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ABSTRACT

.
H
i

his dizsertation presents an analysis of the generic structure

oFf serwice sncounter texts within and across British-Englishkh and

RBrazilian-Portuguese. The hypothesis presented in this research (s
that & contrastive stody of service sncountesrs in Braxzil amd in
Frngland would reveal that these social activities are carried out
Foollowing a different sequencing of gensric structure slements. The

e - -

studd s based on Yentola's (1987 work on the organization and

Tinguisatic realisation of service encounter texts

. Mentola ‘s model

was Chi

sen o as ib fakes into account A general theory of language and

Content

The data were obtained from a total of eighty texts
tape-roecordesd at the pharnacychemist and the travel agencies found
on the campuses of the Federal University of Santa Catarina
(Florianaoapolis — S0 - Brazil) and The niwersityg of Birminabam
(Birwmingham ~ England).

Th the analysis, similar elements are fTound in the structure of
Aalmost 211 texts, differing solely in sequencing across situations
and languages. Manifested differences are alzo discussed, as being
determined by cultural reasons or by fthe internal organization

(lawonuty of the locations.

The cross-cultural examination of the findings: shows that Lhe

pharmscy and chemist situation presents culbtuwre- specific trait

whersas the travel agency situation presents more udnyversal features.
154



RESUMO

Fsta dissertacfo apresenta uma anialise contrastiva da estrutura
genérica de textos de encontre de servigo, do Inglés Britidnico e do
Portugués do Brasil. A hipdtese apresentada no trabalho é a de que
um estudo contrastivo de encontros de servigo no Brasil & na
Inglaterra revelaria que essas atividades sociais s80 realizadas por
gstruturas gendricas compostas de elementos que seguem sequéncias
diversas. D estudo ¢ baseado no trabalho de Ventola (i987) sobre a
organizacio ¢ realizacio linguistica de textos de encontro de
zErFVico. Esse modelo foi escolhido por refletir uma teoria geral que
relaciona lingua e contexto.

0s dados foram obtidos de um total de oitenta intera¢des
gravadas nas farmicias ¢ agéncias de viagem localizadas nos campi da
Universidade Federal de Santa Catarina (Floriandpolis - SC =
Brasil), & da Universidade de Bivrmingham (Birmingham - Inglaterra)l.

Na andlise, sio encontrados elementos semelhantes em quase
todos o5 textos, diferenciando-se os elementos quanto 3 sequéncia,
A5 situagdes & As duas linguas. Diferencas sfo encontradas também na
estrutura gendrica dos textos. A andlise demonstra que tais
diferengas sio motivadas por razdes culturais ou pela organizagsdo
interna - layout —~ dos locais observados. A andlise contrastiva
mostra que as farmicias apresentam caracteristicas especificas de
cada cultuwra, enquanto que as agéncias de viagem apresentam tragos

MAaIs UNIVErSaisa
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(yes?

(pause?’
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{thanks
{thanks

?

KEY TO TRANSCRIPTION CONVENTIQONS

a pause of less than a second
non-verbal activity

likely wording

wording not possible £to transcribe

a pause lasting more than a second
speaker does not finish his utterance

simultaneous speech

Jes/Nno question rising intonation
phrasal-final falling intonation

word or phrase is an exclamation



INTRODUCT10ON

Recent 4dears have seen welcome developments in language
research and language teaching. In Foreign Language Teaching (FLT),
these advances have been characterized by a shift in linguistic
research to communicative interests in an attempt to come closer to
the way language is used in society. Although language teaching
theory is progressively acquiring a sociolinguistic perspective, the
teaching of skills still concentrates on the micro-level. It is
based on differences in speech act types rather than on a more
global level in which speech acts are associated with texts and
texts are, in turn, attached to context. Thigs dissertation is
concerned with the intersctions which take place at service
locations. My main objective is to describe and contrast the
overall, global structures -~ ‘generic structures’ - of service
encounter texts in English and in Portuguese.

My interest in service encounters derives from the feeling that
informat ion about the structure of such essential everyday
activities would prove most useful for FLT. In fact, the scarcity of
information on how to behave linguistically and non-linguistically
in a different culture still surrounds the communicative approaches
to FLT. Unawareness of cultural differences may lead language
learners to embarassing situations and to communication hreakdowns
in the target lanquage. Accordingly, Blumkulka (1984) stresses that:

as long as we do not know more about the ways in
which communicative functions are achieved in
different languages, (second language) learners
will often fail to achieve their communicative ends

in the target language and neither they nor their
teachers will really understand why (p.47).



This research has bheen thus motivated hy the hypothesis that a
contrastive study of service encounters in Brazil and in England
wonld reveal that these social activities are not carried out in the
same way in similar environments in these two countries.

Specifically, the present study pursues answers to the

following questions:

i- Upon assuming that there is a generic structure that underlies
service encounter texts (Ventola 1987), what specific generic
structure elements characterize encounters in British-English and

Brazilian-Portuguese?

2~ Is the sequence of service encounter elements similar or

different in these two languages? IFf there are differences, what are

they and under which conditions do they emerge?

3~ Can these service sncounters he represented by an identical
Flowchart? What is the meaning of different flowchart
Fepresentations as well as similar ones? Which are the most frequent

‘decisions’ and ‘paths’ taken in each language?

These are some of the major issues that will be discussed in
this study. In the following chapters I will proceed as follows.
Chapter one presents the theoretical background of the study. It
reports on previous studies which have dealt with service encounter
texts. It also describes the flowchart representation which is used
as the model of analysis of the data. Finally, it introduces the
service encounter data which are used in the study. The analysis of
the data comprises three chapters. Chapter two looks at openings and
closings of the service encounter texts in four different contexts.
Chapter three discusses the actualized generic structure of the
texts which were recorded at the pharmacy and at the chemist. It

also presents the two modified flowchart representations of the



pharmacy / chemist texts. Chapter four presents the generic
structure of the travel agency texts and their flowchart
repraesentations. The Conclusion presents comments on the results

obtained in the study, teaching implications of these results,

limitations of the study and recommendations for further research.

Aan appendix containing the data used in this study is also included

in this dizsertation.



CHAPTER ONE

LITERATURE REVIEW AND DATA DESCRIPTICGN

1.1 - REVIEW OF THE LITERATURE

1.1.1 - Language as Social Semiotic: Some Basic Concepts

The present study has been motivated by Ventola's (1987) work
on the organization and linguistic realization of service encounters
in Australia. Ventola suggests that communicative skills - so far
approached by textbooks as single speech acts or exchanges — shouwld
be included within a more comprehensive framework. Within this
framework, she adds that skills and strategies are seen as
realizations in a ‘text’, which in turn is a verbal realization of a
‘social process’ - a unified piecce of human interaction within a
relevant cultural and situational context. An approach of this kind
nust necessarily be supported hy a theory which looks at l1anguage
and context as systematically and functionally related.

This contextual theory of language is based on Malinowski's
(1923) and Firth's (1968) studies. Within this theory, language is
seen 35 the realization of social activities contextually and
culturally bounded. This theory was developed by Halliday who is
probably the most important linguist within this tradition.

I shall now proceed to review some of the concepts of
Halliday 's theory of language. According to Halliday (1980), ‘text’

can be defined:



as language that is functional ...language

that is doing same job in some context ...

It Ltextl may be either spoken or written,

or indeed in any other medium of =xpression
that we like to think of (p. 10).

Halliday (4972) uses the term ‘social semintic’ to refer to the
total meaning potential people have as members of a society.
fBiccording to him, social situaktions or contexts - semiotic
organization - may correlate systematically with the linguistic
system. In other words, he suggests that the types of ‘meaning
choices’ from the linguwistic system can be predicted based on our
knowledae of the gsemiotic variables of the social context.

Halliday (419278) distinguishes three situational variables which
3llow us to associate the meanings expressed in texts with the
situations in which the interactants are involved: field indicates
the tuypse of activity which takes place in the situation; mode refers
to the channel Ffor communication in the situation; and tenor sztands
For the role relationship between interactants. Furthermore, he
suggests éhat gach one of these semiotic variables is associated
with 2 specific component on the semantic stratum and with specific
systems of the lexicogrammatical stratum of language. In other
words, by knowing the values of the semintic variables of the =zocial
context, it is possible to predict the types of meaning choices that
will he selected from the linguistic system.

According to Halliday (4978), a specific text variety -
register - can be predicted by the values which are assigned to the
situational variables. As a matter of fact, register has been
traditionally described as "particular foregrounded
lexicogrammat ical choices”™ (Halliday et al 19464) and later as
"foregrounded choices from the metafunctional components of the

semant ic stratum™ Cibid).



Based on Halliday (ibid) and Hasan & Halliday (4i92B@) one can
find in texts which belong to the same register the same ‘generic
structure” (Halliday’'s term) or the same ‘structure potential’
(Hasan ‘s term). It is not entirely clear whether these two concepts
are similarly approached by Halliday and Hasan. In fact, it seems
that generic structure refers to the actual structure detected in
texts, whereas structure potential aims to identify the
possibilities of variances in text structure. The term generic
structure will be used in this present study for the sake of
coherence with Ventola's work as it will be discussed in the last
part of this chapter. I will also use the term generic structure to
refer to the actual overall structure of texts.

Before Y proceed with a discussion of generic structure in more
detail, it seems necessard to clarify my own use of the terms
‘structure of text ' and ‘elements of text structure’ . In Halliday &
Hasan (4989), the expression structure of a text is approached as
“the overall structure, the global structure of the message Torm’
(P.i6). Although this definition seems to be just a mere paraphrase
of the term 'structure of a text ', it gets somehow clearer when the
term ‘mlement ’ is related to text structure. This is because the
structure of a text is constructed by elements which make a certain
text similar or different when compared to another text. In trying
to exemplify “text structure’, Hasan (1980) refers to literary
studies, saying that:

The earliest known example, if I am not
mistaken, is the Aristotelian definition of
Greek tragedy as made up of three elements:
the beginning, the middle, and the end (p.i7).

In applying this example to the course of buying and selling in
a service encounter, it is not too abstract or difficult to imagine
that one has to go through certain stages in order to accomplish

one’'s goals. In other words, by entering a service area, a customer



is expected to have a need and to convey it through a ‘sale request
element of the kind: Can I have a ... please?’ . The server, in

turn, is expected to acknowledge the customer by complying with

his/her request through a "sale compliance’ slement, liks: ‘qes ',
‘here it is . These text elements, added to other ones, give shape
or ‘text structure’ o the social process of buying and selling.

This structure will, in turn, define the texts as belonging to the

same ‘Genre’

In relating these elements to the micro-level, that is, to the

conversational structure alone, it may bhe stated that an element i

composed by moves which are sequenced in a variety of ways to
produce exchanges. Following the work by Sinclaivr and Colthard

(4979), Ventola describes a move as an interactional term used

i
i8]
A~

describe an act or a combination of acte understood by the
participants as a contribution to the interaction. An exchange, in
turn, is approached by Ventola (4987) as "a basic unit of social
interaction® (p.97). Therefore, generic structure elements result
cither Ffrom the realization of a zingle exchange, like the Greeting
element, or from the realization of several exchanges, like the
Service element, Tfor instance.

Another kind of approach to register and genre within the
Systemic Functlonal Fframework is proposed by Martin (1984, 1985).
ficcording to him, register and genre are both semiotic systems
realized by language which in tuwrn is a special kind of semiotic

syastem compozed of discourse, lexicogrammar and phonology. By

semiotic he means “systems that make meanings”™ (Martin 1984:24). The

relationship between genre, register and language is expressed in
terms of semiotic planes. Ventola (1987) expresses this type of
relationship as follows:

Genre will be seen as the plane which organirzes
the ways social encounters unfold as generic struc—

7



tures in individual instances. Register is the pla-
ne which realizes genre by organizing the appro-
priate register choices in terms of Field, Tenor
and Mode choices at esach stage of the unfolding

of the generic structure. lLanguage is the plane
(together with some non=linguizstic systems) which
realizes the higher-level choices as linguistic
patternings in texts (p.95).

In other words, by genre, Martin and Ventola mean a sequenced
and goal oriented activity in which speakers of a culture engage, as
in, Tor example, buying medicines, writing an article, talking to
someons on the phone, etc. In short, a2s Martin (1984) states
himseld, “everything yYou do involves dYour participating in one or
another genre” (p.25) As suggested above, a genre doss not have
structures of its own., Therefore, in order for a genre to be
realized it dees,us on rFegister For its organization in terms af the
contextual variables, and on language for ites linguistic

realization. In other words, genre can be taken as a "parasite -

without register and language it could not survive' Martin

The concepts of register and language, in their turn, are also
approached by Martin as semiotic planes. Similarly to genre, a
register is also seen by Martin as a parasite. In other words, it
has no phonology of its own. Therefore, it establishes meaning by
borrowing the words and structures of the language plane. Language
then "“Ffunctions 23 the phonology of register, and both register and
language as the phonology of genre”™ (Martin 1984:2%). Summarizing,
Martin (1989) says that "these two systems Lregister and genrel] ars
what Hjemslev referved to as connotative semiotics: semiotics whose
expression plane is another plane” (p.249).

This particular model of language, register and genre, as
developed by Martin differs to a certain degree from that
articulated by Halliday. Firstly, as described immediately above,

Martin views register as a semiotic system. Described in this way,



register is a semiotic system in its own right, different from other
semiotics like languags, music, games, etr. Therefore, Martin's view
differs from Neo-Firthians like Halliday, who tend to approach
Fregister as "an inter-level (called context) relating language to
fhe real world” (Martin 1984:24). In other words, register is
treated within this traditional view as a language variety which has
to do with its uses in situations of different types (see, for
inetance, Halliday =t al. 17&4, Ure & E1lis 1977). Besides this, as
sugaested earlier, [he framework developed by Halliday for
describing register makes use of the three categories: Field, Mode
and Tenor. Within this framework, these variables are considered to
define the context of situation and determine the linguistic
patterns of the texts produced in the approached context.

According to the connotative framework, however, the linguistic
realizations of a text are not the result of only one general choice
for Field, Tenor and Mode. Instead, the generic structure of a text
is viewed as unfolding with regard to different possible Field,
Tenor and Mode options. This can be exemplifiesd if one considers
participanis during the opening of an interaction. At this stage,
the Tenor relationship might play a more important role than Field
or Mode, for instance. In other words, participants might Teel at
this poaint more tenpted or obliged to greet or not to greet because
of the relationship they have got with one another (Tenor), rather
than because of the institutional focus (Field).

As for the concept of genre, the difference between
Halliday/Hasan framework and the connotative framework proposed by
Martin lies in the fact that in the former register and genre are
treated as linguistic abstraction on the semantic level. In Martin's
framework, on the other hand, register and genre are semiotic

systems within their own right.



In this study, register, genre and language will be viewed as
desciribed by the connotative frameworlk proposed by Martin (1985). In
other words, they will be seen as semiotic planes which conprise
social activities of ouwr culture.

Now that T have outlined some of the basic concepts which will
he present throughout my discussion, I will review zome of the

previous works on the unfolding of Service Encounter temts.

1.1.2 - STUDIES ON THE STRUCTURE OF SERVICE ENCOUNTER
TEXTS

One of the first studies on service encounter genre is bthe work
of Mitchell (1979). Mitchell 's work aims at finding out systematic
relationships between text and context in distinct but related
genres! market auction, market transaction and shop transaction.
Mitchell finds evidence at both lexical and grammatical levels for
the different realizations of astaging (sequence of slements) in
these service encounters. In other words, although he does not
approach text in terms of generic structures, Mitchell ‘s study
reveals an authentic concern with genre typology. In short, his
study can be taken as one of the firset attempts to define how
service encounters are related to one another with regard to the
linguistic realization of the stagings of the social process.

