁﬂiﬁfﬂiﬁ]LLaELLﬂ&LﬂuUiEIEJﬂ
You'’re absolutely rightﬁmiﬂmﬂ%ﬁaﬂﬁqmﬂm 38.46%

nswamsAnwased nuiansnsondsngunihiivesniwmld 4 ndu (e Didfethmanis
Anngillyhuuvasuauanminauifvssaunmsahiauduuinssisiazinadnsnunsied 2
Famuinwmalulseloamegaiinulunilsdeisouamsanusluiinsdsuasimuaonadosiu
fnqusvassiidonisinuidedsnde

aAUs8NaN5INY

MnmamsieTeiteyautsnguuihfiveantwild 4 ngudinanauudatiu eradunainan
wihindnvesinauuinisgnéiideddnvlunisdeasiideya aeuau veeygmmievesos 3
aonAdosfutalliday (1994: 69)findmimihiivesnwlunsdoansidifios 3 nduwitiu wagyinls
Wwﬁflﬁmaqmwﬂuﬂﬂi?iam'ﬂmjﬁamiL’%'méfuwaumméh&Jmmmaﬂmﬁaﬁmﬂﬁ]B’Iﬂq eRHGEGR
TEMIORUUNAUNUINIENITVOUANGNATNELD ilauansoonisnugnIw uaz Laﬂﬂaaﬂmmmm
$UU3nng eaonadesiuunIE Iy Y3 uazuIsEEUsEA NG T(2559) naniingaisuduTes
nsaunuy winnudesnanaiafgnAinsenisinmedusssndendsengRujuRduuiui Ju
Msuanseeniinsiinsemuazndsanndiliuinisgnudindnaudesnanveunugnauiieuans
AnuiAnduiignaanlduinsvessuiunmsaiemnuduiuslunisenimiinauiugnénasnau
nsnanneuiuiweuaaegnAite iunsuansdsnsiiinsemiddadiuldainusslealiaana
Pgwdoidunddulsgleaindnauiiiussaunsaivinusmuuinianudldflunsufofnuats 8n
nisUsziiuhauladmivgiuSounieaulanwdngudmivauuinisgni awmeludslen
fegreinulumisdelou amnsndeanumnenuingusrasdnuiisuunluniag lnedunnain
ffinsivnlulsgloadognatu ifiingussasdiiievedeasiinaziaediin Couldiaiu dngen
Frefiarursariuldiiieuaninisuedesld wucould you spell the ...., Please? w3aCould you
explain a bit more...?uaﬂﬁ]’]ﬂﬁ‘i_l’]\‘lﬂ’%g\ﬁmQU’izﬂﬂﬁﬁﬂWﬂ%ﬁ’mgaﬂiﬂﬁlﬂﬁﬁmﬂﬁmﬁlLélilu/’m sorry.
way / apo(ogizefor,..,wzﬂaawisIEJﬂﬁamWiai%lmuﬁ’ulé‘lm%uagjﬁumiﬁﬁmmw%wmﬂwﬂu
NeN1IUsEANNFNITLSIEnIImlnuUINIsgnAiugnAIdauaivauniuuindesieds 1y
fu il ifudesiifaulaanunsoiluAnwdeuasuumamadenldsvioussleaiifinnuming
willouiunselndifsaiulunuuinisgnansely

AnAnTIuUITENA
YBYBUAMANINTTLUAIVIIYVIN1Y1TINGWTINT AMsUYBdAIansLazdiAumIans was

q
Yy v
a Ao & !

wInedessAnaIugium Ainsatvayulunisidderuiidnsagailanies

q
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