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A comparative study of complaint handling in English and Japanese: Developing
ESP materials for the tourism industry from the perspective of pragmatics
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This study compared and evaluated the language employed for complaint
handling processes in Japan and in the US. English for Specific Purposes (ESP) study materials were
also developed based on the stated objective. Discourse completion tests, surveys, role-play
scenarios, and interviews were executed to ascertain the differences and similarities between
Japanese customer service professionals and their American counterparts in responding to complaints.

The ESP resources resulting from the investigation were applied to an experimental university
class. The final questionnaire-survey analysis revealed that the participating students were
enthusiastic about learning how to resolve complaints in English. They appreciated the study
materials and the opportunity to practice complaint handling in English over several group-work
sessions.
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