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ABSTRACT

This paper describes a comparative study of complaint discourse in Japanese and Indonesian focusing on modality
expression. 500 items of each language were collected from TripAdvisor and usage of modality were quantitatively and
qualitatively analyzed. As a result, modality forms have often been reported to be used to show consideration for the other
person, such as avoidance of judgments and euphemisms, roundabout expressions or consideration (4airyo) for the other
person are expressed. It was confirmed in complaint discourse, that there are cases in which have no consideration (%airyo)
for the other person at all, rather than in a direct way of speaking. Both Japanese and Indonesian modality functioned
effectively for expressing complaint. It was found that in “obvious complaint” the modality emphasizes the hotel’s faults and
forces them to work appropriately, and in “implicit complaint”, the modality can express complaint with slightly reducing
the burden on the hotel side by emphasizing the self-pay. The subject is used to determine whether an utterance expressing
Complaint is “explicit/direct” or “implicit/indirect” in terms of the discourse level. In other words, the degree of FTA (Face
Threat Act) differs depending on whether the subject is the writer (the guest) or the reader (the hotel). When the subject of
“an act” is the reader (hotel side), the modality form functions to emphasize the reader’s fault (wrongness) or to force the
reader (hotel side) to act. On the other hand, when the subject of “an act” was the writer, the function was to emphasize self-
imposed burden or to understate the fault/burden of the reader (the hotel side).
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INTRODUCTION & Fujimori, 1996; Lee, 2006, etc.).

Expressing Complaint is an act that threatens
the other person’s position, and it is a difficult act
that can have a large impact on human
relationships depending on how people use the
words and how they talk (Olshtain & Weinbach,
1993; Hatsushikano, Kumatoridani, & Fujimori,
1996, Yamaoka , 2004). Also, as pointed out by
Wongsamin (2016),

Conventional research on expressing complaints has
focused on the direct expression of complaints as
one of the verbal behaviors in the fields of
sociolinguistics and Japanese language education
and discourse studies have been conducted by
comparing Japanese learners and Japanese
discourse by learners (Hatsushikano, Kumatoridani,
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according to the politeness theory, expressing
complaint is an act that violates the negative face
of not wanting to be disturbed by the interlocutor.
Therefore, it is considered necessary to consider
appropriate linguistic forms in order to reduce the
infringement of the other party’s face and maintain
human relationships. Specifically, the method of
expressing complaint changes depending on the
language used.

Comparing the following (1), (2), and (3), we
can see that the strength of the speaker’s assertion
and the degree of the speaker’'s FTA was differ
depending on the end of sentence expression
(bunmatsushi).

(1) ZoFRTMFEIFRL TOERE A,
(www.tripadvisor.co.jp)
Kono hoteru wa mattaku soji shite imasen.
This hotel is not cleaned at all.

Q) ZOFRTNMFEIMBEL TRV TL L I,

(www.tripadvisor.co.jp)
Kono hoteru wa mattaku soji shite inaideshou.
This hotel may not be cleaned at all.

Q) zoFTrFESIFERL TRV RL LA
AR

(www.tripadvisor.co.jp)
Kono hoteru wa mattaku soji shite inai kamo shirenai.
This hotel maybe is not cleaned at all.

In (1), by stating the proposition itself in the
categorical form, we can feel the nuances of
judging the other party. It is thought that (2) and
(3) avoid making a conclusion or obliquely point
out the other party’s actions that have caused a
disadvantage by expressing conjecture and
possibility judgment. Sometimes, “maybe” has the
function of avoiding the risk of FTA (Face
Threatening Act) in which one’s own utterance
threatens the negative face of the other party
(Yamaoka, 2016).

From the above, it is considered that the mode
of expression of Complaint is closely related to the
final expression (modality). However, the research
on complaint expressions so far has focused on
pragmatic analysis based on discourse markers,
and there has not been much analysis of speech
function in relation to grammatical forms. In
particular, the modality forms are important in
expressing complaints such as used based on what
kind of function, how the usage differs in different
languages, and what intentions the speaker has in

using the modality form, are not sufficiently
analyzed.

Therefore, in this study, while relying on the
results of previous complaints research, we will
conduct a comparative analysis of internet review
data of complaints expressed by Japanese and
Indonesian speakers, with a particular focus on the
use of modalities. By doing so, we will clarify the
characteristics of Complaint expressed by Japanese
and Indonesian speakers that have not been
clarified so far.

RESEARCH FRAMEWORK

Research on Expressing Complaints

Ishizuka (2014) conducted a survey analysis of
complaint expressions of customer service among
Japanese native speakers and Korean learners of
Japanese. According to Ishizuka, among native
Japanese speakers, strategies of ‘proposition’ and
explicit ‘request for improvement’ were often seen.
Specific examples include, TFEMNIZZE D K 9 7246
RN ST ATL X 90 (Tashika ni sono you na
keiji ga attandeshouka) ‘Is there really such a notice?’
and =L THSTH ADBRRREZRKLLE HPE
mn78 H5E DN E TR W& W E T (Seeru-hin
de attemo hito ga fukai o kanjiru shouhin nara urubeki
dewa nai to omoimasu) ‘Even if it’s a sale item, I
don't think you should sell it if it makes people feel
uncomfortable’.

Wongsamin (2016) examines expressions of
Complaint and responses to them through role-
plays targeting Japanese and Thai native speakers.
As a result, it has been clarified that Japanese
native speakers (JNS) use strategies that seek
explanations of causes and reasons, and objectively
emphasize the consequences of situations. Specific
examples include requests for explanations of
reasons and the provision of general information,
such as [ZMITTED B D D ? | (EN nande
yamechau no?) “‘What? T Why are you quitting?’ or

TP EHHELIME->HBR ) TL &
(Dakedo ashita mou hajimachatta yo!) ‘But it’s
starting tomorrow isn’t it?’. On the other hand,
Thai native speakers (TNS) emphasized their own
disadvantages, and in addition, it was found that
sarcasm and jokes were used as a characteristic
strategy of TNS. As a speciﬁc example, the
express1ons suchas [HoN BN LTHIT D
2, ROEBEMEND X 5 U720 (Sekkaku
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shoukai shite ageta noni, watashi no menboku ga
tsuburechau janai) ‘I've taken the trouble to
introduce you, but you're going to ruin my face’
were used.