Another important study on service encounters is carried out by
Merrit (1974). In fact, Merrit was the one that coined the term

‘Service Encounter . She refers to it as:

an instance of face~to-face interaction between

a server who is ‘officially posted’ in some ser-—
vice area and a customer who is present in that
service area, that interaction being oriented to
the satisfaction of the customer 's presumed de-
sire for some service and the server 's obligation
to provide that service (4{9746:321).

10
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Merrit ‘s study relies on an ethnomethodological approach. It
aims at identifying some range of recurring activity and "ofFer a
treatment of some patterns of talk that ococur in service encounters’
(19746 345). More specifically, Merrit is concerned with discourses
structures of the kind “question -answer  adjacencd paivr in order to
reveal their contribution to the coherence of everyday social
activities. Her analysis then shows the relationship which exists

o

hetween the gquestion — answer (question) pattern and the pragmatic

interpretation of the customer 's request.

Two other studies on service encounter texts are also worth
comment ing here! Coupland (4983) and Bowker (1i983). They are both
hased on Sinclair and Coulthard’'s (1979) model of discourse
analysis. Coupland s study on Travel Agency interactions reveals a
specitic interest in the transactional structurs of service
encounter texts. The structure of an encounter as described in his
wOfk consists of one main transaction which follows a beginning/
middle/ end structure.

Similarly to Coupland’'s work, Bowker ‘s study on service
encounters (based on an elaboration of Sinclair and Coulthard s 19735
model introduced by Edmondson (1981)) also presents the same
heginning/ middle / end structure. Bowker also works with travel
agency interactions concentrating on the interactional or strategic
meaning of these conversations. Bowker 's concern is to examineg the
actual conversational structure used in everyday situations in order
to provide a basis for comparison with FLLT material.

Now that I have briefly discussed some works on the generic
structure of service encounter texts hased on different views of
language, let me reconsider the discussion on systemic linguistics
-and the approaches to service encounter genre developed on this

basis.



1.1.3 - GENERIC STRUCTURE IN SYSTEMIC LINGUISTICS - TWO

APPROACHES

Two approaches to register and genre identification have
emzrged within the systemic - Ffunctional framework: Hasan s
structure potentials of genres and the connotative semiotics
framework proposed by a research group at the University of Sidney.
Here, I shall be only concerned with describing Hasan’'s work on
gener ic structure and gxploring the connotative semiotics framewaork

which constitutes the theoretical framework Ffor this study.

1.1.3.1 - Hasan’s Generic Structure Potential

As already mentioned, Halliday (1978) does not approach the
formalization of the overall patterning of genres. Hasan, on the
other hand, does this in terms of Structure Potentials. For her the
el@ments which ocour within one text are predicted by the contextual
configuration which ig, in turn, "the total set of values of the
variables LField, Tenor, Model relevant to any ong given occasion
«eo (Hasan & Halliday 1980:20). According to this view, the texts
which belong to the same genre are represented by a linear schema of
Structure Potential which includes obligatory elements;: that is,
2lements which are genre defining: “elements whose presence is
essential to any complete text cmbedded in the contextual
configuration under focus® (Hasan & Halliday 198@:21), and
occasionally some optional elements, whose "applicability can be
wider than that of the specific genre under focus® (Hasan & Halliday
1980 :26).

As said earlier, Hasan represents the structure of texts
linearly. The elements hypothesized by her and the organization they
have within the Structure Potential representation are distributed

as Tollows:

12
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[ (KGREETING>.) (SALE INITIATION)"~) [(SALE ENQUIRY.)

{SALE REQUEST ~ SALE COMPLIANCE}]l SALE ~ PURCHASE ~ PURCHASE CLOSURE

(T FINIS)

(Halliday & Hasan 1980:27).

The Structure Potential representation can be read in this way:

The Round brackets ( ) indicate optionality.

The Square brackets L 1 stand for mobility.

The dot . means 3 mobile glement.

The curved arrows { ) symbolize recursiveness.
fe for recursion, it can be of two types: simple and homogeneousz. In
a Simple Recursion, an element recurs without any consequence for
any other element. Homogeneous Recursion, on the other hand, happens
from the recursion of one element. In the Structure Potential
representation, this is shown by enclosing the relevant slements in
a curly bracket { > as well as by appending the arrow to the outside
part of the bracket.

The circunflex " indicates fixed sequence of elements.

The Structure Potential representation displays four important
aspects of Hasan's approach to text structure. It first lists the
obligatory elements which, according to Hasan, must occur in texts
whichkh belong to the genre under focus. Secondly, it brings about the
optional elements which are allowed to be realized in texts of a
specific genre. Finally, it describes the sequence of the elements
as well as the stages where recursion is likely to occur.

Hasan ‘s work on genre typology differs from the other previous
approaches to generic structure of texts becaunse it is an approach
which accounts for text variation. As she says:

The 8P then is a powerful abstraction from
which can flow a larae number of possible



text structures, sach of which may differ
from the others in some respect, but all of
which conform to the requirements of the 5P
eee (Hasan & Halliday 1980:29).
In short, the Structure Potential representation can bhe taken
as an important move for the systematization of the relationship

between texts and contexts. It also proves to be very effective in

the classification of texts in various categories.

1.1.3.2 - The Connotative Semiotics Framework: A Synoptic

System of Genre

14

In gsection one of this chapter, the concepts of genre, register

and language were seen in the light of the connotative semiotics

framework. As it was discussed, register and genre are both semiotic

sqstems which are realized by another kind of zemiotic system - ths

language. However, it has not yet bheen specified how the generic
structure sequences are generated on the genre plane.

According to Martin (498%5), generic structure operates in
system networks. These system networks display features which
capture similarities in ftexts of bhoth similar and same kind. Marti
(1983) puts forward a network representation of the service
encounter genre. The hypothesis behind this model is that these
generic systems capture the generic choices in a certain culture,
defining, in this way, the relatedness among texts in a given genv
hy delicate features.

When contrasting the characteristics of the network
representation with those of Hasan’'s Structure Potential, it can b
noted that Martin’'s model shares with Hasan's the concept of tent
variation. In other words, both representations allow a more
flexible notion of text structure. This is actually what
distinguishes these two frameworks from the other text approaches

presented earlier: Merrit 's (1974), Coupland’s (1983), and Bowker '’

(1983) .

n

e

=
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However , representing generic structure of temts as choices in
the system network seems to he more adequate to myg =tudy than
Hasan ‘s linear representation. The network and the corresponding
realization rules proposed by Martin (4985) aim at distinguishing
one genre from another while showing the relations between fhenm.
Texts are considered gither the same or different bhased on their
shared fTeatures. A text which happens to present an clement not
included in 3 second text has made this selection at a more delicate
feature in the network. For example, an element like Service Bis
seems to be exclusively assigned to texts which are characterized by
the feature choice ‘rnot appointed’, that is, no server in particular
is appointed to serve the customer (when entering a3 chemist, for
instance). Thus, unlike Hasan ‘s model, obligatory elements are not
considered genre-defining in the network representation. Rather, it
is the relations between the elements which define a genre.

A second characteristic of Martin's s4ystem network, which also
distinguishes it from Hasan's model refers to text completencss.
According to him, a text is still considered a complete and
functional text even when the purchase of goods does not occur. When
this happens it indicates that the feature zelection in the network
has not reached the stage where the purchase is accomplished.

Howewver, in relating the concepts of text as processs and tex
as product to Martin’s network representation it can be noted that
genre networks also present a synoptic view of genre.

Therefore, Martin’'s model of analysis does not account for all
the dynamic aspect of service encounter interactions. Dne of these
aspects is the sequence of elements. As for this problem, Martin
(198%5) admits that in the network representation "nothing has bheen
said about the sequence of elements” (p. 254). By learning from

Ventola’'s work on service encounter texts, he adds that:

15



e .0ne does not have to collect very many
zervice encounter texts before one comes
across departures from thig norm in what

are still felt to he well-Fformed texts.
Greetings for example are found initially,
after Attendance Allocation and after Service
Bide as well; ... (p.254).

Gnother aspect which Martin = model does not handle properly is
Recursion. In other words, the synoptic representation of genre does
not allow For elements of the service sncounter stiructure to ocour
more than once. The analysis of Ventola's data, howewver, shows that
2lements recocur very often. For example one can very easily think of
a text where a customer has more than one need and, forgetting to
spell bhoth needs at the same time, will need to go back to the
element Service after having gone through it once.

Because nof the problems pointed out above, it seemz that the
network representation cannot fully account for all the
realizational Fflexibility of natural service encounter data. As
Martin (1983) himselfd states:

The network... and the corresponding realization
rules ... would i1 F anywhere near correct, 90 sone
way ftowards distinguishing one genre from another
and showing the relations betwesen them. But they
are still a long way from generating well-formed
schematic structuwres for service encounters in
our culture ... (p.254),

Because szome phenomena of service sncounter texts remain
unaccountable by both Hasan’'s Structure Potential and Martin's
network representation, Yentola (1987) suggests that texts should he
considered from a dynamic point of view as an on-going process.
Ventola builds up from the connotative zystemic Framework, following
the contributions made by Hasan’'s model, and proposes a ‘genre
flowchart’, This dynamic ‘tool’ enables one to realize and generate

texts from genre networks, representing more faithfully the

interactive nature of service encounters.

16
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1.1.3.2.1 - The Flowchart: A Dynamic Representation of

Genre

Sefore I proceed with the description of Ventola's flowchart,
let we make clear what s meant by a dynamic perspective on text.
Ravelli (498%) alszso addresses this matter by asking: "How does one
loolk dynamically at something?” (p.H).

fAccording o Ravelli (4989), a dynamic point of view will be
different from a synoptic view because texts are looked at
prospect ively, and the analyst tries to explain what is to come
after a certain stage in a text. With this perspective, the focus
shifts from relations of constituency to relations of
interdependency. In other words, a tex iz First split up into
parts: these parts are examined and the relation they have with one
another is analysed. A synoptic pefspective, on the other hand,
presents a text as a whole’  and only later will the text be analysed
in its parts. Therefore, in relating the parts of a text with one
another, a model with a dynamic perspective is "able to generate in
moment-hy-moment stages. That is, it should be non-explosive’
(Ravelli 1989:46).

A further characteristic of the dynamic view is that any
statement about a text should be made in probabilistic terms rather
than categorical statements about what is coming next in a teut.
Finally and most importantly, Ravelli (1989) points out that for a
model to have an active and prospective view of likelihood and
interdependency, it is necessary to attach texts to the context in
which they are produced. This view is supported by Hasan (19277) who
sayqs that:

If text can be seen as a bridge between the
verbal symbolic system and the culture, this
is because of the relationship between text

and social context: text is 'in language ' as
well as “in culture’ (p.229).



I now return to the discussion of Ventola s flowchart by
listing the elements she proposes for the generic structure of

SERrFViIice sncounter texts:

Element Abbrevia- Function A simpie example of
tion realization
~ 4 GREETING GR —phatic helio—hi
ATTENDANCE- AA —organization of who's next—i am
ALLOCATION proximity
SERVICE BID SB —offer of service “ ‘can | help you—yes
SERVICE S —needs & their could | have ...7—
provision yes sure
ResoLution R —decision to buy/ I'li take these—okay
not to buy
GOODS GH —exchange of goods here you are—
HANDOVER thanks
PAY P —exchange of money it's 3.60-—right
CLOSING CL —appreciation of servite thanks very much—
thank you
/ GOODBYE GB —phatic bye—goodbye
FIG. 1.1 - Generic Structure Elements of Service Encounter Teuts.

(as found in Yentola (98749

According to Ventola (1987), the participants who interact in
service sncounters create the zocial process in a cooperative way,
realizing, thus, a unique text. In the flowchart, this social
process i5 represented by two centre lines leading downwards. The
elements outlined above are represented by oblong circles and both
the server and the customer perform their roles hy realizing these
elements. The server ‘s path follows the line on the left and the
customer ‘5 the one on the right. Somstimes, however, these paths
converge due to some negotiation about the on-going interaction.

Independent decisions about the interactive process are also
made by the interactants who sidestep and choose other paths away
from the middle social process lines. These decisions are
represented by diamonds. The decisions which the interactants reach

aire pointed out by ‘yes/no’ answers. These answers lead the

18
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participants to act accordingly. Moreover, these decisions determine

the following ‘work’ to be done. This work is represented by squares
with the specific activity written in them. The wavy square, in
tuwrn, shows the interactants the directions of the flowchart. In
other words, they indicate through the instructions (G0 FORWARD /

BaACK T if 3 certain element is to be recursed or skipped.

The flowchart below is the original version proposed by Yentola

(1987) Ffor the representation of the service encounter genre.
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SERVICE ENCOUNTERS Flow Chart
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Fig. 1.2 - The Flowchart Representation of the Service Encounter Genre
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In short, Ventola suggests that the flowchart reveals the
development of a text through the negotiation between the two
participants involved. She summarizes the description of the
Flowchart by saying that it represents the various ways in which
interactants continuously have to make decisions about the
development and the direction of the social process” (P.4&7). Finally
and most importantly, the flowchart enables the analyst Lo represent
language and context as systematically and Functionally correlated.

From a cross—cultural point of view, the flowchart can
certainly prove to he a very useful toonl. Since Ventola (1787) does
not present it as a universal chart, it seems to be interesting and
rather necessard to see in what respects the generic structure of a3
genrese is different/similar in distinct cultures.

In the present study, I will apply this Flowchart to my data in
order to study the service encounter genre in both Brazilian and
British societies. Therefore, the focus of this study will be on
genre and on what "Tgenrel is set up to explain: how vou accomplish
things on a day to day basis, in a culturally specific way™ (Martin

1984 :28).

1.2 - DESCRIPTION OF THE DATA AND DATA COLLECTION

The Brazilian data were collected in Florianopolis - SC, during
a period of Lthree months (August to October, 1988). The British
data, in turn, were collected in Birmingham (England) for another
three months (February to April, 1989).

In both settings, the following procedures were used for data
gathering. I initially chose three locations for the data
collection: (1) the pharmacy; (2) the post office; and (3) the
travel agency. This choice reflected the assumed communicative needs

of a2 Brazilian learner of English in an English context, as well as
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that of an English learner of Portuguese in a Brazilian context. I

alsn took into consideration the essential status which underlies
these types of services in any society.

For the Brazilian corpus, data were collected in all the three
locations cited above. In England, however, I was not allowed to do
the recordings at the post office. In spite of rcontacts established
via letters between the University of Birmingham and the Rovyal Mail,
my Access to any Post office in Birmingham was denied on the hasis
that conversations between customers and servers in these locations
are in general confidential. Hence, the analysis is limited to only
Fwo situations.

Access to the locations chosen both in Florianopolis and in
Birmingham depended on the negotiations that toolk place between the
managers and myself. The downtown pharmacies and travel agenciecs of
the two cities presented some difficulties. I, therefore, limited my
data collection to the travel agencies and pharmacies located on the
university campuses. It is a well known fact that people providing
services nearby universities are more open to students’ research and
therefore tend to be more cooperative. In Birmingham, however, a
chemist could only be found outside the campus. Nevertheless, I made
sure that the chemist was as close as possible to the University of
Birmingham and geared almost exclusively to the university
community. Furthermore, in bhoth cities, because data were collected
on the university campuses, I could maintain a more accurate control
of cartain social variables (social level, for instance).

The data were all collected by means of the ‘participant
observation methodology ' (Pelto and Pelto 1978) which is
characterized by the participation of the researcher at the proper
places in actual activities, "as a natural observer of the event,
that isi without calling peorle’s attention to himself but totally

immersed in the event” (Zornig 1987). In fact, on each occasion, I
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came to the location and set the tape recorder (micro-cassete
recorder G.E with a bailt—-in microphone) at the cash register ~ in
the case of the chemist in Birmingham — or in the server ‘s pocket,
as in the pharmscy in Florianopolis. In both travel agencies, the
recorder was left on the counter. Some. effort was made to somehow
disguiss the tape-recorder by hiding it under sheets of paper.

