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DERZZOHT I —ZEDTNDE, ZOHT 3TV —13Q1~Q3%EL T, BXE b
ZWEIETH S T2, FFICHARNZZORBOMERHNZ 0,
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“I apogize [sic] for any confusion, Sir, but the restrictions are printed on the coupon.”

(Q3)
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/kk\ ETOHEMTHANIZVEZE DL, [5ROUE] (CERTINETH T, D)
LT KEORFLER L, SORDMEAR é?ﬁib‘ LRI DEETH D,

FIZEFE TREBLRISWERA, 25 50F5 508 HIZREMII AR o TR £, &
BIBRIZRRB R ENTW o722 b, RILWZLELE, D, 2oLz enD
SVWFERHALLY, WHEICEDTEBVETOTITENELETERATL &9 5.] (Q1)

“Let me see the coupon sir. I see here is the problem they wrote the information so
small. We will honor it today and will have that corrected on future coupons.” (Q2)

[Hfig - Wh15]

WIZ, BEIC TBEZRDD - HESED] WO NEORENETOER THARAD
FiZEhote, ZhHE, IEOBEBLEOREITH)bHT, HRANTHEOELLY 45D
VA L ERT 5 L WO BEERBERIEL TN D,
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“I'm sorry to tell you but it actually does say it in small font, therefore we can’t
accept it. I hope you understand.” (Q2)

B. 7TAU W ANDFHENZNHT TV —
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ZOHRT AV =2, VAR AMHEZRDZY, 200 EIF % L0 3 5 RIZEOM,
@5%?@#~tx%&@_ﬁﬁfééa~$/®ﬁ&&&\ﬁ%mmﬁfﬁﬁﬁﬁﬁ%
R Z/OND L) REEEFH EL TS, 7 AU B X, BARACHSRT, Q1~Q3
ZBELTZONT IV —TORZENREL L, FFZQ1TIE42.9% H DEIEF M Z IOV TO
EkELTHD, AARAD, QIO X ITJEMOELENRKE | BEOELENRWGE
(X520 1X16.1%DEIEZE N SO EIG 2 LTWAHR, BHARNIIZIED/V—L 25
BERE L, 7 =R EBBOROVEENSZ T, 7 AU NE TAETZT) EE W4
AT E TIHEDOHEBENRWIGEE S 7 — R 2RO HRIE N LD o1,

EEF: THLRISWERAL, AR ZFAVWEETEEARSENEZHLEDIATTOTED
LaE TR IEEVWEYE] QD

“Yes sir it [sic] right here very clearly, now I'll let you use the coupon today but you’ll
have to be more careful next time.” (Q3)

(% D 2128 <]

ZORTAY=TE, 7—=RPMEADEITENTLHI L0, BOFERRONEZ
L7 BEORGT IR THTHIL L S LT 0RB 2L Tn5, QI~Q3ITb=v T
AU BANDTTHZ% L, AARANDEEITITIFE AL ERLNRD T2,

EIZH: THLRZZEWETA, BEPICBEEOBSL2BLBY TTOT, 2774150 &2
LE9RBLTENDETOT, LaBHLWEETET .1 QD

“I'm sorry, sir, but the fine print on the coupon indicates we cannot use it for the fruit.
Let me see if I can find you another coupon to use.” (Q2)
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[ B & CTxtis)

ZHITE BB O CERICEIS MY EZ AL LS LT2REITHDL, 7T A
ANCBNTHQI~Q3%i L CHEMMURETH D, HO D& 2> T THEED
AR A L) LT HZ LI TH D, ARNIZZLZL DL ) ektica T 54
ER720 B2, BAROBERBY CIIAWMOBLE LR LIAERWI EBNBEHITHL Z &b,
ZOEIBRIIENRN EDO—RTHA I,
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[FZHB):  “T am truly sorry, here. *pulls out wallet* here's the discounted cash you would have
earned. Now have a nice day sir.” (Q1)