The overall tendency of Complaint expression
strategies among native Japanese speakers is ‘do
not express Complaint’ or even if they express
Complaint, ‘request for reason/explanation’,
‘express Complaint in a roundabout way’, and use
‘euphemistic expressions’ (Choi, 2009; Lee, 2006;
Jeong, 2005).

Puksi (2017) studied complaint expressions
using an approach closest to this study. Puksi
(2017) analyzed complaint speech act on an
accommodation reservation site in Indonesia, and
focused on review postings. Puksi (2017) examined
complaint strategies and found that review posting
is also related to actions that infringe on the other
person’s face, and the most commonly used
complaint strategy is ‘direct accusation’, and
‘annoyance’. In other words, it can be said that
Indonesians prefer to use explicit and direct
strategies and directly complain without
considering the face of the reader (hotel side).

However, Puksi (2017) leaves some limitations.
First, 160 cases of data are considered insufficient
to understand complaints overall. In Puksi’s (2017)
study, the most fundamental problem is that there
is no clear standard for identifying which of the
reviews posted is a sentence with ‘complaint’.
Since there are no clear criteria, the subject of
analysis may be subjective and prejudiced. To fill
in this gap, as mentioned in Method section in this
paper, we will not observe ‘sentence’ but
‘discourse’ of complaint as the object of analysis.

Based on the research on complaints, it is found
that there are two aspects to the way complaint is
expressed, and the criteria of ‘explicit/direct’ or
‘implicit/indirect’ can be different depends on the
country and language. However, it is not clear
what kind of clues are used to determine whether
complaints are ‘explicit/direct’ or
‘implicit/indirect’. Therefore, in this paper, we are
also examining the clues necessary for judging
whether Complaint utterances are ‘explicit/direct’
or ‘implicit/indirect’ at the discourse level.

Relation Between Expression of
Complaint and  Expression  of
Consideration

In recent years, complaint expression studies have
pointed out the importance of focusing on

modality-type behavior (Yamaoka, Makihara, &
Ono, 2010; Yamaoka, 2016). Modality represents
the speaker’s attitude toward the proposition and
the listener, and is one of the ways to understand
the utterance as an expression of complaint .
Yamaoka , Makihara , and Ono (2010 ) and
Yamaoka (2016 ) conducted research on
expressions of Complaint within the study of
considerate expressions. He states that the mental
attitude expressed and the communicative
attitude expressed by the final particle include
the consideration to maintain the interpersonal
relationship as good as possible. Therefore, the
modality format is used to avoid the risk of FTA
(Face Threatening Act) by intimidating the
negative face of the interlocutor, to convey one’s
expectations without blaming the interlocutor ,
and to convey empathy.

Yamaoka, Makihara, and Ono (2010) point out
that expressing Complaint constitutes an FTA
(Face Threatening Act), which may damage
human relations and is related to Leech ’s (1983)
politeness principle. Leech (1983) has the following
principles regarding evaluation of others.

Approbation (a) Minimize blaming others
Maxim (b) Maximize admiration for others

Since expressing complaint is ‘blaming others’,
it should be avoided as much as possible or express
it passively (Yamaoka, Makihara, & Ono, 2010, p.
183). In addition, Yamaoka, Makihara, and Ono
described that the mental attitudes expressed in
modality including end sentence particles are
important, and often include considerations which
help to improve the interpersonal relationship.
Yamaoka, Makihara, and Ono (2010) and
Yamaoka (2016) discuss that ‘kamo shirenai’, ‘temo
i’ and ‘mono (end sentence particles)’ are often used
to avoid the risk of FTA (Face Threatening Act)
that threatens the negative face of the interlocutor,
to convey one’s expectations without blaming the
other party, and to convey empathy.

According to Yamaoka, Makihara, and Ono
(2010) and Yamaoka (2016), it is possible that
modalities are actively used in complaint
discourse. To confirm this prediction, this study
decided to analyze the relationship between
complaint discourse and modality form deeper. By
analyzing the modalities, this study expected to
clarify the characteristics of complaint discourse,
and the rule of pragmatic modalities usage in
general.
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The Framework of The Analysis

There are representative studies on Japanese
modality theory, including Nitta (1991), Miyazaki,
Adachi, Noda, and Takanashi, (2002), and
Japanese Descriptive Grammar Research Group
(2003). On the other hand, Alwi (1992) is the only
study representing Indonesian modality theory.
However, the modality theory in Japanese and
Indonesian have very different frameworks, and it
is expected that it will be difficult to analyze if these
modality theories are adopted.

Hence, this research used the framework of
Palmer (2001), edited by Descriptive Grammar
Research Group (2003), and focuses on cognitive

Epistemic modalities, evidential modalities,
binding  modalities, and  communicative
modalities.

RESEARCH METHOD

Data Collection

The data was collected from reviews posted on the
Japanese version of TripAdvisor and the
Indonesian version of TripAdvisor. A total of
1,000 reviews were collected, including 500
reviews in Indonesian and 500 reviews in
Japanese. Data were collected by the following
procedure. We extracted reviews written between
2015 and 2019. For Japanese data, the targeted
reviews are those written between 100 to 1,000
characters, and for Indonesian, the targeted
reviews are those written between 30 to 800 words.
The target hotels are hotels in the metropolitan
area in both Japan and Indonesia.

In addition, among the 5 levels of hotel
evaluation (“very good,” ‘“good,” ‘“average,”
“bad,” and “very bad”), only reviews with “very
bad” and “bad” ratings were included in this study.
We defined it as ‘Complaint discourse’, and
analyzed the modality forms that appear in the
whole complaint discourse. On the other hand, the
reviews that evaluated the hotel as “very good” or
“good” was analyzed as ‘satisfaction discourse’.