ITn both situations, only the servers knew about the recording.
But, they were not told about the actual objectives of the resesarch.
They were told instead that my concern was an exploration of accent
variation present in the interactions recorded. Since Florianopnlis
and Birmingham are well known for their distinctive accent within
Brazil and England respectively, this excuse proved o he quite
convincing. No effort, however, was made to secure the permission of
individual customers. Because of its ethical implications, this
strategy represented an obstacle to obtaining permission to record,
hut I eventually convinced the managers of the chosen locations
about the inportance and necessity of doing the recordings under fthe
conditions suggested. In fact, this strategy produced a mors
cooperat ive response than expected. If a customer happened to notice
the tape recorder s/he reacted in a very helpful way gither ignoring
the presence of the tape recorder or hy agreeing with the recording
on the excuse given ahove.

This whole procedure was adopted in an attempt to get data
which is as spontancous and as authentic as possible. Knowledge on
the part of both interactants would be likely to have affected their
use of language, and in particular, the structure of their
interaction.

Besides tape recording the interactions, I stavded within the
service area and pretended to browse around the location ~ looking
at leaflets, for instance - whilst observing and making brief field

notes. I particularly tried to keep a running total of the number of



encounters that were taking place. I also took notes which helped me
with the transcriptions. These notes served as a record of the
customers’ sex and approximate age. Moreover, due to the great
importance of non—-verbhal activities in the service encounter
process, I also wrote down all the details related to these
activities. To this end, I managed to stand as close as possible to
the participants without, however, interfering in their interaction.
I also took advantage of the field notes to write fragments of
verbal interaction which I suspected were not being clearly captured
by the tape recorder. In short, the field notes were particularly
helpful in the process of the transcription of the interactions. For
wxamp le, most greetings were not easily captured by the recorder,
for customers would use them when they entered the location, far
from the recorder. Some of the texts were almost entirely
reconstructed with the help of the field notes. Furthermore, since
the dats were not video recorded, all information regarding
non-verbal activity included in the analysis result from field
notes.

In ftrying to minimize data loss, I chose slow business days for
the data collection. At the travel agencies, for instance, I
preferred either Mondays or Tuesdays. At the pharmacy/chemnist,
howsverr, I could not make use of this strategy, for all days seemed
to be egually busy.

Although this effort was made for most of the recordings, the
sound quality twned out to be very poor. In fact, a few
interactions could not be transcribed from the tapes and had to be
excluded from the analysis. Therefore, the texts which were selected
for the analysis were those which could be reasonably transcribed.
The whole corpus recorded amounts to one hundred and sixty
interactions. However, because of the poor quality of the recordings

which were pointed out, I could only transcribe one hundred and
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twenty interactions. From these, a total of eighty interactions
(seven hour s of tape recording) were selected for the analysis,
twenty in each type of location. In choosing these interactions, 1
included texts representing all the types of szservices available
within cach of the locations under investigation. For example, for

the travel agencies data, I included texts where information i

asked, leaflets are picked up, coach, train and air tickets are
hooked/bought, etc.

fis far as the transcription is concerned, it proved to be the
hardest part of all the work. Because of the quality of the tapes
and also because of a certain lack of experience with the Birmingham
accent on my part, the process of transcribing was tough and very

slow. Following my transcription of the English data, all the temxts

were checked by a native speaker of English.
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CHAPTER TWO

On Opeﬁings and Closings

2.1 - The British Chemist and the Brazilian Pharmacy data

In this chapter, I will concentratse on bthe ssrvice enoountar
dats which were collected at a British chemist and a Brazilian
pharmacy. I will foocus on the Dpeninga and closings of these
interactionsz. First, T will present a description of the context of
situat ion where the analysed texts in this study were produoced. This
deﬁﬁriﬁtimﬁ will bhe Ffollowed by a discussion of the results
concEening the apsnings and clasings of bhoth British chemist and

Brazilian pharnacy data.

2.1.1 - The British-Chemist and The Brazilian-Pharmacy:

The Context of Situation

The chemistes T visited in Birmingham are organized in a

diFFerent way than most of the pharmaocis Found in Florianopal is. @

can e sEen in the layout below, the chemists in Birmingham usually

haces Dwo o sEparsats sections. The main zection — Judging by the =ize

oniy - can be viewed as an ordinary supermnarket, with shelves and

prroducsts displaged on them. In this section different products are
organized under headings like: skin care / perfume 7 man’'s / hair
calke S baby care, 2tc. Here, the customer is supposed to help

her - himseld in getting whatever s/he wants and take it to the

cashigr who, zometimes, iz the server her/himself. Dther products



are storesd behind the counter. These are basically medicines 1ike

YL,

A wWwell as others which can be bowght withouwt =@

doctor s prescription. To have access 0 these products 4

the

For help.
e ofher section found in the chemist g reserved for the

products under bthe doctor s control. Here, the

CUETomEr i supposed

to have hissher prescription: the server takes it o the pharmacist

who prepaes the medicine acoording to the doactor s prescriph ion.

The Pharmacist, then, plags an important roles in the interachtion

. S
SANCE

P w2 who usually hrings the medicine to the customer-,
closing in fthis way the conversation with fthe server

fes shown i the lagout below, the context of the Brazilian

&

Pharmaoy contrasts with this t4ype of arrangement. First, with very:

fizw

spioiones, medicines are Freguently so0ld to the customse

without prescription. The presence of the pharmacist, therefore, ig

[ =)

not really comnon. Second, all prodocts hayve o be reguested by the

e From the server. Unlike the situation in Birmingham, z11

in the pharmacy in Florianopolis are behind the ocounter,

and the sxiztence of any product as well as its price are commonly

unknown o the customesr . Hence, there are no

sl F-sErye

cions andg

all products st be requested to the server

The Figures below represent the lagoui:

af the chemist and the

pharmacy wherse the interactions recorded took place.

e Customer
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2.1.2 - The British Chemist: Openings

T will now procesd to describe the openings of the
British-chemist texts. The twenty interactions that ftook place at
the chemist can bhe classiFied in thres difFferent but related kinds
of text structuare as far as the openings  are concerned. The first

grooup i oexemp i Fred by text 4 below:

B kel ol
coheliol
D S oprescriptiond
S0 thani 9o, S Would gou 1Tike o wait?

o ountkouam.,
S otwo pounds sixiy. S please.

SRR W =]

S thanlk woin.

G Lbakes prescripbtion fo P. while € keeps waiting for the
medd o ine

e

(long pause?

[
0 owes

P YTaives medicine to 00
Thank Yol

YO

above, the customer enters the chemist where only

]
-
s
Ep]
'}
e
fit
e
Ps
<

0 vt iE o working behind the counter. The server inmediately

opens the conversation by greeting the customer, who agtomatically
responds o the greeting.
This pattern, actually, represents A5% of the whole corpus. In
LN

other woards, nine texts out of the twenty analysed interactions

Pre

2nt the realization of the Greeting element (GR) as the opening
of the interactions. Within these nine texts seven present
reciprocated greeting movesi that is, greetings are followed by
response to greetings. The two other texts present non—reciprocated

greeling moves. As far as the reciprocated moves are concerned, fTive
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are initiated by the server s

G

Fhe customer s response. Only in two

ihoutes greeting move Tirst.

This result indicates that in servi

can Fonctionally overlap with Soevice B

server % gareeting fTirast signals both an

vizrbal realization of her readine T o

it man also be ftaken as SB. Tt can be ar

HEFYEF R does not Funct ion s im

arect ing

it ois nobt inmediately followed by the ou

Che case with the sctual realization of

described above, fTive oulb of seven texts

reciprorcated. This indicates that sven i

hisser greeting being both the realizat

taken as such by the customer.

Since the whole text astructure is ¢

participants engaged in the social

RN ML WE g

reasult of a combination of the participa

contribution. In other words, I assugme t

Lave intended to perform SE rather than

custansr, her/his move is not uanderstoond

responding o the gserver with a response

together with the server, per form the GR

fts Tar as the non-reciprocated move

present the server s single gresting

not followed by fthe customer s Fesponse .

Regarding the lTinguistic

teis prove Lo present a very uniform pa

realization but: "Hi® and 'Hello .

the two is ‘Hello', which occurs in 70%

MOV

realization

The most frequent

ting (747 and then Followsd

temts the custoner

e encounters the element GR

d (2B, In other words, fthe

ordinary greeting

The customsr;

[ e

gued, however,

ltanenusly as 2 S8 bhecauss

stomer s sale request, as 1w

SB. Neverthelesss

which present GR are

F the server

interprets

ions of GR and SB, it is not

reated cooperatively by the

< each slement 15 the

2,

nts " understanding and

hat although the =erwsr

[HEER |

GR when s/he grected fthe

ik by the customer. In

to greeting, the customer,

=lement .
concerned, tTwo fteMts

% Aare

that i

iFi
B

, The opening i

nf ths

o~

-
-
D3

greeting moves, o

ttern, without any other

realization of

of the GR elements
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! i

coaented . The realisation

slements

A5H

fs mentioned sarlier,

wloement as Sheir openings. The

inciuwde the slement GR in

initiate with the SErwioce

1

bhe

aale reque which can

=,
-

BEAVEN T pressnt non-verbal

Pllustrates:

v

i

Text

to cashier]
.-/.

[takes products

twd forty Four.

Lpaasl

and here s
Lgiv [

L. thanks.
tThanlk 4ou.

hiye.

e
Loaoi

pleass.,

-

s
g
4

YO Change .
he prodocts]

s
/

hye.

Here, the customer makes use o

- b
.

where he seled the prodocts

¥y
i

{(server ). he opening of the

non-werbhal realicsation of the

hy the realization of the Pay

o interactions of this type,

whole structure is the

Within this description,

with the 8 slement as verbal

QA

Thizge can be il1lustrated

Capprosches €1

Can 1 have a bottle of
medicine right behind the
9. Lgets the medicinel
one sixty ninge. / please.
Chank you.

Fpays]
that 's

(

COuUn

“3,

g okay. / thank 4You.

Ehe i
@l emeEnt

wither

thank

and
interaction,

iz lement

realization of

in o turng,

4

of the

FaEnaining @l

gEner i

(55) that

?

verbal or

o anest Fore

YO .

F the main sec

takes them

S, whi

?

(P

clement .

the first ver

The P
there are four

realization o

by tewxt 146 bhe

) / please?
terr)

T s

analysed

structure.

ELI

then,

Trois

in

¥

o oo
PR N

it hemts (5

ITnste

iz, with the

t
non=-w&rbal .

0

L.

as t

tion of the

too the cash

involves

choodiwm,  in hu

worth n

3

bal move wit

clement .
fEe

s

0t e

f the sale r

low:

{referring

present

Tl
R
HEY do
ad, bthe
LS o

In fac

chemist
i
the
i, fol
ot ing &
hin the

wh ich

cquest .

to the
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Lgiwes prodoct to 2

C: thank gou very much. J bye.
S5 bye.

; 5 ONE OF SevYers ~oduct s hich are neither
Here, the customer wants ane Ot geveral products wl o

i =1 s Tl omeot 1o yler presce iph ion
in the main section nor in the st ton undsr prEsy |

pressntation control. The server opens the conversation by
performing non-verhally the slement 28 . The customsr, in Lurn,

i ; ‘ g indirect werbs roguest of the kind!
present s her need fherough an indirect werbal | \

Can I havE...-pleasse?’ and
compliance. In other words, bhe server gets bhe medicineg and

proceeds with the interact o

- P pilenent .

Summary Table

. Yo e gk et oy e s T &
The table below summarizes the results dizscussed above. TE

shows the twenty analysed texis grouped with

elementz and their corresponding linguistic realizabtion.

PTETS: Pt f 2 f 3t 41 5 f & r 7 % 8 49 4w
'6BSel: '8 ! S ! § ! R ! R ! S ! @R ! § ! @® : § 1
! LING.REAL | S:hellotiS:[ looks iC:would you! S:hit ! S:hit  Cfgives | Shit IC:it'sa ! Shellot ¢ C:(hands in !
Pand NV. !Chellor! at €3 | have...? ! C:hit ! Chellor ! bicktto | C:() ¢ filefor.} Chit | products) !
! soves: | Stpresc.) 'S:yes | ; xS ' Vo : 15240, 1
: ; ; ; : : 15: (gets fila)! 18:it must. ! : ;
N T S S T ¢ N S T SO S | O N T SO Sy ST S W ST S NP S
P! § ¢ BRI 0§ ! § ! R ! § t § ! W @® ! §
IC:presc.)! S:hellotiC:prescrip- IC:(hands | C:hellotiC:can I iC:fhands in | S:hellot | C:hello! ! C: (hands in !
S:thank ! C:hellot! tiontrs...! in ! G:hellot! have...? | products) | C:hello! | Shellot |  products) §
Dy, ! IS:fgets it ! products)! iS:Coets  1S:thank you.! : ! §:thank you.!
H H ! fromP.) IS:.4.80. ! { sedicine) ! H H H H

Table 2.1: The British Chesist - Openings.
¢

is then given o Fairly atraight Forwarid

by announs ing the cost of the purchasae

Fegard to the opsning
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The results indicated above lead me to consider the GR slement

as part of the aeneric structure of the chemist interactions. The

Fesnltes also demonstrate that OBR s a featwre of these intesractions

ashared by both customers and servers. 1 will next l1ook at the

closings of the same twenty texts,

2.1.3 - The British Chemist: Closings

—t

The closings of the analysed fexts ares most fregquently re
by the Doodbye element (HB). dAs a matbter of fact, Fifieen Lexts
(755 present goodbye moves, being all of them reciprocated.

Similarly o the openings where the server initiates more
Fregqusntly the GR slement, the GB slement is introduced by the
server and Tollowed by the customer s response in 40% of the
DeourrencEs. Only in thres texts (494), dogs it happen the other
round: that is, the customer initiates the 6B element and is
Fool lowsd by the server s response. The GB slement can be i1lustr

by text 7 as shown below:

Vit 7

00 Cbakes products to cashisr]
S0 kit

oo )
DNE Ninety Ning.
Shank vou.

oleay?

thank 4ou.

wWiwi

: (bye.
5: {(bye.

Tt i important fto notice that in text 7 the GB slement is
per Formed sineltansously by both the server and the customer.

This single pattern of the interaction presented above,
together with the high frequency of reciprocated goodbye moves,

me to regard GB as belonging to the generic structure of service

i

W

Ated

lead

encountsr texts. The overlap, added to the lack of non—reciprocated
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goodhye moves in the ocorpus, reveal that performing 58 is a featars

of sEreice encounter interact ions sharsd by both psrticipants.

e Far oae the Yinauwis

. e R b pe . f en 1% €00 O g 1 e g b b oon [ I3
realization iz concerned, the 5B

lement s renalized by oa wvery Timin

=l pombEre o F

s ns . e

RN

most Ffrequent of bthem s the single "bus’ Followed by another single

o

hye " as in i abovie, The data

Aatao show the realization of The

pair Thuebye” Tollowed by another similar pair, as llustrated in

14 below:

wonomn

Pooofeae?
byebye.

0 fhank gow.
byebye.

"

Furthermore, one single oocurrence i3 also found of the

i Formal axpre fonn cheerio,

Brw The ous

o the server s goodbuye move.

N e 2

The remaining Five ftexbts, ourt of the twenty ones

analysed,

R S W

wWwith G element . Gs table 2.2

Froagrr o f theas

close with fthe Closing slement (DLyY. Tewxt A&

smplifiss SThis

Do Tl ¥ ol o b el -

two torty nine.
Cpaysl

¢: thank you.

2. you’'re welcome.

