
ix 

 

LIST OF APPENDIX 

 

Appendix         Pages 

 

Appendix 1. Transcript of Utterances by Customer Service Officers 

                      to the Customers .................................................................       81 

 

Appendix 2. The Utterances Bank Customer Service Officers Before  .....        

                      Doing Data Reduction ........................................................       99 

 

Appendix 3. The Transcript of Selected Utterances of  

                     Bank Customer Service Officers to Customers.....................       107 

 

Appendix 4. Politeness Strategies of Bank Customer Service Officers in 

                      Identifying Customer Need .................................................       115 

 

Appendix 5. Interview Transcript  ............................................................       123 

 

Appendix 6. Written Information from Supervisor of  Customer Service ..       130 

 

 

 
 