In this study, we compared ‘Complaint
discourse’ and ‘satisfied discourse’ to investigate
the emergence of modalities in Complaint
discourse. The extraction procedure for satisfying
discourse was the same as for Complaint discourse,
and 250 data were collected. The total number of
words in Complaint discourse in Japanese was
97,045 words, and the total number of words in

satisfied discourse was 35,030 words. In contrast,
63,539 Indonesian Complaint discourses and
23,448 satisfying discourses were collected.

Data Analysis

This research consists of two stages: quantitative
analysis and qualitative analysis. First, we clarify
the usage trends of modalities appearing in word-
of-mouth submissions by quantitative analysis.
Based on the results of the quantitative analysis, we
clarify the functions and usage context of the
modality form through quantitative and qualitative
analysis. For the quantitative analysis, we use the
free software “KH Coder” for quantitative text
analysis. KH Coder was developed by Koichi
Higuchi (2014) of Ritsumeikan University, and is
software that can extract words, search documents,
perform morphological analysis, and set and
aggregate search conditions (coding rules). Since
KH Coder does not read the modality format, it is
necessary to specify the vocabulary (modality
format) to be extracted in advance using a function
called “word selection”. Since most modality
forms are compound forms, there are many
exceptions to selection by part of speech.

Therefore, in this research, the modality form
to be extracted is specified in advance using a
function called “Forced Extraction Word
Specification”, and forced extraction is performed.
In addition, based on the results extracted by KH
Coder, a function called KWIC concordance is
used to confirm and consider the usage trends of
modality format in posting reviews. Since most
modality forms are compound forms, there are
many exceptions to selection by part of speech.
Therefore, in this study, we registered the modality
complex form to be extracted in advance by using
the function of ‘Forced Extraction Word
Specification’ and forced extraction.

FINDINGS AND DISCUSSION

According to Matsuki (1992), the point of gaze (the
object seen) is mainly placed on the actor, while the
person on whom the point of view (the place to see)
is placed indicated by the verb of the sentence
related to the point of view. In line with this point,
this study focuses on the point of gaze and clarifies
the function of modality forms in discourse of
Complaint.

From this section onwards, the ‘gazing point’ is
referred to as the ‘subject’ and refers to the actor.
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Depending on the person who is the subject, the
manner in which Complaint expressed is different.
Another important factor in the characteristics of
Complaint discourse in Japanese and Indonesian
is the ‘feasibility of event’. This point will be
explained through a case analysis.

Complaint Discourse in Japanese

Table 1 shows the appearance frequency of
modalities in Complaint discourse and satisfied
discourse in Japanese. A chi-square test of
independence was performed using a cross-
tabulation table.

Table 1. Appearance frequency of modalities in
Complaint and satisfied discourse in Japanese.

The Form Cqmplamt Sfmsﬁed
of Discourse | Discourse Value
Modality | 97043 35,030 P
Words Words
2.420522
Epistemic e-
Modality 244 45 05(<0.00
01)**
Interactive
Modality 239 93 0.5
Evidential .
Modality 166 33 0.001
Deontic wk
Modality 137 24 0.0008
Total 786 195

*:p<0.05 **:p<0.01

From Table 1, when the p-value level is <0.05
(significant difference), the Epistemic modality,
evidentiary modality, and Deontic modality
showed significant differences among the four
modalities. Only the communicative modality was
non-significant. From this, it can be said that the
Epistemic modality, the evidentiary modality, and
the binding modality are actively used in
Complaint discourse.

This will focus only on the evidentiary modality
and the binding modality in Complaint discourse
in Japanese. For the list of modality forms, refer to
Japanese Descriptive Grammar Research Group
(2003) and discuss qualitatively in “Evidential
modality” section.

Evidential Modalities

Evidential modalities in Japanese are expressed in
modality forms such as ‘(suru) sou/(shi) souda’,
‘mitaida’, ‘rashii’, and ‘youda’. In this section, we
discuss only the modality type ‘(suru) sou/(shi)
souda’. The combination of ‘(suru) sou/(shi) souda’
appears 68 times. That’s right” will be picked up
and analyzed. Looking at them individually, only
two modalities of ‘(suru) sou’ could be confirmed,
so only ‘(ski) sou’ will be taken up for analysis.

According to Morita (1990) and Kekidze (2003),
‘(shi) sou’ is an expression that avoids assertion
against things that can be affirmed, or an
expression that is uttered out of consideration and
consideration for the other party. However, the
‘(shi) sou’ in Complaint discourse has a nuance of
actively negatively evaluating the reader (the hotel
side), unlike the meaning that has been reported so
far as showing consideration.

In Japanese Descriptive Grammar Study
Group (2003, p.173), it is mentioned that ‘(s/4i) sou’
expresses the subject’s disposition and internal
state being observed as an external appearance.
and being involved in ‘already-realized events’,
‘(shi) sou’ came to have the function of ‘positive
negative evaluation’. In the case of “positive
negative evaluation”, the writer (guest) uses ‘(s4)
sou’ to express a positive negative evaluation of the
reader’s (hotel’s) response and facial expressions to
emphasize the bad points.

This will be described below with specific
examples.