Similarly to GB, the thanking moves whickh form CL in fhess

paxts are all reciprocated. In thiree of the texts (7)) 2L is

initiated by the server and followed hy the customer s response. In

the remaining towmt

it iz the customer who contributes with =@
thank ing move first.
fes for the linguistic realization of the thanking moves, they

have also proved to bhe realized by 2 very limited number of
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eupressions. although it is known that the Engligh language contains

a wide range of thanking sxpressions, some of which are actually

widelu waed, the analysed interactions only reveal the use of thank

g oand Cqon e oweloome . In Fact, the sxpression gou e wiElcome

ia only used in one of the texts, whereas “thank ey T is used in

as pboth the costomnscs thanking and the servers

ot her

responss. Text 4 illustrates this occurrence !

Text 4

-

Po Mrs. Inoarams?
£ s’
Sl ohere «Wony are.,

£ all right. / thank you.
%: thank you.

Summary Table
/

Thie table below sums up the results discussed above. It

displags the analysed British-chemist texts grouped with vegard

-

the cilosings and the corresponding linguistic realizations.

VTENTS: o ! 2 ! 3 4 5 ') | 7 ! 8 H 9 H 0 !
{6Sel.: | &8 i 68 [ A T R R (»} . ) &8 i 68 H 68 H
{LING.REA | S:bye. | S:bye iC:sorry  iC:thank !S:thank (C:thank you. ! C:bye. ! S:bye. ! S:ibye. | S:bye. H
tandNV. iCibye. | bye. fyoudon't..} you. ! you. !S:you're { Sbye. | C:bye. ! C:bye. } C:bye. !
| soves: | i C:bye. iS:okay.  IS:thank (C:thank | welcome. H ' H H
H ! | H Py, b oyou. : H : ! H
L | D A 13 HE (] I & I i6 17 H 8 19 2 H
{68 | B8 68 - i 68 ! 6 | a H 68 | 8 68 H
{ S:bye. ! S:byebye.! S:byebye. | C:byebye. ! S:bye. | C:bye. !S:thank you.! C:bye. ! S:bye. ! S:bye. !
¢ C:bye. | C:bye. | C:cheerio. ! S:byebye. ! C:byebye.! S:bye. !C:thank you.! S:bye. ! C:bye. | C:byebye. !
H ! ' H H H : ! H H H
H H H H H H ! H H H !

Table 2.2: The British Chemist - Closings.

the



What emerges From the ansalygsis discussed above (s the Fact bhat

BB is definitely part of the generic structure of the chemist s

interact ions. Similarly to GR, ites performances is alzo s Foaturs

shared by bobth servers and customers. Furthermors, the results also

indis S, belongs to the stroctore of e intoract fons

J

since ih oocours very expressively in the data.

2.1.4 - The Brazilian Pharmacy: Openings

~

s discussed in section 3, bthe OR slement occurs in A5% of bthe

openings which talke place at the British chemist ints

e il ia pharmacy interactions, che obther hand, have proved bc
Brazilian rmacy interaction on the other hand have proved )

PInE

elenent SB. In only one tewxt the element GR ocours.

In Ffact, sight texts out of the twenty analysed texts At

with the verbal realization of S8. &s to its linguwistic realization,

SB has proved to have Four diffFerent Tinguistic Formulations

fext SB iz realized by Pois nao? . In another single text, it isg
Fealimed by o oque sra? . In thres other texbts, "8 senhora?’ s

used o accomplish SB with deletion of the verbal phrase “vali

querer . In the three remaining texts, the Tinguwistioc realization

=it opeEnings more commonly realized by the verbalization of the

o I oneE

i F

SB waries between the single sxpression ‘pronto’, as in text 15 and

Pronto senhor / pronto amigo’, as in texts 13 and 2@ respectively

Following the realization of SB, the customer usually states

his need and the service starts to be executed. This group of text:

can be swxemnplified by text 15 below:

Tewt 195

pronto?

tem Pilogéenio?

unbiuma. / Pilog@nio tem.
(pause)

wowm
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et ars all initiated non-verbally. This

Ve obher elsven

sty Moy, That BB ois not orewl s At oall. Guite thes

in the non-verbal communic

iln

Iy . ; , B ComEr is nob provided with s 510
’
i1 Oy P bl sl e s, thE Foami 1]

certainly delaw the servicoe. This done by the sorwer

Pnom o minute T oor ool e

prosiding o opFeply Tike: "T°11

P oFor om ominte Ui L Finish with this? 2.

e, Forrm L

TRET e AP e pot owel e

the costomsr shogld wais L1117 a2 585 i e ol

“ilian pharmacy data, SH iz

iz wWhiode corpus, This s wsoally

approaching the customer and Tooking abt khindher. Somebtimes n guiock

als = by the s o comp Lemant ko

and encouraging nod g

iit
-
i

G

Ctons, the noneowerbal S8 iz also

I T g b
Ty i NEr

Simil

ol bowerd by fhe costomesr s 7T L

~
ol

pproaches CJ]

S o Microdiol .
S oriiorodioi?
11 i
The customer 5 i to the server s B8F can also be vealized
woinhEr owerhally or Tre Fogr ot of e ninebo i

P T | L . o L o P H. o g oy . T4 e P S
wiv 1O oa L, the to BB is given by the oustomsr s

chor gl Ths

e phon o pr

Pllustrated by temxt 440

a different structure
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T - - A
Texkt 46

%: [approaches CJ
ir: [shows S prescriptionl
SoRPY prsl omao fem oamigo. Fonao e

Mern, bhie server opsns Che conversation by approaching Dhe ogstomer

: : H . AL o . P . P N TR S
e e presentas s nesd by handing The server his prascripiion.

fa table 2.0 below shows, Shis loind of tewt represssnits s osweall

parcentage of the texts analgsed, sinoe, in o bthe Brazilian pharmacy,

mont of the medicines are sold witbhout a2 nedioet prescorliption, The

moat common Form oof inbeodusing the Serwvios (5 sliemsnt s then
Throgabh =odire regquest . This pattern represents 80% of the

Fasponses o 5B Found o the data. Text 4 below (1losterates bhis

DS ENE N Ll o NN G

&: pois nao?
~: tem Blondon?

Summary Table
The fable below summarizes the results dizcusased above. IC

diesiaygs The Braxilian pharmacy dabta grouped with vegard to the

apenings ang their Tinauistic realization.

R 1 1 HE I | L - 30 4 1 5 HEY : 7 i 8 1 9 ; 10
165el.: | 5B P8 ! R i S8 0 SB i 8% | S8 { s | 8 i ]
S: boa

{ LING.REAL ! S:[looks ! C:[presc. S:pois 15:{looks S:{looks at!S:a senhoraiS:a senhora?!S:{looks at! S:[looks at

and RV. | atll |} i tarde.
1

: ndo? ! atC) £l ] H W HE W
t soves: | C:sabe a-! S:lgets

! H
€:boa i C:tes .?iC:Ascaradil.iC:tea...? iC:lpresc.) !C:tem...? iC:aquele..?) C:[presc.]}
9 ] 1] [} 1 [ ] [}

L

{ quele..! goods)

L 4 T .

4 ce me e mm s ea f == .l-

L O A - T L D A - I A | I . A | : 20
{8 58 8 ! %8 { s i s ! S8 ¢ S8 ! S8 58

S:oque | S:pronto?!S:[looks at!S:[looks atiS:a senho-iS:[looks at
era...? ! LI A HE ! ra? LI A |
:eu que- | C:tes...?!S:Ipresc.] iC:@ s0 sa- !C:PastilhaiC:Microdiol.

S:pronto
senhora?
C:tea esse

S:pronto
anigo ?
C:tea.. ?

i atCl at C)
iC:0 senhor IC:Pinotal .
{ teria..?!

!
1S:{1ooks 1S:[laoks

- me ww em m= e we b
.- n em ae == e ea )
- e me we ma sk == G ea o

- me mw oe e

ria...? ! H } ber os...} Valda. !

Table 2.3: The Brazilian Pharsacy - Openings. R



The results discussed above indicate that, uanlike fthe situabtion
described at the British chemist, OR does not feature in the aeneric

atructure of the Brazsilian pharmacy interact ions.

; the
pharmacy data present the element SB as the opening of these
sncounters, where SH o can be realiced sither woerbally or
non=verbally. Fuarthermores, it can also be concluded that SB is

per Formed 2t the pharmacy basically by the servsrr and 05 in turn
tollowed by the customer 's request (usually a direct verbal request )
For service. In DthEF words, the 3B slement in the intoractions

under discussion is realized by the server s single wmove. The

customer e responss is not taken as oa move pertaining to S8 but

rather to the element §.
2.1.5 - The Brazilian-Pharmacy: Closings

Ae we have just seen, the openings of the Brazilian pharmacy
texts do not peresent the grasting and the response to gresting movie.,
For the closings, in fturn, the patbtern seems to be almost the same.,
The analysis of the closings reveals that goodbye and responss 4o
goodbye moves do not ocour in the Brazilian pharmacy interactions at
all. Instead, what the analdsisz of the pharmacy data indicates is
Fhat Fifrteen out of twenty texts (75%) end with the Closing element

(CLY, realized by a thanking move of the kind shown below:

Text 3
waw .
f,: ta obrigado.
3. de nada.
From the analysis of the fifteen texts which present the CL
zlement it can bhe noted that almost half of them, that is eight

texts, reveal reciprocated thanking moves as the one shown in text 3

above. In 4 of these texts, the Cl 2lement is initiated by the
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server and followed by the customer s response. In the obther four
texts the process (5 reverssd.
The other texts which present the CL element reveal

noneres iprocated thanking moves. In othsr words, one of the

i

participants contributes with a thanking move but is not followed by

z

A response,. Text L illustrates this situation:

G Egoeﬁ.ﬁnd get the medicinegl
- - T W
Fgives the object to CI
20 Dpays and gets the changs!ld
obrigado.
(no word)

i

In the texts above, only the customer thanks for the service
but doess not get a rFesponse from the server. This is what happens in
3 of the 7 texts which present non-reciprocated Lthanking moves. In
other words, in thess texts only the customer provides a thanking
move. Ln the four other texts, it is the server who singly

contribute A thanking move,

The above discussion indicates that some conclusions may be
presented about fthe ocouwrrence of the CL oelement in the Brazilian
pharmacy texts. Since 795% of the texts analysed present thanking
moves, it is possible therefore to state that the Tl element is
definitely part of the generic structure of the pharmacy texts. In
other words, the analysis has shown that participants of the service
encounter process do contribute with thanking moves when finishing
their encounter. Howsever, it is not possible to generalize about
whom contributes more frequently thanking moves: the server or fthe
custoner . As discussed above, both customers and servers contribute
and fail to contribute with a thanking move.

As far as the linguistic realization of this element is

concerned, a very limited number of gxpressions is used in the taped
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interact inons. In

real ized by the

part icle Tta is wsed

ta obrigado.
de nada.

The

other text which

Form T Falon’ For o the

fre for the

raalimations Found

+ovocat ive, " as in

‘por nada’ which is

Let us now look

Chow Twn

=lement

Handover element

4 iw oan @sxample of o

Tewxt 4

(pause for Licket
. -

3. esse e seu.
-

and
[gives

The last element

After accomplishing

the service area,

Two texts

ot her

element P. GH also

e lusively

the element P, as in

Lgoes to cashierl

Lpaysld

Tl

wingle

contains
Wit il
FESPONSE
Ay
‘mhrigado an senhor .
only
at
af the
(GHY .

fes

it,
closing,

(7 and
(Wl

s

non-verhally.,

47

.

e otexts vthe first "thanks ' of

pupression ‘obrigado . In

Yogether with Tobrigado

the CL element presents the informal

"mhrigado . This Form oonly ocouwreed

ST .

to thanking moves, the most freguent

‘obhrigado ., ‘obrigado tambem” oand Tobeigado’

The other realization is

Fond in one of the texts analysed.

the five texts which do not contain the

(4 asnd 5 olose with the Goods

. R
S Y

represent 10% of the whole

They

corpus. Text

. o e g
se Tmain

cashier)
goods to C]

of the generic structure of ia GH.

the customer and leaves

acknowlesdges

in this way, the sncounter.

2) close with the realization of the

in these texts, hut it is realized

Therefore, the fFinal verbal realization is

eut 9

helow:

- Ve
$: a senhora pode pagar pra/moqa aqui do lado. / ta?
C:



FCgets goods from the server ]

(o wiord )
S (nho word)

i
i

another fext {(tewxt 12

closes

place given the lack of the medicine

The customer suspends the interaction

stating that he would get

hrandname :

Feext 12

% o de mil so’

td.

Summary Table

Table Z.4 sums up fthe discussion

il i R ings of the Brazilian

with

E SR

the prescriptian

pharmacy et

the

e

at

lement S,

CLE T DmEr

level

Al

WAs
the

of

check the

/ ta?

This

DA e

Tooking For .

S element,

medicineg =

© ta. / eu vou pegar a receita e venho. / s tem o de mil so?
/ o de dois eu nao tenho.

of the results concerning the

CLSa

1 { TR S 2 : 3 | I ) H ) H 7 H 8 HE HE {1 H
t6Sel.:. ' 0L { @ H 'y I S - I I ) § H P H ] ) 8 I H
! LING.REAL | C:obri~ !5:cbrigado.iC:td dbri- }5:esse e !S:certinho?! C:falau. ! S:da 367. !S:a senhora !C:obrigado. !C:obrigado. !
tad NV. | gado. | { gado. | sen. | H ! {pode pagar. .. : 1
i poves: t S:(no  iC:(no word)iS:de nada IC:ta iC: (no word)! S:(no word)! C:Tpays] !C:[pays/eetsiS:obrigado.iS:obrigado. !
H { word) ¢ H H H H H ! the goodsl: ' H
S 1| P12 i3 U S HE 1 ! 7 1 ig 9 20 :
I B - T €L I O ) | HE § H a a [ I :
{S:obrigado.! S:td 7 ! S:obrigade.!S:obrigado iC:obrigado.iC: brigado.! S:ta "bri-S:cbrigado IS:obrigado.!S:cbrigado. !
! ! ! ! ota. : ! ! ogado. | senhora. | : :
iC:(no word)! C:td. ! C:obrigado iC:abrigado.!S:{no word)!S:de nada. | C:obrigadoiC:(no word)iC:obrigado. iC:(no word) !
{ H | a0 seohor ! H : ! tasbea. ! { ! !

Table 2.4: The Brazilian Pharmacy - Closings.

The analysis of the closings leads me to the conclusion that GB

#lement should not be included in the

JENEK i

atructure of

Brazilian



pharmacy interactions. Instead, the results indicate that the
intoeractions are nors commonly closed by the CLoslament which i

Fealized by thanking moves, either reciprocated or not. &as or the

realization of these moves, when reciprocated, table 2.4 shows that
‘obrigado’ proves o be She most common linguistic realization of

otk thanking and responss o Thanlking Motreover, tabls 2.4

il
<
B
i
]

also shows that both the server and the customer seem to alnost

coually contribute thanlking moves.,

2.2 - The British and the Brazilian Travel Agency data

In the First part of this chapter, I examined the opsnings and

closings of the British-chemist and Brazilian-pharmacy interactlionsg.

cond part, I will concentra on bthe opening

of the British and Brazilian travel agency data. First, T will

describe the context of situation in which these texts wers
produced. Then, T will present and discuss the opening and closing

eechanges of the British and Brazilian travel agency interactions.