(% #EI1ZE 5]
BEICEAT (HELT 62 EVIRNFEEIHLTVDLILOESEL TWD,

[FZ45]:  “Sir the coupon clearly states right here that this purchase is not eligible. Let’s try to
find a way to resolve this to your satisfaction.” (Q3)

(B %]

“The customer is always right.” RSZIUHE L LZNEORBA T TV =3 F L7cb D
ThHd, BAD TRBERIIMERTT ) [THY T2 LS ZOBEIET A U U OHEHE
RTIEREL TS, HARANCHBESE —FREZET 2 ILH 5708, BA THEEDH
THEETHRIT D LW IHBER 22D, BARANZIEREE R 2 o752 D,

[FZ45]:  “Sure the customer is always right so please allow me to explain it says nowhere that
you cannot use this coupon for the purchase but at the same time it does not say you
can use the coupon for the pur [sic]” (Q3)

D. oo hT I —

[JtEk]

COHEBIFHAANET AU B NEBIZEIZENRZNVEDOTH D, BEORFFHEE DRI
R, BEOFRICFAETH2ERIAEZZO TN D,

B T— AR —RATIEEPNTOERFATLER, EiL, JLLICONTEXxTD
BHNWELELER, 0036057 LELEOR LIRS SVWERAR, A7 —F
IS4 TTENET, ] QD

“You are absolutely right sir. Let me extend a courtesy discount in lieu of the coupon.”

QD

DVERICHL - O5R%) 5]

ZOHEBIX, EER EOBELEITHB AN CEIZER, ERAMATE THE LB E
SHLIETIHRBAZDOTND, QUTIHEHARANDHE N ZDREIENRL o708, JEEE L

TIIHERD RO TIERIZ =R 2% T AN 0BT 52 EOEKTZ ORI E
EoTnd, —FH, Q2RQ3TIL, TAUDANDFNZDEIENRELL IeoTWDHN, HA
A&H%_EE_Mm%W<%ﬁ%%ém\@E#E%kﬁﬂbtwwkowﬁa%?é
KHHLEZL, BRIEREFE L SEDLZEVBEOEE, Ab, h—E2AO—ERE LTH
LIECTWAER A OIS, (ARNIIFBEIE R EGiE S RIULr o7, ) BARA
2, Q2RQ3T I DREIZNDVIRNDIE, V—ARNENTH DD, JERICHERT D HEN
RWEHIBILTWAS EEZBRD,
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“I'm sorry, but the coupon only applies to certain items. I can get you a manager if
you'd like more help.”(Q1)

ek &epsiin 2 @ 2 ]

COAT AV —iF, BRI —RKoMEZ DM@ 5K a2i L TWD, HXE
BT, PR LD LRBREITECHEDENDHHQLLEQ2LV b, JHITHEBENRVQ3DTT
WEL o TS, 7 =R OEMIIARARTH 2RI T T, hopbas TlEd 508, 7 —
R DMER PIRE/R A CHRIGI 292 Z L CREMEZGL O LT20ERbEL NS,

mI&H): [7—KRoTLESL, hoOORL, BEWWEETETA, WBRTLE I, Q)

“I'm sorry, sir, but this coupon can't be used on the item you want, but I'd be happy
to help you find a fruit than [sic] can be used, if you would like.” (Q3)

[TAEE@G) R (Ev)H) KEl]

ZOATA)—F, BEL L TRURFETHDL I LERBLTWDHLOEZEL T
%o HEETIX, “valued customer”/2 8L WO KBLAZ L TWDHLHDET T ML, AARGET
X, TREVRBERE] 28 L0 RBUTZRWA, RIE IR 2 RBUTBE DAL % B
LTWaEEZ, 20T TV —IZHELTNWD,

FEF: TWoOb ZHAWEEEEZLTHYNE S ZTZNWET, REFALRZROVDOTTN, 5= D
Xy = TIHOODHBDER|F v = b o TEBVET, 25127 —R I
ODNWTORENEINTEY T, Db IR E2BERNTZENWICLLNbLT, &
ZILIRATHLIRO Y FHEATLE, OOTLEDL, O%SIETIIWNETN, LR
T2 (Q3)