1 AEHO00(FHET NVAYDARY A LY TH%E
S TEWTY TKING PREMIUM DELUXE |
ETRESETHWZG, BEA—/T IKING
PREMIUM DELUXE, ZAfEsR 7] L DOHET
METELPEE I NN ERNEL, Ty
A > ORRIC TR R I = CRUEMEIZ /R Y
FT! ) L, YE0EIRECTE b (&
i)

THEET T, BATIEHY FEAD
Te s - - ITEWBRAHZRWMA SEENTY
TZVRIZZEC THARSH Y, P=RWgRITS
AIpDT
HEBBEWNLEZEZA, HONIHAELLEE
FRIEUT, VA UDOEEL LEEHEN S
DET, | LD LT, oMK TN~
VA OMBICHERT HHFICRD F LI,

(www.tripadvisor.co.jp)
Konkai mo rei rei O(hoteru-mei) no koshiki saito yori
yoyaku o sa sete itadaite i ‘kingu puremiamu DELUXE’
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0 yoyaku sa sete itadaitara, henshin méru de ‘kingu
puremiamu DELUXE, kin’en kakunin-zumi’ to no koto
de kin’en heya ga kakuho sa reta ka to omoiki ya,
chekkuin no sai ni ‘kin’en heya wa manshitsu de kitsuen
heya ni narimasu!!” To, atarimaena kanji de iwa reta
(koryaku)

‘Kib6 dake de, kakuyakude wa arimasen’node ika imi
Sfumeina setsumei’ to kbatsu-tekide atarimaena kanji de
setsumei ga ari, yani kusai heya wa damenanode saido
onegai shita tokoro, akiraka ni mendokusa-sona kanji
de, tsuin no heyanara kin’en heya ga arimasu.” To no
koto de, akiraka ni kakusage sa reta tsuin no heya ni
shukuhaku suru koto ni narimashita.

This time as well, I made a reservation from the
official website of OOO (hotel name), and when I
made a reservation for “KING PREMIUM
DELUXE,” I received a reply email saying, “KING
PREMIUM DELUXE, non-smoking confirmed.” I
thought it was secured, but when I checked in, I was
told in a natural way, “The non-smoking room is
full and it will be a smoking room!”

“It’s just a request, not a promise, so the
explanation below doesn’t make sense.” When I
asked again, they said, “There is a non-smoking
room for twin rooms.”

In data (1), the subject of ‘mendokusai
(troublesome)’ is the reader (the hotel), and the
state of ‘mendokusai (troublesome)’ is the internal
state of the reader (the hotel), which can be
observed from the expression of the reader (the
hotel). Here, the writer (guest) is thought to have
emphasized the poor response and facial
expression of the reader (the hotel) by adding “s6”.
In other words, ‘(shi) sou’ fulfilled the function of
‘active negative evaluation’. From this, there is a
possibility that the face of the reader (hotel side) is
threatened, and it seems that Leech (1983)’s
approval maxim was violated.

Another factor is the ‘feasibility of the event’,
and ‘(shi) sou’ means ‘an event that has already
happened’. In other words, there is a nuance that
the writer (customer) focuses on the finished
situation and strongly points out the other party. In
fact, except for ‘(shi) sou’, it is possible to simply
write “Akiraka ni mendoukusai kanjide...(It'’s
obviously troublesome...)”, but the writer
(customer) intends ‘(sk7) sou’. It is thought that by
using it in a generic way, it is easy to take on the
nuance that emphasizes the undesirable situation,
such as ‘mendoukusasouna kanjide...(it seems to be
troublesome)’. Similar examples is as follows.

Q) ZDH28BEZENY, LA NTU~EDD,
HHNTEE L TOE KO W THERT 5,

e TR T2 5 I IE TR A KFE L T a3,
WEYRHIZZRDE, 25 (7)) L LTH
Eo bRERICEEN MDD, TEE
FOFEZISTTenEDZ &,
THHEANIFDOFELRE LIZDIXFDHEYHE
Ao MY HIZ/R>TTERNVWESVHTO
2
THWNTENENFI O FTZ 72, EH F AR
VITEIRBOIELZEZA, TFEHHH-T
BWHNBEo L2 DATTMN? | EXIEDED
e b= TEDLNZ BR) ZORERTH IR
IR LS. (T21K)
(www.tripadvisor.co.jp)

Sonogo 28-kai ni agari, resutoran e mukau.

Jizen ni hanashite ita shiharai ni tsuite kakunin suru.
Shosho tema ni naru hoho de shori o irai shite itaga, iza
tojitsu ni naru to, kochira (hoteru) to shite machigattara
okyakusama ni mend6 ga kakaru tame, dekireba sono
hoho wa saketai to no koto.

Demo jizen ni sono hohé o teian shita no wa sono
tantésha hon’nin. Naze tojitsu ni natte dekinai to iidasu
no ka?

Shiharai wa sorezore warikandattaga, chigau taimingu
de shiharaou to shita tokoro, ‘mada shiharattenai kata
irassharu ndesu ka?’ To kedaru-sona ton de iwa reta
(kusho) kono jiten de mo tsugi wa nai na to kakushin.
(Koryaku)

After that, go up to the 28th floor and head to the
restaurant.

Confirm the payment we were talking about earlier.
They had asked for it to be handled in a way that
was a little time-consuming, but when it came to the
day, they would like to avoid that method if
possible, as it would be troublesome for the
customer if they (the hotel) made a mistake.

But it was the person in charge who proposed the
method in advance. Why do you say you can’t do it
on the day of the day?

We split the bill, but when we tried to pay at
different times, he said in a languid tone, “Is there
anyone who hasn’t paid yet?” (Omitted)

The state of (2) ‘kidarui (drowsiness)’ is the
internal state of the reader (the hotel side) and can
be observed from the reader’s (the hotel side) facial
expression. Here, the writer (guest) is thought to
use ‘(shi) sou’ to emphasize the bad point (mistake)
of the reader (hotel side). In reality, except for ‘(s%7)
sou’, it is possible to simply write ‘kidarui toon de
iwareta (said in a languid tone)’. It is thought that
by using it in a generic way, it is easy to take on the
nuance that emphasizes an undesirable situation,
such as ‘kidarui toon de iwareta (said in a languid
tone)’.
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Deontic Modalities

Binding modalities in Japanese are expressed in
forms such as ‘houga ii (should)’, ‘nakereba naranai
(must)’, ‘bekida (should)’, ‘nai to ikenai
(should/have to)’, ‘temo ii (may)’, but we focus
only on the modality form ‘nakereba naranai
(must)’.