2.2.1 - The British and The Brazilian Travel Agencies: The

Context of Situation

The corpus for the analysis consizsts of forty conversations
transcribed Ffrom taps recordings made in the travel agencises looated
on the campuses of the Federal University of Santa Catzrrina and The
University of Birmingham. The conversations took place betwsen
customers ~ mostly students of the universities - and ordinary
servers. Although the recordings were lTimited to these two specific
agencies, I also visited other agencies in the downtown area of the
cities. This has led me to conclude that both agenciss were
representative of travel agencies as a whole. In other words, X

nbserved that the same physical organization, types of services
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available as well as obther features seemed Lo be simiiar Lo Lhe ones

present in the travel agenciss chosen For omy investigation.

fe far as these Two agencies are concerned, hoth display the

am physical organization. In Them thres tables and an
gaual number of servers are found. ds For the servers themselves,
Thiey wers 5711 women (except For one singles intersction in which the
male manager of the travel agency in Florianopolis wias present and

per Formed the roals 2wl ). 1 oshonld add that in all

instances the servers as well as fthe customers were native speaksrs
o F fhe languages under analysis.

Although the two travel agencies seem Lo be alike, two specific

stures male them slightly distinoct. In the trayvel agency in
Birmingham the ftables are distributed according to the type of

siEryviceg they offer. Two of the desks deal with Flight schedules and

information, and a bigager one — almost as long as a counter - on the

obther side of the room iz For the purchese of train tickets and
rail/coach card buyingsinformation. at the entrance, a sign
indicates to the customsr where to go. In addition, The same si90
sads that customers should wait for service while sitting on the
Four or Ffive chaires available in the center of the room.e This
actually serves as an orFdinary waiting space. These particular
Features are worth describing here dus to the fact that they oan
influence the structure of the interaction, particularly the

realization of the slement Service Bid.

The travel agency in Florianopolis, on the other hand, does not

a Few of the characteristics discussed above. In fact all
three desks deal with Flights and coaches matters. In other words,
Aall serwvers attend $o all types of tasks. Moresover, the budging of
rail/coach cards does not occur in the Brazilian context. As for the
placing of chairs in the Brazilian travel agency, they are made

available only by the tables;: that is, there is no waiting room.



Undifce the travel agency in Birmingham, there s no sign to indicate
o bthe customer the need to remain waiting for the service.
There fore, instead of waiting for a 2B or any other =z=ign coming from

The o he customers usually take for granted a free seat as an

for ssrvice on the parct of

Tion of availability and readines

The server. When no sapty seanr (s availlable, customers keep waifing

ing i1l ang of the on-going ssrvices Finish.

Thie figures below represent the lagouts of the Brazilian and

the British travel agenciess whers the interactions recorded took
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.2.2 - The British Travel Agency: Openings

The openings of the interactions which take

ek travel agency are most commonly realized

verbhally performing the element S8, In

recur in 2ighteen (9% oub of the ftwenty bex

this mlement can be illustrated by Text 4

Text §
%: Can ! help you?

. yes. / a ticket to Lancaster.

The text above (llustrates the most frequent

Found in the British travel agency data. This Fit

realization pattern proposed by Ventola (4 In

SOV of the interactions which present the 58

is created cooperatively by both the server and

cion S pailr, as

verhbal way, Following a gus ALVEWE P

abowe: Can T help 9ou? /7 yes. '

The customer s answer leads me then Lo assume

. . . ) .
interprets the server s move  Can T o help gou? as

a request Tor information which requires an answer

i¢ that the ritualized indication of

IEEME

the server expressed in This gquestion

Aas an utterance which could be transformed into an

atatement of the kind: "1 can help 9ou.’

On the other hand, the other occurrences of

the British data do not present the customer s

server '3 SB. In these interactions, the ssrver s

5 ‘4 sale

help 4you?’ is fTollowed by the customer

tuwrn, the first move of the S glement. Text 7

this occurrence:

Place
hy

pattern

7

2 lement,

the

@ oreal

rEadiness

bz
FEsPOnse
quest ion
request,

below

56

T

in

. B
the server

any = .
P70 T

The occurrencs of

0

salization
Tl

nther words, in

this slowmsEnt

customer in oA

.

in the swample

Phat bthe customer

inETancs

< In other words,

DT part of

us
i

by the ocustoner

n

A ffirmative

SP o mlement in

to the
"Can I
in

which is,

illustrates



G o Dan T ohelp?

n: Could I...

Hers, the customer does not fake the server s 8B 2% an ordinacsy

“yessnn o guestion which showld be First answered suich. Ins

she takes it as an offer for service which makes her ladanch int

-

hisller sale regqoe
Glithough ¥ do not consider sither of the two alberpatives as

deviant, I e that the server s 5B/ customer Ts osale coogrest

1

structure Fits more appropriately the structure of the element &B

2roEr s

Than the

Aocustomsr Ts oanswer structors. In o srguing

in favor of this view of bhe element under discussion, T must refer

ack to the basic vion that the slement S8 should be wiswsed as

a constant in the generic structure of service encounter texkbs,

v Sf ite verbal realization. My point is tThat the service

process only starts when bobh customer and serwer show fTheiv

R N oocontribute to the proc e NneE can Shen

customer s oact of Entering 5 serYide 3area 2as a requesnt

T art the ssrvice, Therefore, the server s 5B Can I o help qgou?’

s viewed as the server 3 response to the customer s request For

L.l

Avtent ion,

presssd by an interrogative which actually conveys @an

affirmat ive meaning of the kind: "I can help w@ou’ or "I 'm ready to

'
BETET .

It s worth remembering, however, that this interpretation of

the SR elsment only appliss For ssrvice areas whers a direct conts
With a server is necessary from the very beginning of the service
Process. The discussion conceErning S8 will bhe more fully developesd
in the following chapter.

When one looks at the openings of the British travel agency

data, one sees that 207 of the texts which present SB slement, also

57
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present HR. In these texts, BR ocours before the realization of 88,

as shown in

]

Hi 7 Can T help gou?
{a ticket) from the University of Birmingham and fthen New

ol R

7}

IR

s = om

Aa can bhe seen from the sxamnple above, fThe greeting move i

the Pe nobt o reciprocated; that (=, it is not followsd by fhe
customer ‘s responss o the greeting move. The reason for fthat 1ies

in the server 2 performing She SB slement "Can I bhelp youd '

immediaztely after her own performance of the greeting move. o other
wiords, Dhere seems not to be oa pagss long enough betweesn the
server s two oi Fferent moves for the customer to interpret Lhe
SEFVES S LW moves as the realization of two different elements GR

and SRB. dctually, in performing these ftwo moves almost

=1 F o

simLltanesonsly, the sErvsr he st o T The ne

1

motivation for the fwo 2lements to be responded o separatelq.

Moweser , oa sing le oo Enoe 0FfF 2 Feciprocated gresting move s

also Tound in the data. In other words, bthe glement GR ocours

opEning Exchange of text 29.

Coohit s Dan T ojust pick up...

The remaining 9% of the corpus consists of text 8. In this

text, neither GR nor S ocours. e interaction only

initiates with the customer s request Tor service, as shown below:

-t
-
i
e
R
iad
3

G Lhusy doing somethking glsel
D Farrives and keeps looking at the timetablel

(long pause’



. sorry? / but what does D mean here?

S owhere? S osorery? S oon the side? S odeparts.

TR opening of fext 8 can actually be taken as an example of

the vmeortant role which S8 plays within the whole stracturs of

3

en from the swanple above, the

service snoounter texts. As can be se

the customselr . She (s oconcerned

idi

vl o ot par Form s 5B 6 owairras

with a different task that renders her upavailable abt that moment to
Aattend the customer . The customsr 5 presence in the serwvice area 9
then tobtally ifgnored by fthe server until he incites the server s
participation by asking For help with & guestion typically Found
within the 9 element. Because the SB was not provided, the server

.

s 0 F he doss not undesrstand properly what i going on in the

| E Y Xt

interaction by saving: ‘where? / sorry? / on the side?’
Tieres iae ow clear lack of understanding followed by a repair

"sorrd T an the part of the server, which reflects the server s need

o osmbhow berShis o read oo o start the service process. s discussed

carlisr, this can be done either verbally or non-verbally.
Aopos it ive repair from the server at the onset of the service

interaction can bhe seen in texk 5

)7

(phone rings?
Wil

Changs

up the phonel

5: well. / what did you want me to book for you?

Here, the necessary attention is provided by both customer and
server For the start of the service through the performance of SB.
However , as can be seen, the start of the § element is delayed
hecanze of a telephane call. When the server hangs up, she shifts

back to the service, pushing the § element forward throughout the
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'
T

8 { S8 1 S

3

: S8 :

.

S ;

S8 8

b = e ea 4

-— -

S:Can [
you ?

1 C:yes/ a

{S:hi/can 1S:hi/can 1:S:hi/can I} S:Can |
ihelp you? thelp you? thelp you? | help you?

iC:a ticketiC:yes

T

iC:yes

t C:yes

3
¥

iS:shat can 115:hello/caniC:sorry/but
{ help you? I help you?iwhat does. ..

iC:1'd like IC:yes 1S:s0rry. ..

iS:can | help! S: can I §
isoeebody? | help you?!
iC:sorry / 1} C:yes/I i

H iticket to..! from... | please. | please. | please. ito find out.! please. ! wuld like..! just...
' i1 : i2 ! 13 S ] TS - I 6 to17 18 : i9 HI |
H S8 : S8 HE - . SB {88 ] ! S8 i &R

15:can | helpiS:can 1 helpiS:hello/caniS:can | helpiS: can I iS:can I helpiS:can |
i you please?! you please?l help?
iC:yes/l'd

i like to...

iC:how much iC:how long iC: yes / 1

isa...?

[] ]
[} [l
" 4
. g " g

.2

somebody? |

help you?! anybody?

i help?

iC: yes/we i(:yes please!C:could
just.. fwant to...! canl...?

i 1.7

- -

iS:canl S canl
thelp please?!
iC:can | just!

H
C:just an 1 C:hiv
take...? linforeation.!

help?

Table 2.5: The British Travel Agency - Dpenings.
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Therefores, what emerges from the resulis presented above is the {fact
that the 38 element s included in the gener i structure of British

aaencd texts. As for GR, the same does not hold true, since

T anE ]
fthe ocourerencs Found of this element in the data is nobt sufficisnt
o characterize OGR as part of the generic structure of the British

tirave]l agency texts.

2.2.3 - The British Travel Agency: Closings

The olosings of the British travel agency interaccions
commonlty prodoaced by the performance of OL and GB. dctually, L

appears in o all twenty Texts analygsed (L92%). Dot of this numier o

i
s

neourrencess only three thank ing moves are nobt reciprocated. In oftber

words, in three texts, CL iz perfarmed verdallyg by only one of fthe

participants. In these instances, it is the customer who contributes

with fhanking moves and does not obtain 8 response from The S8l wveEr .
s For the intbtiation of reciprocated thanlking moves both the

£

custoamer and the e contribute with First closing moves. Dot oo

i

the seventesn analysed texts which present reciprocabted thank ing

mervie bwe e closed with the costomer s Firs

oocontributing with

closing moves. In the remaining five texts, it ig the server who

inieia Thie S oelement.

Fegarding the linguistic realization of the closing moves, fhey
ooour significantly in the short and complete conventional Forms:
“bhanks " and “thank ygou wery muchk’, as itlustrated in fext 15
Tewxt 15

$: thank you very much.
Z: thanks.

Dther realizations of the complete conventional forms are also found
in the data in expressions like: "thanks a 1ot and "thanks very

misch

6l



The uwze of a single conventional thanking move in the Lravel
agency interactions allows the generalization that they seem nobt o
e usned indiscriminately by native speakers. Instead, the more

informal Forms chesrs tal, wmesem bo be more restricted ta

situat ions wihere services of the kinds performed at the bravel

AageEncy Bare not oexecuted.,
fe suggested immediately above, the slement L is not the only
element oo ing in the sndings of British-=-travel agenocy

y

interactions. In fact, as table 2.6 shows in eight out of the twenty

Cl. is also Followsd by the OB element. In other words, 4% of

the British travel agency tewxts present CL and GB elements as

Pl lustrated by text 5

Tewt 9
£ that 's great. 7/ thanks a lot then.
S thanks.

> bye!

5. bye bye!

Furthermore, as discussed earlier, the remaining twelve texts only

snt Ghe realisation of the CL element. Similarly to CL, BB is

also realized by conventional Fforms. The eight occurrences found of
33 in the data are linguistically vrealiszed sither by the
convent ional complets form ‘bye-bye’ or by the conventional short
Form  hgs .,

As For the initiation of GB, in Tive of the evight texts the
customer par Forms the First move of the 6B sleoent being followsd by
bhe server s response. in the other three texts, GB ococurs the other

wat round .

Summary Table

Table 2.6 displays the closings of the British travel agency
data classified with regard to the generic structure elements and

their corresponding linguistic realization.
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VTEXTS: ) i ! 2 H 3 ! 4 H 5 ' [ H 7 1 8 i 9 H i0 !
165el.: ! L o Qa N * S R § f &8 | ¥} I 68 ! 68 ! 6 |
¢ LING.REAL ! S:thanks. iS:thank you! C:thanks.iC:thanks ! C:bye. ! S:thanks a ! C:bye. ! S:bye. | C:bye. ! C:bye. !
tand NY. ' very such. | t very such.! { lot. i H : : H
{ moves: | C:thanks aiC:thanks. | S:thank iS:(no word)! S:byebye. ! C:thank ! S:bye. ! C:bye. | S:bye. ! S:bye. !
H voalet. toym. H Vo oyou. ' H ! ' }
H i {2 GRS ¢ T TR | S 5 L | S ¥ A i8 H 9 | 20 H
| a t i 6 @ * 8 T 8 Lo @ H B { O :
! S:thants. | C:thank you.! S:bye. ! S:thanks ! S:thank you | S:bye. ! S:thank iC:thanks. | C:bye bye.iC:thanks. |
H H H i alet. | very such. ! Voyou. H H H
i C:thanks | S:thank you.! C:bye. ! C:thank ! C:thanks. | C:bye. ! C:thank !S:(no words)! S:bye.  iS:(no word)!
{ very auch. | : {oym. ! H LT TR ! H '

Table 2.6: The British Travel Agency - Closings.

-

The results presented above show that CL zmppears in all texts
analysed. In 40% of the corpus, CLorealizes singly the closings of

fhess fexts. In the remaining 40% it is also followed bu the

Fealization of BB. Therefors, the significant use of these two
alements in the travel agency data leads me to conclude that hoth CL
and BBR integrate the generic strocture of British Lravel agency
interactions. In other words, it can he said that both the customer
and the server thank verd frequently for services sxecutad in L
travel agency. As for 6B, although its performance is less

recyrrent, if i® significant snough to be included in the gener o

struycture of the above mentioned interactions.

2.2.4 - The Brazilian Travel Agency: Openings

The openings of the Brazilian travel agency rexts prove to be
: s, : . _ . o o
realirzed more commonly by the wverbalization of the element sB. In

two out of the twenty texts, however, the slement 58 is realised
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non-verbally and the verbal apening of the interaction is realized

by a2 v which s part of the glement S, In this pariioulae

2, the customer launches into his reaguest withoult receiving a

[ cablished sye contact with the

verhal S8, having presamably First s

as an example of this kind of opening:

ZErVEr . Text Foagrve

i

Tz

5: [looks at CIJ
i7: quero passagem. / onibus. / Joinville.

The verbal realization of 8B in the travel agency datsn is

i the twelve remaining o s g seven o | FFerent Formnd

. .o

in two of these texts, SB is realized by "oif . This particaiar

Fealization is usuaily warth examining in mor® detaill dus

i

vaion of greet ing. In

that ¢ can be taken as an ordinary expre

=
Ezj
le}
e

particular case, howsser, it fonocthions as oa 58 dus to the fact

~
e
h

Fhat 18 iz immediabtely followed by a reguest for service rabtiher Shan

iy = oresponss Do grest ing move !

5. o
io: Blumenau. / amanha. / uma e quarenta.