“i [sic] will let you use the coupon since you are a valued customer” (Q3)

43 EEXIGICEAT HEEHRE

ZORMEITEERISICETHEREABARAANLE T AV ACHELZ DO THY (GBI,
2019), AL & BENREVO TR L, AFRTETHER T 201X, SRR EFLRIS
OHETHDL (W), ZOEMORERICONT, IA “FTREEITH & HROETHFET
b oo, PR ESINCE D, BAROEIZENEEXISho7-0i, T3i9E (TEICH5E
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Thotz, —FH, TAUV I THEIZE > HBIX, BEOHE BEEN - -EBELH
BIoHz b)) & T&fzigt Gt LTamzRitds28)) Tthot,

WIZ, BRTREREND > BRI, FERISO LS ECTh o7z, & THHEL
W o~ I T CaRl A, TETHELYY) 7213 ML) ORZEITLH
ATIET78.4% THDHDITH L, 7 AV H1X25.83%, — 5T, [l /-1F THEVEELL
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BIEDORIT 4T «IRTA MFRA« ANTTV—ZLLTFTO@EY TH D,

1. Notice, attend to H (his interests, wants, needs, goods), 2. Exaggerate (interest,
approval, sympathy with H), 3. Intensify interest to H, 4. Use in-group identity
markers, 5. Seek agreement, 6. Avoid disagreement, 7. Presuppose / raise / assert
common ground, 8. Joke, 9. Assert or presuppose S’s knowledge of and concern for H’s
wants, 10. Offer, promise, 11. Be optimistic, 12. Include both S and H in the activity, 13.
Give (or ask for) reasons, 14. Assume or assert reciprocity, 15. Give gifts to H (goods,
sympathy, understanding, cooperation)

i 10 DAHT 47 « RIA AR+ AT TV—ZFLUTOEY TH D,

1. Be conventionally indirect, 2. Question, hedge, 3. Be pessimistic, 4. Minimize the
imposition, Rx, 5. Give deference, 6. Apologize, 7. Impersonalize S and H: Avoid the
pronouns ‘T and ‘you’, 8. State the FTA as a general rule, 9. Nominalize, 10. Go on
record as incurring a debt, or as not indebting H

VORLIEAZEERIIRRETH Y, B ZoEL 0 DRngGabd 5,

v T AU B NBIEFITHT DR LOHEETENT A FOERNIILL T OB Th 5,

Q1. A senior gentleman says he wants to use his coupon, but the coupon does not apply
to the fruit he wants to buy. However, this rule is not written anywhere on the coupon.
The customer is very angry, but the store does not want to accept his coupon.
Customer: It doesn’t say anywhere that I can’t use this for fruit!

As the staff, how would you respond to the customer?

Q2. A senior gentleman says he wants to use his coupon, but the coupon does not apply
to the fruit he wants to buy. The rule is printed on the coupon, but in such small type
that he can't read it. The customer is very angry, but the store does not want to accept
his coupon.

Q3. A senior gentleman says he wants to use his coupon, but the coupon does not apply
to the fruit he wants to buy. The rule is set out clearly on the coupon. The customer is
very angry, but the store does not want to accept his coupon.

i —DDRIEDERA RS EZATWAIGEIIEEO 7T ) —THEINLTND

vii [EEGIEEFEORE ZZDOEERLRL TV D, TUTE, XFOXA T IR Mbézn
([sic TER). £ 9 Vo EEIT T OBEEN AR b ODORS T T T —IZHhF LT,

viii 2 =114.56, df =7, p<.001

x p<.01

xx2=171.34,df =8, p<.001

i op< .01

xi Q1:x2=44.2, df =1, p<.001, Q2: x2=50.6,df =1, p<.001,Q3: x2=6.74,df =1, p
<.01
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wi Ql:x2=13.3,df=2, p<.01
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