In Complaint discourse, ‘nakereba naranai/naito
ikenai (must)’ expresses that it is unacceptable that
the situation does not happen, that it is
indispensable, but when the subject is the ‘writer’
and the ‘actual event’ already happened, this fulfill
the function of “clarifying the responsibility of
others”. “Clarification of the responsibility of
others” means that the reader (hotel side) is not
responsible for a situation where the writer (guest)
is doing unnecessary acts. It was confirmed that 14
cases of ‘nakereba naranai/naito ikenai (must)’
fulfilled this function. A specific example is the
following (3).

B) TRTREEOWIET LT,
Fv AT, 7y N TEHAHZENT,
BCWREICF = v 7 A4 LTV Ax BRI,
7y MBI O S 72 FE I BT
TWE LT,
HERIZIELONEY S LT, 7ry hOHYIC
A 3FENZ W & 2 A, TRINRONG
WeDH, ANERETESEST, ®obTF =
v I A PERE LT,
HOFEERNMEIR2T UL, DOk, Eh
BV TWRITIIRZR LR ->T2OTL &
95 ? ()
fiIpBMETERL~NLT, EZEELEZLWDND
MO B IR NRIED R T LV TT,
(www.tripadvisor.co.jp)

Subete ga saiaku no taizaideshita.

Chekkuinde wa, furonto de sanzan matasa rete, yoko de
tsugitsugini chekkuin shite iku hitobito o yokome ni,
Sfuronto kara wa nani no setsumei mo nai mama ni tachi
tsudzukete imashita.

Saigo ni wa shibire o kirashite, furonto no tanté ni nani
ga mondai ka o kiita tokoro, yoyaku ga mitsukaranai to
no koto. Watashi ga kakunin bango o itte, yatto chekkuin
ga susumimashita.

Anomama watashi ga nani mo tazunenakereba, ano go,
dorekurai  tatte inakereba naranakatta nodeshou?
(Chiiryaku)

Nanikarananimade tei reberu de, doko o naoshitara T ka
wakaranai saiaku no hoterudesu.

All in all it was the worst stay ever.

At check-in, I was made to wait for a long time at
the front desk, and while looking sideways at people
checking in one after another, I kept standing
without any explanation from the front desk.
Finally, when I got impatient and asked what the
problem was with the person in charge at the front
desk, they said they couldn’t find the reservation. I
gave the confirmation number and finally check-in
proceeded.

If I didn’t ask him anything, how long would he
have to stand after that? (Omitted)

It is the worst hotel where it is low level and does
not know where to fix anything.

In (3), the writer (guest) actually did the act of
‘tatte iru (standing)’, even though it was not
necessary to do so. The writer (guest) is the actor
of ‘tatte inakereba naranai (I must stand)’, and the
writer (guest) gives the impression that he/she is a
victim and that the reader (hotel side) made
him/her wait for a long time and ask for the hotel
responsibility.

If we exclude ‘nakereba naranai (must)’, the
phrase ‘ano ato, dorekurai tatteitanodeshou (how long
have I have been standing after that?)’ does not
have the intention of questioning the reader (the
hotel side), and is simply an utterance such as ‘self-
confirmation’ or ‘internal speech’. In other words,
it is thought that the writer (guest) of (3) chose a
strategy of indirectly expressing Complaint using
‘nakereba naranai (must)’. In addition, (3) is related
to ‘events that have already happened’, so the
writer (guest) emphasized the bad points of the
reader (hotel side). More direct terms also used as
seen in example (4).

@) ki, aieRERT v E L TRIH LTV
EHLY, =% AT ELT,
LML, 78 FOMIERLVA T ORIGIC
TEERH Y ET,
BolodlE, ~VSATITTT,
BRlZF = 740 LTHLoTeitt, IRSiZE M
e e tiT s T L,
FEL e loitsFE -t nizLELIZ0—F
Hp<, PELOBFRFICAS>TWDHIZE N
LT, bl LBRZOLEDH ORHINLDE
T, RIEb LEEA,
ZOMT o &bl LIfFo TWzDTT,
—ELOLWVEBFEREF I & TT,
(www.tripadvisor.co.jp)
Shisetsu wa, izen Zen'nikki hoteru to shite riyo shite ita
koro yori, gojasu ni wa narimashita.

Shikashi, furonto no taib ya resutoran no taio ni wa nan
ga arimasu.
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Yokatta no wa, Beru-san dakedesu.

Tokuni chekkuin shite moratta josei, megane o kaketa
josei wa saiakudeshita.

Nagaku mata seta no ni omataseitashimashita no
hitokoto mo naku, watashi no sugata wa shiya ni haitte
iru nimokakawarazu, watashi ga sono josei no me no
mae ni tatsu made, han’né mo shimasen.

Sonoaida zutto watashi wa matte ita nodesu.

Hitokoto kurai owabi o iubekidesu.

The facility has become more gorgeous than when
it was used as an All Nippon Airways hotel before.
However, correspondence of the front desk and
correspondence of restaurant have difficulty.

The only good thing was Mr. Bell.

Woman who had you check in in particular,
woman who wore glasses were the worst.

She made me wait a long time, but she didn’t say a
word, and even though she had me in her sight, she
didn’t react until I stood in front of her.

All the while I was waiting.

I should say a word of apology.

In (4), the writer (guest) is trying to clarify
where the responsibility lies with the reader (hotel
side), which is common to (3). However, in (4), the
use of ‘bekida (should)’ allows the writer (guest) to
point out the bad points (mistakes) of the reader
(hotel side) in a straightforward manner, and the
reader (hotel side) takes responsibility. The writer
(guest) explicitly expressed his Complaint with the
reader (the hotel) which made him/her waited. On
the other hand, the subject of ‘tatte iru (standing)’
in (3) is the writer (guest), and it is thought that he
expressed his Complaint more obliquely and
indirectly than in (4). In the following (5), as in (3),
the writer (guest) expresses his burden grandly.