Howizasr ,  in thirs A, 17 and 2@, ths oust

answers with a greeting. These instances, btherefore, wers o

Az GR /7 GR paiv.

Tewt 4 Tewxt 17 Text 2
50 of! S: oi! C: oi!

o ooi! C: oi! S: oil

A more thorough analysis of texts 17 and 20 reveal that in both
bexts the customers sstablish a closer relationzship with the
servers. This does not mean that they would know one anobther in any
other capacity rather than by one previous meeting. a&s far as fravel

AgENCY meet ings are concerned more than one meeting is actually



For the sweoution of one of bthe o

Phaey st tend - bhuowing

For in ANCE. s =

SRR S0 bed { ang 26

mudanga na reserva. / tem mais uma

uma reserva feita para o dia 15 deste. / (eu__
{sim

T TR AR S N T U SR Lol e D e
PR AT D REEn, ootk bt y Rep s om0

[

twezen the interactants had besn previonsis

Boanal of bthe sncounter was o

.
B
-
~

A obhoolk ing sorted oo,

Oy de obther bhand, the same phenomenon cannet be o swpiainesd on

in best A, sinoe pno indication of @ prewvious oont

the

the interactants ts Found in the fSewt. This, of cograe, does

fminabte the possibility of a2 cegritain degres of acogunintsnos

o o e . Lo B
O .

AgEnoy in This

OnE on campus, some of Dhe oustoners ars D

Tiox e known by i

A a | E e

£ othe openings, Ter g now Fodus on

Aloang with the disoussi

v}
i

e

Tions of the LEmEint b

i,

in fouwr obher bess by pois naon? . Diher realizations are:

e o s oemra?,  a senhora?, Tda Foi oatendidao?’

?

Tinally "s=im? ",

Summary Table

7 obhelow summarizes bthe discussion concerning the

openings of the Brazilian travel agency interactions. I bhrings

together the analysed texts grouped with regard to the openings and

their JTinguistic realizationa.
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VTENTS: b - 3 v & 3 3 6 70 8 9 S {
6Sel.: | 5B 8 | S | & ! S i 8 i 8 $ s i 88 |

S:oi. S:pois S:0i S:0l.

G omm o e om g =
=
=

§.pois ndo?! S:pois ndo?! S:[looks ati C:me di so

i5:a senhora?} S:vocé o

: nao ? | H ! : i G \ouma... ! que era? |
soves: | C:Blusenau} C:eu ! C:horarie! C:oi. | C:passagea | C:eu querial C:quero... { S:sim... iC:para i Cieu... ¢
H queria...! Camborid.! ! para... | passagea..| ! queria... | Blusenau? | H
HE § SR i i3 I () i i5 I | I VAR H 9 HE | I
HEEE s S8 : S ! 58 ! S { BR ¢ SB S8 VR

5:voc? 5:ja foi
atendido?

C:passagea

Soqee !
que era? !
C:aque !
horas? |

!
H
C:queria |
[}

S:{looks ati C:tem
(W] ]
C:passeio
para. ..

S:ahn?

1
t
passagea? |
H
t
1

tesos.

S:0i.

C:oi.

S:sin? S:pois ndo? S:oi.

C:eu so C:oi.

queria...

e
2

taria. .

8

1

Table 2.7: The Brazilian Travel figency - Openings.
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Fecur very FPreaquently in the closings of the Brazilian travel agency

: [

interactions. ITnstead, seventeen out of The twenty texts (83%) are
o

clased with the slement Cl which i realized by thanking moves of

Fhe lind (1lustrated below:

%: ta. / obrigada.
-: por nada.

Mevertheless, the btewxt above does not really serve as a fbrue
ceample of the pattern most commonly fFound in the analysis of
closings. ITnstead, what fthe analysis shows is that thanking moves

# matter of fact, bten out of the

i
1i
-
i
-
T
P
et
Y

are not o usually reciprosats
seventeen texts, whichkh present a CL, present non-reciprocated
thanking moves; ning of which are initiated by the ssrver wheresas
only one is started by the customer. Text 8 illustrates this

Dol 3 N il o0 o [l

e?“ta obrigada.
5. (no word)

s Ffor the reciprocated thanking moves, what has been described
above remainsg the same as far the server s contribution is
concernsd. Seven interactions are closed with a reciprocated CL
glement o Howsver, the occuwrrence of both moves seems o take place
when it is started by the customer.

Aalong with the discussion of the CL element, if one considers
bhe participation of both the customer and the server in the process
of closing the interaction, one will immediately see that the server
is the one who more frequently contributes with thanking moves. In

other words, only one text (text 3) presents the closing element
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initiated by the ocustomer and not followed by The server s
conte ibut ion.

o

fis far as the linguwistic realization of these moves i3

concerned, & very Timited number of wupre has baen

matter of fact, in BSY% the first ‘thanks of fhe pair is realized by

fhe single expression obrigado s In two texts, howsver, two

iii

cmphasizers are used: ‘muito obrigado’ (fext 473 and ‘obrigasdo sim’

(text 19, This particular realizavion confirms my hypoths

Fhank ing moves are closely deftermined by the nature of fthe

£7, For instancs, the ocustomsr i provided with some obher

infornation (passport matters), in addivtion o the difficult nature

of the service itself. Here, the e 15 o snpposed to o work hard in

fraing to place one mnore passenger on the samg flight a certain
grogp will travel on. Throoghoot this intsraction both participants

refer to difficultiss related fto the transacbion:

Tzt 47

D0 e fem mais Uma pEsson. SR
qui tan oem Porto Alegre. S ne?
ST ®.

C: que mora la. / entao pra confirmar hode a noite. J enbtao gualgquer
coian. S nos Ja lige dizendo o nome dela. /7 oo confirmando. 5 nos
QU emos i as cinco Junto com V. / tu acha que e muito
complicado?

$: nao. / questao de complicacao nao vai ter. / jyag e que. / &
questac de confirmar o voo. / ne? 5 eu vou ter de dar uma batalhada
pra ver se consigo confirmar o voo.

.

minhs amiga wai ligar pra irma dela.

C: olha. / muito obrigado. / einh?
Sogue & is530. 4/ um abraco

G tochauwes / einh?

50 tohauw.

fs for the response of thanlking moves, the only frequent verbal
realizations found are ‘por nada’ and ‘de nada’.

Let me now look at the remaining three texts which do not

present Dl as their closing =lement . Two of these texts Finicgh with
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G5B (texts id and 7y, The obther text, in fturn, (fext 120 finish witk

the slement 5.

fe Far as 6B is concerned, the two fexts present different

Tinguwistio realizst ions

i
.
-+

this element. G in &

7 is realis

By the inforamal fora “tohaos . In btext 14, on fthe obther hand, & mors

Formal Form s used By bobth interactants, as shown below:

i

" om

: volto na sexta entao.
%: tudo bem. / ate la.

T s worth stressing that in bobth texts GB is reciprocated.
In text 42, howsver, the interaction reaches the closing ot 4

Tevel of the 8 element, as illustrated helow!

2 vl ver agora se ( poamanha ou depois 84 PARsSE0 aqui. S opra

4
YE .

Cooaminda tem nog won?
S deve Ler.
e

3
|

@ dmue oo
ore DEYE T =

20 Lleaves 5 no owordld
S0 (no wordd

Here, aftter accomplishing 8, bothk fthe customer and the server finish

1{
the interaction withowt proceeding to its end throuagh the final

clement s .
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Summary Table

i B R ok s B e RN o a e, L
Table 2.0 helow summarizes the resulbs discussed abowve Tk

oy e B
[}

i1 o | X Bl 3 e TR LT ek u -'_:
shows the closings of fthe Brasilian travel ag@Endy TERts wWwith mEsp et

b o bheir linguistic realization.

VTEXTS: V) 2 H 3 | 4 H ] / ) ' 7 H g 9 ' 0 i
t6Sel.: | 0L { @ ' a i o HE + & HEE ¥ § I » i tt ¢ ! {0 R
1 LING.REAL | C:obri- !S:‘brigada.!S:brigada. 1S:obrigada.!S:obrigada.iS:obrigada.! S:cbrigada.iS:ta obri- |S:cbrigada.!S:obrigada. !
tand NV. | gado. ! H H H : ! t gada. | H '
i sofes: | S:de  IC:(no word)iC:(no word)iC:(no word)iC: (no word)iC:(ro word)! C:(no word)!C:{no word)}C: (no word)iC:de nada. !
{ { nada. ! H ! H H ! H ' H H
T 1 | HI 3 / 14 HE b ' 6 | i7 8 9 20 |
HE § HEE- S a : L HE ) | ; 8 | 68 ! a a a i
iS:0brigada. i C:deve?! S:obrigada.’ S:obrigada.!S:cbrigada. C:volto ma! C:tchau !C:ti obri- |C:.obrigado {C:obrigado. !
! H H H H t sexta. | einh. | gado. ! sim : '
iC: (no word)} S:deve | C:(no word)}! C:de nada. !C:de nada. | S:até 1. | S:tchau. !S:de nada. !S:de nada. !S:de nada. |
! Voter. ' | ' i b H 1 !

Table 2.8: The Brazilian Travel fAgency - Closings.

The analysis of the closings leads one to the conclusion that
thie BB smlement showld not be counted as part of the GEnEle i
astructure of travel agency texts in Brazil, since it only occurs in
A% o f the data. Instead, the resulis indicate that the fneeErsct ions
are most commoniy closed with the CL slement which is realitzed by
thanicing moves.

Moreover, it also shows that the server is the one who most
cammonly contributes with thanking moves. Theretfore, this can be

taken as an indication of the server s control over the whole

interaction. In other words, this reflects the server s dominant



attitude towards the develaopment of the whole process From the very
start of the sncounter ~ with the 2B slement - to its esnd. The

customer s participation seems o reflect a less routinized

N e

towards the use of thank ing mow in service

ENC oL

srs. LN other words, a closer analasis of the interactions

Fevenles that the customer = gse of 2 thanking move 05 mwch mors

restricted o the interactions where a mors personal effort from fthe

szt ton of the sesrvice. ITF one considers

EETVIEE OWAE @ For the

textas 14 and 17 again one will then be able fto see how L[he server
shows kis interest in s2orting the booking out For the servse inoa
mors helpdfol way.

The interactions which do not present the customer s thanking

move s mostly the onss which deal with ordinary ticket routines.,

In other words, thedw are the ones where no =Fffort or extra attent ion

o e

ie reguired From She ryer . This recognition leads one to conc loade
that in tThe Brazilian ftravel agency ftexts the wuse of thanking moves

by The customsr s basically determined by the naturs of the servics

s/ i { The customery is provided with.

2.3 - Conclusion
after discussing the openings and closings of the British
chemist / Brazilian pharmacy and the British and the Brazgilian

travel agency texts, T can now draw some conclusions about these

Winat stands out most prominently ig the presence and absence of
fhe GR oand GB slements. In approachking the Brazilian situations one
sees that none of them present egither the GR or the GB glements,
Rather, fhe texts produced in the Brazilian pharmacy and travel
agency are initiated and closed with the performance of a 8B (either

verbal or non-verbal), and a Clo respectively.
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Both British situations, on the obther hand, present the 58

slement as the element whick sccomplishes the o

Tosings. As o the OR
alement, it is only performed at the chemist., Similariy to the
Braxilian trawvel sgencd, bthe opening of fhe interacoions at the
British travel agency is most commonly realized by the 58 slesment.
Fram the above considerat ions one can then cono luads that the
diftferences concerning the openings and ¢losings of the British anx
Brazilian situations cannot be sxpliainegd simply in terms of a
different internal organization and nature. T4 one considers the

ance, ong sess bthat although the

B

ilian situations, for ins

pharmacy and the travel agency present a different organization and

Suin

sl mbaenoce of GRoand GRo

havie i FFerent service purpos

otk situations.

On the ather hand, the same does not khold truoe for the British

it

= PBeritish travel agencd doss nat

situations. s discussed emrlisr, tTh
ahare with the chemist the GR element. The final elements - 0L and
BB - integrate, howsver, the generic structure of the two British
situations.

alts lead me fthen to argue that the similae il

The present ¢

=rz

and d i FFerences Found in the aopenings and closings of fthe four

analysed situations are cuiturally determined. TITn sum, my pointg here

s and servers comparsd o the Brasilian ones

P That nglish

perform more frequently the O and 6B slements irrespective of the
service offered. Mence English customers and servers would signal
the beginning and ending of a service encounter of the type
discussed by explicitly using the GR and 6B slements respectively.
Brazilians, on the other hand, do not perform fthese elements w0

grpressively. The heginning of an encounter (s signalled by the S0
element and the ending by the CL element. I must add that T am not

anggesting that the British predilection for the wuse of GR and GB

reflects certain cultural values whereas the restrictions which
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Brazilian interactants place on the use af these elements refloct an

absence of those values. What s at itssue here is bthe fack that sach

language reflects values characteristic of their own culburs,

Accordingly Wiersbicka (198%9) says:

different cultures Find expression in
different systems of speech ackts, and

’

(ana different speech acts heoons
entrenched, and o some extent, oodified
in different languages (p,.i448).
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CHAPTER THREE

The Flowchart Representation of the Chemist

and the Pharmacy Texts

I have s0 far considered the openings and closings of the
British and Brazilian data. Now, I will approach each of the
collected texts in the light of Ventola's flowchart slements in
order to reveal the actualized generic structure of the texts which
form m4 data. Thizs chapter reports first on the aspects of
Ventola s flowchart which particularly favours the analusis of the
collected data. It goes on to present the generic structure of the
Britisk Chemist and Brazilian Pharmacy texts and concludes with =a
contrastive discussion of the two flowchart representations of both

corpora under analysis.

3.1 - Ventola’s Flowchart Representation - Other

Characteristics

Ventola ‘s Tlowchart representation of the generic structure of
the zervice encounter texts accounts for the actual realization of
service encounter text structure in both Brazilian and British
contexte. Except For the element Attendance Allocation (Ad)Y, which
is not found in the Chemist and Pharmacy interactions, as explained
in chapter two, all the other slements hypothesized by Ventola are
found in the analysis of the selected texts. The elements which
will be described as helonging to the generic structure of the
service encounter texts are the ones which recur in at least 204 of

the data. This percentage has been chosen for the purposes of this
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study because it was assumed that it can cover a satisfactory
number of occurrences.

Ventola’'s flowchart suits both corpora in two ways. First, it
addresses the possibility of non-verbal realizstions of the
structural elements: “it is important to note that... some elements
can be realized totally non-verbally®™ (Ventola 1987:922). This
recognition favours the analusis of my data. For example, an
glement 1likse Goods Handover (GH) commonly ocouwrs in a non-verbal
context, and each one of the other elements occasionally have
proved to he realized non-verbhallg. The element Greesting (GR)Y, for
instance, can be realized by a nod of the head or a smile or even
hy a3 hand shake. Therefore, unlike the results presented by Ventolas
(1287), the analysis of my data supports the recognition of GR in
sErvice encounter texts, particularly in the British corpus, whers,
as shown in chapter two, 45% of the openings are realized by a
greet ing element. The same is not true in relation to the Brazilian

/
data, where only 54 of the corpus present the GR element.

The slement Service Bid (S8), on the other hand, is only
realized non-verbally in the British corpus. In other words, by
standing behind the counter or by approaching the customer and
looking at himsher, the server indicates his/her readiness to start
the servicg.

Similarly to the elements pointed out above, the element
Service (8) can also he realized non-verbally. This occurs in the

British corpus as in tewxt 7:

Text 7

(: [takes products to cashier]
S: hil

c: « )

30 one ninety nine.
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Here the customer makes use of the self serve-section without any
contact with the server. When this type of service takes place the
participants only interact verbally at the level of the Pay (P)
element. The stress on non-verbal communication is even more
noticeable in text 17 where only the closing element is verbally
realized. The elements 3 and P are realized simultancously and
initiated by the customer handing over the products as well as the

exact moned for the payment:

C: [gives 5 products and money]
S thanl gou.
C: thank you.