G) TorERLIEVEE S TWooO(K T V4),
00Q(FRTNAYD AL » 71X H 6 b &
FRNENTRNLALT, broblRaiEL
THHIGELTWDORIERH D, F=v I A4 00b
Hro i TRIZLTWE LT,
TOTREUTRFRI ORI & & BT, (%)

J— LY — B RO AR 2 LTz,
LA N7 VO THRIRHCHE Z08EHEDORIZ S F <
FEBBb > TN Y, 2AX v 7 OILEERE
HFEPRRART L L~ (T
AH 7 OY —ERTELEEELEOSMN
HHEES, B, BFEVHIFHIL TV,
(www.tripadvisor.co.jp)
Zutto shukuhaku shitai to omotte ita 000 (Hoteru-mei).
000 (Hoteru-mei) no sutaffu wa kochira kara koe o
kakenaito ikenai reberu de, chotto kyaku o erande taié
shite iru insho ga ari, chekkuin kara chotto iyanayokan
wa shite imashita.

Sono yokan wa jikan no keika to tomoni tekichd.
(Chiiryaku)

Rimusabisu no teiky6-ji setsumei ga fusoku shite i tari,
resutoran no yoyaku-ji ni saisan no renraku no sue ni
umaku kibo ga tsutawatte inai nado, sutaffu no shori
néryoku wa bijinesuhoterureberu. (Chiryaku)

Sutaffu no sa bisu wa madamada kaizen no yochi ga aru
to omou. Ga, amari kitai wa shite inai.

T've always wanted to stay at ooo (hotel name).
The staff at ooo (hotel name) was at a level where I
had to call out to them, and I had the impression
that they were picking out customers and
responding to them, so I had a bad feeling from the
time I checked in.

The premonition is true with the passage of time.
(Omitted)

The staff’s processing ability is at the level of a
business hotel, such as lack of explanation when
providing room service, and not being able to
communicate well after repeated contact when
reserving a restaurant. (Omitted)

I think the staff’s service still has room for
improvement. But I don’t expect much.

In data (5), since the act of ‘koe o kakeru (calling
out)’ was not carried out by the hotel, the writer
(guest) had to carry out the act of ‘koe o kakeru
(calling out)’ to the hotel staff. In other words, the
act of ‘calling out’ should be the responsibility of
the reader (hotel side), but in reality this is not the
case, and the writer (guest) must tried to make the
reader (the hotel side) who had to call him/her
aware of where the responsibility lies, while using
it to express his burden clearly. In (3) and (5) above,
the writer (guest) expresses his own burden more
than (4), so the risk of face infringement of the
reader (hotel side) can be avoided.

Complaint Discourse in Indonesian

This section examines the emergence of modality
forms in Complaint discourse in Indonesian. Table
2 summarizes the appearance of modalities in
Complaint discourse and satisfied discourse in
Indonesian.

From the data presented in Table 2, the
Epistemic modality showed a p-value of 0.0002,
indicating a significant difference. Another
significant difference was found in Deontic
modalities. From this data, it can be said that the
binding modality was actively used in Complaint
discourse.
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Table 2: Appearance frequency of Complaint discourse

and satisfied discourse in Indonesian.

The Form Cqmplamt Sfltlsﬁed
of Discourse | Discourse pValue
Modality 97,045 35,030
Words Words
Epistemic *k
Modality 212 43 0.0002
Interactive
Modality 117 31 0.1
Evidential
Modality 33 14 0.6
1.3959
Deontic 26e-09
Modality 264 42 <0.0001*
*
Total 626 130

*:p<0.05 **:p<0.01

Next, the analysis will be focusing only on
Epistemic modalities and binding modalities. As
the Indonesian modality formats listed based on
Alwi’s (1992).

Epistemic Modalities

The Epistemic modalities in Indonesian are
‘Mungkin (maybe)’, ‘Pasti (must be)’, ‘Seharusnya
(should be)’, ‘Kira (may be)’, and ‘Semoga/Mudah-
mudahan (I hope)’. From these expressions, we
focus only on the modality *“Semoga/Mudah-
mudahan”, which expresses prayers. This is
because the modality of ‘prayer’ in
‘Semoga/Mudah-mudahan’ appears in Complaint
discourse, but not in satisfied discourse. Moreover,
we could not confirm its use in Complaint
discourse in Japanese.

According to Alwi (1992), ‘Semoga/Mudah-
mudahan’ is basically used as an adverb, and its
basic meaning is to describe an uncontrolled
situation. It is pointed out that it represents It is
also said to express the speaker’s wishes and
expectations toward God. In Indonesia, which has
a strong relationship with religion,
‘Semoga/Mudah-mudahan’ is often used in daily
conversation as a word that expresses ‘prayer’ or
‘hope’ to God.

In Complaint discourse, the writer (customer)
can use expressions with a high degree of assertion,
such as imperative and request, but by using
‘wish/hope’, they are passively making efforts to
convey they means to the reader. Therefore, in this
paper, we refer to this as a “passive demand for

action”. From the data, there are 22 use of
‘Semoga/ Mudah-mudahan’ which found to perform
this function. The characteristic of
‘Semoga/Mudah-mudahan’ use is shown in a
specific example as (6) below.

(6) Nama hotel dengan embel2 O, tentunya bukan hanya
sekedar nama, tapi juga gambaran kualitas mutu
pelayanan.

Ty sayangnya untuk O yg satu ini jauh dari harapan.

Apalagi perjalanan dari Ohotel lanjut ke Ohotel yg

berkualitas, ujungnya O yg levelnya jauh beda padahal

harga yg hampir sama.

Mudah-mudahan bisa lebih ditingkatkan
(www.tripadvisor.co.id)

The hotel name with the appendage O, of course,
is not just a name, but also a description of the
quality of service quality.

But unfortunately for O this one is far from
expectations.