The same feature concerning the 8 element is not found, on the
other hand, in the Braszilian data due to the different layout and
physical organization which do not allow any buying without some
gxplicit verbal contact with the server. Nevertheless, the other
hypothesized elements are also found to be realized non-verbally in
both British and Brazilian interactions.

The other aspect of Ventola's flowchart which Tavours the data
has to do with the non-canonical sequencing of elements in the
generic strycture of the texts analysed. As described ahove, the
Flowschart allows the interactants to go through cach element in a
sequenced way ~ realizational uniformity, but it also allows the
same participants to skip forwards or backwards at various stages
of the service encounter process - realizational diversity. As
Ventola (1987) herselfd explains:

That is, it [the flowchartl will, by allowing
clements to bhe left out, repeated, cetc,

account for the fact that one service encounter
text may have the actualized structure of SB + S +
CL + GB, whereas another may have the structure of

3+ R +P + 06H + Cl. and yet another only the
structure GR + SB + GB (Ventola 1987:81).
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Thie aspect of Ventola's flowchart will be illustrated in the

analysis of the data itself which follows in the sections below.

3.2 -~ The Actualized Generic Structure of the British

Chemist Data

The analysed interactions of the British corpus can be
classified in qine different groups as far as the generic structure
of these texts is concerned. Two major groups, however, emerge from
this categorization: aroups {1 and 2. Together they represent 694 of
the corpus. The other texts are, in turn, variations of these two
main groups. In other words, their ococurrence is not significant
enough to allow any generalization. Therefore, T will only discuss
the generic structure of the texts belonging to the two most
representat ive groups.

The texts in group 1 form the most frequent pattern found in
the data. They represent 385X of the corpus and display the
following structuwre: S /7 P 7/ GH / CL /7 GB.

What distinguwishes the texts in group 2 Ffrom the ones in group
I is the fact that they include the element GR as the opening of
the interaction. 8o the structure for group 2 is: GR » 5 /7 P / GH /
CL 7 GB. T will now proceed to discuss each element of the
structure of the British-chemist interactions.

In analysing each element in more detail one can describe the
element Service (8) as being partially non—-verbally realized, since
the specification of the need move as well as the compliance one
are realized by the customer ‘= handing over the prescription and
the server ‘s acceptance and initiation of the P element. The
element £ in these texts can bhe represented in the following

interaction:
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Teut 1

C: [gives S prescriptionl
3: thank you.

would you like to wait?
unhum.

0

After the 8§ element, Pay takes place initiated by the server and

realived as shown helow:

5: two pounds sixty please.
>: [gives S the moneyl
5: thank you.

[gives the change to C.]
C: thank you.

After payment the server takes the prescription to the
Pharmacist in a single move which can be characterized as a shift
back to the element 8. Three to four minutes later, the Pharmacist
proceasds towards the end of the interaction. She, the Pharmacist,
brings the medicine, realizing the Goods Handover (GH) element.
Normally this slement is initiated by a vocative at the

lexicogrammatical stratum of language and is followed basically by

non—-verhbal activities, as illustrated in text 1 below:

Text 4
P: Mr ( )?
C: yes?

p: [gives medicine to CJ
C: thank you.

With the participation of the Pharmacist in the interaction,
one has to consider the possibility of including a third
participant when analysing British—-English interactions at the
chemist.

The element GH deserves special attention. In interactions of

hoth group 1 and group 2, the clement GH is realized verbally by
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the Pharmacist. At the same time that she hands over the goods she

?

completes the service initiated by the server. The Pharmacist ‘s
role in these encounters is viewed as the accomplishment of the GH
glement .

The analysis of these Ltwo groups - 4 and 2 - also shows that
the GoodBye (GB) selement featwres in service encounter interactions
at the British chemist. This result, therefore, runs against the
one found by Yentola (4i987). In her corpus, the occurrence of this
element is reduced Lo one single example. This makes her doubt ifts
inclusion in the generic structuwre of service encounter texts.

in one hand, VYentola recognizes that “these elements appear
now and again in the service encounter texts and therefore they
cannot be completely ignored” (p.i2&8). On the other hand, she
insists on explaining the occurrence of this elemsnt on the bhasis
of Tenor choices rather than as a common selection of the service
encounter exchange network. As far as my corpus (s concerned,
howewver, this explanation does not apply since fTifteen out of the
twenty texts analysed (in the British corpus) present the slement
GB as the realization of the closings and both interactants did not
reveal they knew sach other in and capacity.

The other remaining texts which will not be discussed here

[ R

ant single occouwrrences of different structures. It is worth
saying that they were found to vary from a structure presenting one
single slement ~ as the 85 glement in text 3 - to a more complex
structure — as text 192 which pregsents seven elements. As shown in
the table below, each one of these texte share the occwrrence of
the element S. Therefore, this element should be taken as the
driving and the only obligatory element in a service encounter

Fewxt.



BR/S/R/P/GH/CI/EB !

; TEXTS ; beneric Structure Elesents ;
; 6 - 17 ; S/IPIR/TL E
L3 s E
; 4 ; R/S/P/EH/O ;
; h] ; S/BR/P/BH/L ;
; 7 ; S/P/EH/CL/GB ;
; 13 ; S/GR/P/GH/CL /BB ;
; 19 ; ;

TABLE 3.1 - Britich Cheamist Texts: Variations of the most recurrent
Beneric Structure.

Ventola s flowchart accounts satisfactorily for the chemist
interactions. The Flowchart displays all the paths necessary to
accomodate the structure found in the interactions produced at the
Chemist .

However, what the analysis shows in more detail is that the

Fealization of the gensric structure at the chemist is less complex

than the full potential of the flowchart representation. In other
words, much of the recursion and other phenomena which are well
handled by the flowchart proved often not to occur in the data.

While the flowchart representation can he applied to the
analysis of the chemist ‘s data, many of the options which are
available in the flowchart can be reduced to provide for the
actualized generic structure representation.

A5 a matter of fact, the realizational diversity in the
generric structure of the chemist interactions can be approached in
a more simple way if texts are related directly to the more
specific context in which they are produced. If a customer is to
make uwse of the section under prescription control one can predict,
for instance, a kind of generic structure with the sequence and

linguistic realization similar to the one of texts in groups i and
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2. The elements GR and GB can also, Judging by the frequency which
they appear in the data, be incorporated into the generic structure
of these interactions. On the other hand, if the customer makes use
of the main section, the predictable sequences will bhe
characterized by non-verbal realization of the § element and the

of mither GR or P asg the verbal apening of the interactions.

-
]
gl

From the analysis of this data, one can say, therefore, that
the British chemist texts can be represented by a simpler
flowchart, which would capture the most frequent actualized generic
stiructure of the chemist interactions. Such a flowchart would
present the elements which were just discussed.

Based on this, one can state that Ventola's representation is
neither unreal nor over ambitious. Due to the fact that it is
designed to handle the different phenomena which potentially ocour
in English service encounter texts as a whole, rather than in one

specific location, it is comprehensive and =laborates.

3.3 - Actualized Generic Structure of the Brazilian

Pharmacy Data

As far as the Brazilian data are concerned the generic
structure of the analysed texts does not seem to differ greatly
from the British one. Similarly to the British corpus, the analysed
interactions can be classified into nine different groups according
to their generic structure elements. Similarly to the British data
analysis, I will hers lTimit the analysis to the two main
representative groups. These correspond to 50% of the data. The
other texts (5¢%) will be considered variations of the most
recurrent generic structures discussed in this section.

The texts in group 1 represent 29% of the corpus and display
the following structure: 8B / 8 / P / GH / CL. Text 15 below

illustrates this group of texts:



Text 195

S: pronto?

C: tem Pilogenio?

S: Pilogehio?

C: unhum.

S: Pilogenio tem.
(pause)

S: lLgets the medicinel

S 0o que era mais?

C: %0 iss0 2] MEsmo.

C: Lpaysl

C: Lgets goods from serverl

C: obrigada.

Here, after the realization of the SB element, both
interactants sngage in the performance of the slement S. This
element is usually introduced by a request of the kind: “tem
pilogenio?’ . As suggested carlier, verbal requests are actuslly far
more common in the Brazilian pharmacy than in the British chemist,
since in the Brazilian context it is somehow uncommon for customers
to take prescriptions to the pharmacy. And when they do bring in a
written request they zometimes complement or support this

non-verbal action with a verbal request of the kind shown below:

5. pronto senhora?
C: tem esse remedio aqui

[showing prescriptionl

- . -
S: Binecorzide / drageas.

Lgoes to get the medicinel

Following the sale request another request is usually made by

the zerver. This occurrence does not only concern texts in group 1
but is also shared by other texts in other groups. The request I am
referring to is usually realized when the server repeats the
customer ‘s utterance. It assumes an interrogative intonation and
the form of a request for clarification. Most commonly, the data
portray the repetition of only one part of the utterance. The

segment repeated is always the one which contains the necessary

information for the development of the process.
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The realization of this request is very frequently found in

the data. Texts 12 and 1% below exemplify this occurvence:

Text 12

C: Pinotal
3: Pinotal?

Tewmt 19

~ . -
C: tem Pklogenlof
Pilogenio?

Y

This request functions as a checking or clarification of the
content of the information which iz being negotiated betwsen the
interactants. This usually happens in service encounters because a
high degree of mutusl understanding between the participants is
necessary for the perfect achievement of the goal. This together
with the noisy atmosphere of public places may lead the server to
develop the habit of producing a request for repetition. This is
supported by Coupland (1983) who states that!

In general service encounters, as in many
auite formal public settings, participants
are under pressure to be verbally explicit
ewe (Pa485).

This second request is followed by the server ‘s compliance of
the customer s need. This compliance can be either realized

non-verbally by the server ‘s turning back to get the medicine as in

C: tem esse remedio aqii’?
Cshowing prescriptionl]
S: Dinecozide. / drageas.
[goes to get medicinel

or verbally realized as in text 15:




- ~

GC: tem Pilogenio?
S: Pilogenio?

C: ounhum,

S: Pilogenio tem.

Still concerning the 8 element, the move which follows the
sa3le compliance has the function of making the customer spell out
any Turther need s/he has got. This move has, therefore, the
function of pushing the interaction forward, since by performing it

the server incites the customer to request other things. Texts 43

and 15 can also be uwzed as illustration:

nan /

S Ginecorside. / drageas.
S Lgoes to get medicingl
G: e so?

Temt 195
Pilogenio tem.

Fgoes to get medicineld
O que era mais?

wnw

This question is, i

n turn, followed by a respoanse which can
cither he realized non-verhally, by 3 nod of the head, for

instance, or verbally as in:

S 0 que era mais?
I: sO isso af mesmo.

It is worth remembering that the features discussed above are

not exclusive of texts belonging to group 1. Rather, they are
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shared by most of the other texts which contain the § element in
their generic structure.

The element 8 is followed by the P element in the Brazilian
data. Payment is made to the cashier who frequently is not the
original server, that is, the server who first attended the
customer . Hence, after the customer has received a salesslin from
the server (851) s/he then moves to the cash register. Therefore,
the cashier has no need to announce the price. This interaction
between the cashier and the customer is often non-verbhal.

Howsver, in those instances, when it is verbally performed,
the element Pay is realized by a very closed set of lexis, which

expresses the price through numbers:

Text 13

5: cento e sessenta e tres cruzados / genhora.

Z: Lpaysd

<

After the realization of the element, the interactants
engage in the GH slement. For the texts belonging to group i, GH
occurs after the P and before the CL elements. Frequently, the
element GH iz realized non-verhally. However, verbal realizations

of GH are also found in the Brazilian data. For example in group i,

the only verbal occurrence of GH is found in text 13

C: Lpaysl .
§:. pode ser essa caixinha af.

Another verbal realization is found in text 4, which belongs to

group 4.

C: Cpays]
S. esse e seu.
C: ta.
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Because of its infrequent verbal realization in the total of
the twenty texts, it can be said that the GH element is typically
realized non-verbally.
Finally, the element which follows the GH is Cl. Since this
element was approached earliser in chapter two, I will Timit myself

here to an exenplification of its occurrence:

$: obrigado
z: (no word).

flong with the description of text structure of the Brazilian
pharmacy data, I will now approach texts &, 7, 12, 146 and 17 which
together constitute group 2. As said earlier, these texts form the
second most frequent group of texts. They correspond to 25% of the
texts analysed and reveal the same generic structure: § / CL. These
texts are then characterized by the realization of the S element -~
sale request and compliance - where the buding is not achieved.
This may ocour Ffor two reasons. The medicine the customer is

looking for is not available, as in text & below:

G tem Prépolis? / tem?
S Pgmwmliﬁ?

C: =, 5

L é:em soluqéb? / ne?

C: &

S Lgoes to get the medicinel
S: nao tem.

or the price of the product does not agree with the customer, as in

tewt 420

Text 12

L] 'o L] . - . ~
S da tres mil quatrocentos sessenta e tres.
C: ta. /7 eu vou ld pegar a receita e venho.



The element S is then followed by the CL element which, in
tuwrn, iz realized with the same features as described in chapter
two.

The other texts which form the Brazilian data are variations
of the structures discussed above. The only exceptions concern
texts which include the element Resolution in their structure. It
is worth mentioning that, in the Brazilian pharmacy, this element
is usually followed by a pre-realization of the element P. In other
wolrds, it s common in the pharmacy context for customers to check
the price of the product they are looking for before they actually

BRI

their resolution of bugying or not buying the goonds. This is
probably the result of a constant inflation in Brazil where prices
vary significantly from one place to another. Text 7 illustrates

this situation:

Tewxt 7

tem os dois?
tem oz dois. 3

e quanto e que e cada um?

o Parenzyme com desconto fica dur’. / cento e oitenta e sete. /
o Anueonl ocom desconto Fica cento & oitenta.

vou levar.

oW

fs can be seen in the exxample above, the customer Tirst asks
about the price of the product: ‘e quanto e que e cada um?’ ap4
only later expresses her decision: ‘vou levar’. Tewut 8 also

illustrates the same feature:

C: e / quanto e que a latinha?

S lLgoes to check pricel

8. vento e vinte e oito cada latinha.
C: me da duas.

As said earlier the other seven texts which form the

Brazilian pharmacy data are variations of the two text structures
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discussed previously., Similarly to the British Chemist, these texts
have in common the oncecrirence of the S element. The variation Ffound

in the structure of these texts can be seen in the table below:

: TEXTS ; Beneric Structure Elesents :
; 10 - 19 E S/RIPI/GH/TL ;
; i1 ; S/P/BH/OL ;
; ¢ ; S/P/6d ;
; i ; S/H/P/CL ;
; 3 ; BR/S/P/BH/LL ;
; 3 E S/R/P/EH ;

TRBLE 3.2 - Brazilian Pharmacy Texts: Variations of the aost
recurrent Generic Structure.

Yentola's flowchart representation of service encounter teuxts
éccmuntﬁ for the actual realization of the Brazilian pharmacy
interact ions. In fact, the potential of the flowchart seems to he
dynamic enough to capture the flexible aspect of pharmacy
interactions.

However, certain phenomena still remain unaccountable by the
same Flowchart representation. What I am referring to is the
realization of some instances of the interactions which cannot be
approached as belonging to any of those slements proposed by

Ventola.

3.3.1 - The Elements Pre-Pay and Advise: Two Aspects of

the Brazilian Pharmacy Data

The first of these elements is constituted by a pair of moves
which introduce questions and answers on the price of the product

being purchased. Because of its frequency and, particularly,



because of its inmportance within the entire structure of texts,
this element needs to be formalized and included within the
steructuwrs of the Brazilian pharmacy interactions. This element will
be labelled Pre-Pay pecause of the position it has within the

ent ire structurs and particualarly because ofFf the characteristics it
shares with the Pay element.