Moreover, the trip from Ohotel to O a quality
hotel, in the end O with a much different level even
though the price is almost the same.

Hopefully can be more be improved

The sentence (6), ‘Mudah-mudahan bisa
lebih ditingkatkan (I hope it can be improved)’, is
expressed as if the writer (guest) asked ‘God’, and
hoped that the hotel would respond by God’s
power. However, ‘Mudah-mudahan’ in (6) no
longer actually expressed a ‘wish’ to God. The
subject of “Improve” is the reader (the hotel side),
and they demand the realization of the act of
“Improvement”.

However, even if the subject of “Improve” is
the reader (hotel side), by using “wish/hope”, the
reader reached passively and refrain from
asserting. Therefore, it is thought that the risk of
face infringement on the part of the reader (hotel
side) can be avoided because the approach to the
other party is not strong and the criticism of others
is minimized. From the perspective of ‘feasibility
of events’, ‘Mudah-mudahan’ means ‘unrealized
event’. In other words, the writer (guest) focused
on the situation related to what the hotel had to do
in the future.

From the above (6), ‘mudah-mudahan’ does not
originally have the function of requesting action,
but in Complaint discourse, it is thought that it
acquired the function of requesting action from
‘prayer’. Even though the writer (guest) uses the
‘prayer/wish’ to direct a certain action
(improvement), it is up to the reader (the hotel side)
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to accept or reject the action. The function of such
a “passive action request” can be better understood
by comparing it with (7) below, which makes an
action request more explicitly.

(7) memilih hotel ini karna recomend temen
tapi di sayangkan tidur terganggu dengan suara kereta
yang lewat memang posisi hotel berdekatan dengan rel
kereta jadi terganggu istirahatnya
untuk resepsionis klo saya tlp angkat dong
dan jgn judes klo menerima keluh kesah tamu
saya kira kemarin Bisa pindah Kamar tapi
malah di cuekin gitu
(www.tripadvisor.co.id)

I chose this hotel because of a friend’s
recommendation

but it’s a shame that sleep is disturbed by the sound
of passing trains, indeed the position of the hotel is
close to the railroad tracks, so your rest is disturbed
for the receptionist if I call pick up

and don’t get bitchy if the guests complaint

I think yesterday we can change room but instead
we were ignored, just like that

In (7), the writer (customer) made the reader
perform the act of ‘tlp/telpon (calling)’ using the
communicative modality ‘dong’. According to
Kridalaksana (2011), ‘dong’ has the function of
pointing out the mistake on the part of the
addressee (directly pointing out the reader’s
mistake) like in (7). In (7), the writer (guest) uses
dong (y0)’ to directly point out and criticize the
reader’s (hotel’s) mistakes.

“dong” is more straight forward than a
modality that expresses a wish/hope, such as
“Semoga/mudah-mudahan” . In other words, there is
a high possibility of infringing on the face of the
reader (hotel side). On the other hand,
‘Semoga/mudah-mudahan’ has the function of
indirectly making the reader (the hotel side) act, so
the utterance was relaxed and the expression
became a roundabout expression.

Deontic Modalities

In Indonesian, binding modalities are
expressed in forms such as ‘Harus (must)’, ‘Wajib
(must do)’, ‘Boleh (maybe)’, and ‘Baiknya (better)’.
But in this paper, only ‘Harus (must)”’ will be
discussed.

Looking back, in the Complaint discourse in
Japanese, there is not a single example of the type
that compels the reader to act, and it is said that the
reader (the hotel side) is made aware of where
responsibility lies. However, in the Complaint

discourse in Indonesian, unlike Japanese, ‘Harus’
was found to force the reader to act.

In Complaint discourse in Indonesian, the
writer (customer) strongly and positively appealed
to the reader by using expressions with a high
degree of assertion such as ‘Harus (must)’.
Accordingly, in this paper, we have referred to it as
a “positive demand for action”. Twenty cases of
‘Harus (must)’ with the function of ‘‘positive action
demands” were confirmed, as example (8) below.

(8) Ada salah satu teman saya yg dtng dr daerah dan
menginap d hotel 00 O tugu tani dekat kedubes USA,
pada saat breakfast, salah satu staf restorannya melarang
duduk meja breakfast
ketika menginap di hotel 00 O, pelayanannya terhadap
teman saya sangat buruk sekali,
apakah pihak MANAGEMENT atau FO MANAGER
nya tidak mengajarkan kesopanan dim tutur bahasa
terhadap tamu2 nya..
harusnya hotel berbintang itu pelayanannya lebih sopan
dan tutur bahasanya  lebih baik,
bahkan Harus professional dim bekerja.
tetapi ini tidak sama sekali, malah membuat tamu
kecewa..amat sangat disayangkan sekali..

(www.tripadvisor.co.id)

One of my friends came from the area and stayed at
the 00O Tugu Tani hotel near the US Embassy,

at breakfast, one of the restaurant staff forbade
sitting at the breakfast table

when staying at the hotel 00O, the service to my
friend was very bad,

does the MANAGEMENT or FO MANAGER not
teach politeness in speech to the guests..

the star-rated hotel should have more polite service
and speak the language better,

Must even be professional at work.

but this is not at all, instead it makes guests
disappointed..very very unfortunate.

In (8), “Harus (must)” is used. This created the
impression that the writer (guest) was giving strong
orders or pointing out to the reader (hotel). The
writer (guest) used ‘Harus (must)’ to ask the reader
(hotel side) to act in a straightforward manner,
‘doing a job properly like a professional’. ‘Harus’
expresses ‘an  unrealized  event’, like
‘Semoga /mudah-mudahan’, which is good. In other
words, it was found that the writers (guests) paid
more attention to the improvement points on the
hotel side.

“Harus” was used to indicate that the writer
(guest) was in a higher position than the reader (the
hotel). In terms of social status, the position of
‘customer’ is considered to be higher than the
position of ‘clerk’, and has more power. The reason
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why the function of ‘positive demand for action’
appears only in Indonesian is that Indonesian
society is very conscious of the fact that ‘guest’ is a
person of high social status and power.

Discussion

The results and analysis results are described
above. It has been reported that conventional
modality forms are often used to show
consideration for others, such as avoiding
assertions and euphemistic expressions (Yamaoka,
Makihara, & Ono, 2010; Yamaoka, 2016). It was
also confirmed that the discourse does not simply
express consideration for the other person in a
roundabout way, but is rather direct and does not
include consideration for the other person at all.
Details are summarized in Tables 7 and 8.

Table 7: Characteristics of expressions of Complaint
seen from modalities.

Complaint
Discourse Functions
of Modality Forms

1. | Explicit Complaint
A. T emphasized the
bad point (mistake)
of the reader (hotel v/ v/
side).

B. The reader (the
hotel side) was
forced to act.
Implicit Complaint
2. | A. Emphasized self- e v
pay.

B. It showed
consideration for
readers (hotel side)
and relaxation of
claims.

C. The error/burden
on the part of the
reader (the hotel
side) has been
reduced.

Japanese | Indonesian

From Table 7, the modalities of Complaint
discourse in Japanese and Indonesian had two
aspects:  ‘explicit complaint’ and ‘implicit
complaint’. In the case of ‘explicit complaint’, the
modality format emphasizes the bad point
(mistake) of the reader (hotel side) or forces the
reader (hotel side) to act. On the other hand, in the
case of ‘implicit complaint’, the modality format

emphasizes self-payment, cares for the reader
(hotel side), relaxes the assertion, and moderates
the fault/burden of the reader (hotel side).

In this regard, the results are somewhat
different from those of previous complaint studies.

Japanese native speakers (JNS) use a strategy of
objectively emphasizing the outcome of the
situation when expressing their complaint
(Wongsamin, 2016), not expressing complaint, or
even expressing complaint, ‘indirect complaint’
and it is mentioned that there is a high tendency to
use the ‘euphemistic expression’ strategy, but by
observing the modalities of Complaint discourse, it
has two aspects: ‘explicit complaint’ and ‘implicit
complaint’.

This research is a further development of how
modality forms other than ‘kamoshirenai (maybe)’,
‘temo i’ and ‘end sentence particles (mono)’ are
related to complaint as found by Yamaoka,
Makihara, and Ono (2010) and Yamaoka (2016).
However, unlike the results reported by Yamaoka,
Makihara, and Ono (2010) and Yamaoka (2016),
the modality format in complaint discourse does
not only include consideration for maintaining
good interpersonal relationships with the other
party. In complaint discourse, when the subject of
“certain action” is the reader (hotel side), the
modality format emphasizes the reader’s bad point
(wrong) or forces the reader (hotel side) to act
fulfilled its function. It may infringe on the reader’s
face because it greatly expresses criticism to others.
On the other hand, when the subject of ‘a certain
act’ is the writer, it has the function of emphasizing
self-burden and moderating the fault/burden of the
reader (the hotel side). By doing so, it is thought
that the risk of face infringement on the part of the
reader (hotel side) can be avoided.

In this way, we observed characteristics that
differed from dialogue situations that had been
mainly dealt with in previous research on
expressions of complaint. The approach of
clarifying the characteristics of complaint
expressions in Japanese and Indonesian by
focusing on the modality form is also valid, and it
is expected that new knowledge about linguistic
differences in complaint expressions will be
obtained.

Finally, the similarities and differences between
Japanese and Indonesian are as summarized in
Table 8.
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Table 8: Necessary cues for judging complaint
utterances.

Japanese | Indone-
sian
Reader (hotel v/ 4
Subject | side)
writer (guest) v ®
already realized
situation
Prefers to look
back and pay
more attention v ”®

to the mistakes
that the reader

(hotel side)
caused in the
Feasi- past
bility Unrealized
of The writer

events | (guest) prefers to
focus on the
situation related
to what needs to

be done to the * /
reader (hotel
side) by focusing
on the
improvement
points.

As can be seen from Table 8, there are cases in
which the subject of complaint discourse in
Japanese is the reader (the hotel) and the writer
(the guest) as the subject. On the other hand,
complaint discourse in Indonesian is centered on
the reader (hotel side) as the subject. From the
point of view of ‘feasibility of events’, complaint
discourse in Japanese mainly expresses ‘already-
realized’ situations. From this, it can be said that
native Japanese speakers prefer to pay more
attention to and look back on mistakes that the
reader (the hotel side) caused in the past. On the
other hand, one characteristic of complaint
discourse in Indonesian is that it prefers to express
‘unrealized’ situations. In other words, the writer
(guest) can express to the reader (the hotel side)
what needs to be done in the future by focusing on
the points to be improved.

CONCLUSIONS

In this paper, we clarified natural complaint
expressions in both Japanese and Indonesian for
the purpose of posting reviews, and we were able
to observe characteristics that differed from

previous research results about discourse in
conversations. In addition, by examining the
function of modalities characteristic of Japanese
and Indonesian complaint discourses, we
confirmed the similarities and differences between
Japanese and Indonesian in complaint discourses.
Judging whether the complaint utterance is
‘explicit/direct’” or ‘implicit/indirect’ at the
discourse level, it depends on the ‘subject’. In other
words, depending on whether the subject is the
writer (guest) or the reader (hotel side), the degree
of FTA (action that infringes on the face) will
differ.

There are many issues that should be further
studied in the future. A particularly important issue
is to verify whether clues such as ‘subject’ and
‘feasibility of an event’ are effective outside of
review posts. We only focused on analyzing
evidential modality ‘(surw) souda/(shi) souda’,
binding modality ‘nakereba naranai’, epistemic
modality ‘Semoga/mudah-mudahar’, and binding
modality ‘Harus’ (must), but other modality types
need to be considered as well. Hence, the analysis
to the structure of complaint discourse and the
interaction between the writer (guest) and the
reader (hotel side) also will be conducted in the
future.
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