The element Pre—-Pay is constituted by a guestion and a
subzequent answer concerning the price of the product to be
purchased. As a matter of fact, the occurence of Pre-Pay is
reeential for the development of the whole interaction becauwses it
determines the continuity of the process through the subsequent
pathz. In other words, this element deserves an individual =tatus
because its realization cannot really be taken as either the
realization of the P elemant or 38 part of the § slement. Although
ite linguistic realization is similar to the one which constitutes
the P slement, no money ‘exchange is executed at this point. In
fact, what usually occocurs is a question and an answer of the kind

shown bhelow:

- . Vd
£: quanto e que ta? -,
S: 640 e tem 10X de desconto. / ta?

In short, this element serves as a test for the success of the
sgrvice encounter. I+ the cuﬁtomér accomplishes it and the
interaction proceeds, s/he will certainly reach the end of the
interaction satisfactorily; that is, s/he will purchase the
product. On the other hand, if the price of the product does not
satisfy the customer, s/he will inevitahly close the interaction,
anticipating, in this way, the slement Resolution (R) which will,
in turn, overlap with the Closing (CL) element. Text 17 below can

illustrate this situation:



- o /

C: quanto & que ta?

S: Ginopletil ta 205 crurados e o ( ) B6Q crurados.
C: faca a conta aqui e depois eu volto aqui.

On the pretext of returning to the pharmacy later, customers
usually close the interaction inmediately after passing
unsuccessfully through the Pre-Pay element.

The other element which has been added to Ventola’'s flowchart

is Advise, This element has been introduced in the generic

struacture of service encounters interactions in an attempt to cover

those moves which cannot be associated with any of Yentola's
generic structure elements. Its realization has proved to ocour

most frequently between the Pre~Pay and R elements as well as

during the GH £lement. This element is constituted by questicons and

answers from both the server - or pharmacist - and the customer(s)

on the adequacy, =ffects and other detailse concerning the medicine.

Unlike Pre—-Pay, the occurrence of the Advise element does not
determine sither the presence or the absence of a subsequent
glement. It reflects a more fTlexible structure of a conversational
nature where customer and server &ngage in a less routinized and
predictable sequence of moves. The order in the participants’
per formance is, howsver, predictables. Although I have sxamplss of
texts where this element is initiated by the customer, it has
proved to be more Fregquently initiated by the server and followed
by the customer ‘s participation.

ds far as this element is concerned, there is no specific
marker signalling its initiation or the participants’ disposition
to move forward or backward Ffrom it. It can be noticed, however,

that the move which introduces the following or preceding element

is usually executed by the server rather than by the customer. This
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can be taken as an indication of the dominant or controlling role
which seecms to he more commonly played by the server.

The following example will illustrate this discussion:

C: Lno word / shows prescriptionl
g: foi agora?
C: fo::i.

~
S okl / isso aqui ¢ 10 comprimidos. / ta?
£ taa
&: e coluna?
C: sim.
3. que aconteceu? voce___7?
3: nao. / fui fazer um trabalho ontem. / e fiquei muito tempo

abaixado.
8. forgou muito a coluna ?

l-\

>: hoje eu nem conseguia levantar da cama.

In the text above the service which is initiated by the
customsr handing over the prescription is inmediately interruapted
by the server s interest in the customer ‘s problem. Both customer
and server then engage in the realization of an element which could
be taken as belonging to the casual conversation genre. However, a
close relationship between the topic of this glement and the buying
and selling process is maintained. In other words, both
interactants do not deviate from the service encounter negotiation
= pharmacy matters - but just add another aspect to this situation
which I argue should be described as a feature of the service
encounter genre for pharmacies in the Brazilian context.

The occurrence of interruptions of this kind can bhe explained
on the basis of the different role which pharmacists, and pharmacy
serviers in general, play in Brazilian pharmacies. Since only a few
medicines require prescriptions in Brazil, it is common for the
customer to consult a pharmacist rather than a physician.
Consequently, a pharmacy server has gained the status of a person
who has snough knowledge to enquire about the customer ‘s health as

well as to prescribe or suggest the use of certain medicines. So,




even when not requested, pharmacy servers tend to introduce a topic
regarding the customer ‘s health problem, which is cohesive with the
topic of the service! the buying of a2 specific medicine.

Text 4 can be taken as an example of this double role

per formed by servers:

% / - s

C: al nao tem. / 0 jeito e comprar mesmo. P
S: &. 4 0 senhor paga ali no caixa. / da” 4904, / ta?
: Logoes to cashierl

(server 08 the one who packs the medicine)

C: isso & pra pressao? / ne?

$: 0i?
C: pressao? / ne7 - P -

$: pressad. / coracao. / e mais coracao.

Here, fthe GH element is interrupted by a stretch of conversation on
the function of the medicine that has just been bought.
Text 14, on the other hand, illustrates a different situation

where the customer brings up a topic related to her perzonal 1ife:

S duas? /4 0 que era mais?
C: =0.

[8. fills in ticket]

-

C: meu marido tem de passar_um mes na cama de hospital. / dai a
gente tem que botar (pra nao assar.

G: (pra nao assar?
C: e.
S: se deixar muito tempo deitado ( ).

C: ali eles tem. / mas e uma pomada tao catinguenta. / pega na
roupa. / fica ruim de limpar.

In the text above, the customer is in the process of buying some
gel. Whaen the service is finished and the P element is to be
executed, the customer introduces a topic exploring the use of the
gel. This interaction leads on to the server finding out that the

customer ‘s husband is at the hospital and will stay for a month.
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Ventola (1987) discusses these streches of talk in terms of
‘genre switching . She also recognizes the flowchart 's limitations
in handling this matter. She says: "Such ‘odd’ phenomena in texts
are well worth studyging in detail, but are beyond the present
scope’ (p.24). What Ventola actually proposes with this comment is
that this phenomenon should not be approached as a feature of the
structire of service encounter texts. Instead, she sees this
occurrence as a reflection or the borrowing of elements of a
different genre. Concerning this ‘borrowing’ process she adds that:

In these examnples of genre switching it seems
that an glement Ffrom 2 completely different
genre has bheen bhorrowed for the social process
of service encounter” (p.83).

Ventola (4987) stronglyd emphasices that this element belongs
to a different genre when she suggessts that these occurrences conld
be handled by a side programme of the original flowchart. Howewver,
she only refers to this possibility without actually formalizing
it.

The generation of texts with genre switching,
embedding or mixing can also be handled by side-
programing in the dynamics of genre. But instead
of stepping out from the main social process into
a sub-generic programme, the interactants are
directed to enter into a2 totally different genre
.ee (p.8B4).

The analysis of my data, however, does not confirm Ventola's
view of this phenomenon as one helonging to 3 "totally different
genre  (Ventola 1987 p. 84). Instead, T consider these OCCUFrences
as 2 feature of a3 more flexible structure of texts of the same
genre. What takes place here is a change in tenor: participants
assume a different position vig-a-vis one another. Goffman (1984}

has discussed occurrences of this kind at length as a change in

footing. By change in footing Goffman means:



a change in the alignment we take up to
nurselves and others present as expressed
in the way we manage the production or
reception of an utterance ( p.1i28).

In other words, the analdsis of this element and its relation
to the main topic of the texts lead me to the conclusion that they
should not be taken as belonging to a different genre. In fact, T
zuggest that they should be regarded 33 a reflection of the
contextual organization of pharmacies in Brazil (Field).
Furthermore, as discussed 2arlier, they also reflect a closer
relationship between server and customer. In other words, in the
Brazilian pharmacy context, the server is not only seen as one who

can provide the customer with the medicine s/he needs, but also as
one who embodies the raole of a doctor as well as that of an advisor
- a change in tenor relations. As to this occurrence it is worth

quot ing Goffman (1981), who says that:

In shifting in and out of the business

at hand, a change of tone is involved and

an alteration in the social capacities in

which the persons present claim to bhe active

(pP.i26).

The inclusion of these two elements ~ Pre-~Pay and Advise -

points out towards the necessity of expanding the flowchart

designed by Ventola (i9287). This needs to be done in order to

account for the occurrence of the slements discussed above.

3.4 - The Flowchart Representations of the Pharmacy and

the Chemist Texts

The Tlowcharts which I will discuss here represent the
actual ized generic structure of the Brazilian and British service
encounter tewxts (pharmacy / chemist). They both display the same

organization of Ventola’'s flowchart. However, some clements were

omitted and others have been added. Furthermore, modifications
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related to the participants’ interactional moves were introduced.
These changes have been made in an attempt to adjust Ventola's
Flowchart to the interactions which form the collectsd data. In
this section, I intend to go through the two modified flowcharts
demonstrating how they differ from the original one. I will first
present Ventola's flowchart adapted to the actual representation of
the Brazilian pharmacy texts. The analysis will then carry on with
the presentation of the British chemist flowchart and will conclude

with 2 contrastive discussion of the two Flowcharts.

3.4.1 - The Brazilian Pharmacy Data: The Modified

Flowchart

The ooo~ilian Pharmacy interactions are usually initiated by
the =2lement Service Bid (88). In my data, this element occurs hoth
verbally and non-verbally. As discussed earlier, I claim that the
realization of this slement should be viewed as a constant,
irrespective of its verbal realization. The reason for such a claim
seems to he clear if one considers that the start of a service
always depends on a span of attention which expresses readiness to
servie on the part of the server towards the customer. By the same
token, when the customer steps into the service area, s/he calls
the server s attention - mostly by non-verbal means.

In relating this issue to a broader context, one can discuss
this particular ococurrence in regards to the findings an openings
in telephone conversations. Schegloff (1972 makes the point that
the ritualized 'Hello' on the part of the answerer is in fact a
response to the summons of the telephone ring caused hy the caller.
Hence, the telephone ring functions as a request for attention on
the part of the caller towards the answerer. Analogously, one can
therefore conclude that, in service encounter texts, either a

typical SB or sometimes even a GR should be seen as a response to
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the customer "5 request for attention. These moves are usually
performed non-verbally by the customer ‘s entering the service area.
This assumption is supported by Merrit (1974) who zays that:

In the Service Encounter the initiation of the

Encounter typically begins with a summons on the

part of the customer. The summons is non-verbal

and consists rather of the customer positioning

himseld at the serving post. (pp.7/8)

Consequently, in the Brazilian pharmacies, the server 's
presence and the customer ‘s action of entering the service area are
definite steps in the zervice encounter interaction. This is
particularly motivated by the physical organization of these
locations. & discussed earlisr, the internal layout of the
Brazilian pharmacies does not allow the customer to have access to
the goods without the server ‘s help. Therefore, by entering the
pharmacy the customer signals an immediate need and a request {for
SRV ICE.

In the British chemist, however, the same does not hold true.
The intsrnal physical organization of these locations provides the
customer with the possibility of handling products which are
displagyed on shelves. The customer, who makes use of this service,
will only need to approach the server to consolidate the buyging
through the element Pay (P). I can recall situations in which ths
customer would enter the chemist, look for a certain product, not
Find it and, without any contact with the server, leave the place
failing to achieve the goal of the service encounter.

Dn the other hand, a similar situation in the Brazilian
pharmacy - although I cannot recall any - would seem bizarre and
rathesr smbarrassing for both customer and server. If, however, a
situation of this kind were to happen, an excuse on the part of the
customer towarde the server expressing that s/he had left the woney

Z prescription in the car or somewhere slse, would seem to be




necessary and would be very likely to occur. In the Brazilian
pharmacy it is, therefore, obligatory that customers and servers
interact verbally since the very heginning of their encounter in
the service area.

fs to the repregsentation of the interactions between the
participante of the service encounter process, the first
modification has been made at the very start (and very top of the
flowchart). In order to reprezent the order of appearance of the
participants unfolding in time I have borrowed Merrit s (1976&)
representation for this specific stage nf the service encounter

interaction. In other words, I have designed two different plane

H )

EH

in which the sgrver s appearance is represented a hit further up
compared to the customer 's. This has been done to illustrate the
fact that the server tends to be present in the service area when
the customer steps into the location. As discussed above, the
server s presence in the service area indicates a 'tacit offer of
service which is then followed by a ‘tacit request for service'’
(Merrit, 1974) expressed by the customer 's entering the service
area. This tacit offer of service is then formally followed by the
realization (either verbal or non-verbal) of the element 38.

fis far as the interactional representation is concerned, I
have added a new line of information to represent more closely the
different status which the elements under analysis assume
throughout the service encounter process. In other words, I have
provided the fTlowchart with two other lines leading downwards, one
on gach side. This has been done in an attempt to cover the
interactions in which a customer enters the pharmacy accompanied by
2ither a relative or a friend and they together contribute to the
development of the process. Furthermore, this modification has been

proved to he even more necessary to account for the participation
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of a second server who, in the context of the pharmacy/chemist, can
either he the Pharmacist or the cashier.

Different lines have then been created to represent the
integraction among the two original and more constant participants
(84 ~ Ci) and the two other potential ones (82 - C2). Solid lines
atand forr actual and verbal interaction among speakers. At the top
of the flowchart this can be exemplified by the realization of the
need-compliance moves which are realized verbally and respectively
by the customer and the server at the very start of the S element.

Dotted lines, in turn, stand for an unlikely but possible
interference from a second speaker on gither sides. This can be
illustrated taking as an exanple the element SB. At this stage, the
interaction is much more likely to involve Jjust one participant on
gach side, but the possibility of the formal offer of service being
performed simultaneously by a second server cannot be disregarded.
As a matter of Fact, I have observed servers who, motivated by
cither a money commission or by a mere indecision on turn-taking,
have parrformed the 8B element together. On the other hand, the
following element - Service - is basically performed by one
participant on each side. However, it is possible that interference
from both S2 and C2 could occur. My observations have shown that
81 would sometime:z address 82 in order to check information
concerning the customer 's request. The customer, in turn, can also
interact with his/her potential partner to check some detail about
theivr buying. In fact this possibility, as the flowchart shows,
hecomszs more likely when the server turns hislher back to the
customers in order to get the medicine requested from the shelves.
Non—verbal activities of this sort executed b4 the server, which
occurr throughout the encounter, have been represented in the
Flowchart by broken lines. This practice of non-verbal activities

is not exclusive to this element, but rather forms in the service
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gncounter genre a common interactional method whereby both server
and customer can maintain an interaction with each other whilst
maintaining a verbal interaction with another paticipant.

The next element - Advise — represents the most likely stage
for interference from both 82 and £2. This possibility has been
represented by dot-dash-dot lines on both sides of the Fflowchart
which stand for wvery likely occurrence of interference. The reason
for the likelihood of interference lies within the nature of the
Advize 2lement. As discussed sarlier, this element can bhe
characterized as an unordered sequence of moves of conversational
nature whose function is to solve any doubts about the medicine
being purchased. Therefore, the possibility of 82 who can either be
a mors experienced server or a pharmacist interacting with the
server and particularly with the customers is very likely.
Similarly, this glement also provides a possibility for C2 to
interact with L1 and also with the servers. In fact, my data show
that at this stage some C2 reveal themselves as the ones really in
need of the medicine which is bheing purchased.
fAs For the closing of the interactions, the actual
participation seems to be restricted to both §41 and Ci.
Nevertheless, the data also show that both 52 and C2 may either
thank or respond to a thanking move together with the original 51
and Ci. In order to represent the wvery end of the interaction I
have also used a ‘two plane representation’ to indicate the
sequence aF moves unfolding in time. In other words, in leaving the
gservice area first the customers are the ones who physically close
the interaction. The server, in turn, remains in the service area

and indicate with his presence a prerequesite for a new encounter.
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