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ABSTRACT 

 

Tirta, Rahma. Politeness Strategies of Bank Customer Service Officers at 

BRI Banks. English Applied Linguistics Study Program. Post Graduate 

School. State University of Medan. 2016. 

 

This thesis deals with Politeness Strategies of Bank Customer Service Officers at 

BRI Banks. The objectives of this study were to identify types of politeness 

strategies and to examine the politeness patterns used by customer service officers 

in customer need identification process. The approach used in this study is based 

on politeness theory of Brown and Levinson.This study employed descriptive 

qualitative design. The data were the transcription of recorded observation and 

interview using recorder to three male and three female customer service officers 

of BRI Banks under BRI cabang Kisaran namely, BRI KCP Indrapura, BRI Unit 

Indrapura, and BRI Unit Kebunkopi, North Sumatra. The findings indicate that 

only three of politeness strategies used by customer service officers, there were 

bald-on record strategy, positive politeness strategies, and negative politeness 

strategies. Positive politeness strategies were dominantly used by bank customer 

service officers. Some factors were considered in using politeness strategies in 

identifying customer need. The factors were Social distance and closeness, 

relative status of participants, and amount of Imposition or degree of friendliness. 

By awaring these factors, the officers could safe the hearers face in order to 

enhance the customer satisfaction. The realization of these politeness strategies by 

the speaker were aimed to minimize Face Threatening Acts to endeavor a 

harmony in social interaction. 
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ABSTRAK 

 

Tirta, Rahma. Politeness Strategies of Bank Customer Service Officers at 

BRI Banks. English Applied Linguistics Study Program. Postgraduate 

School. State University of Medan. 2016. 

 

Tesis ini berkenaan dengan Strategi Kesantunan dalam tindak tutur kata petugas 

layanan nasabah Bank BRI dalam melayani nasabah. Tujuan penelitian ini adalah 

untuk mengidentifikasi jenis strategi kesantunan, mencari pola strategi kesantunan 

yang digunakan oleh petugas layanan nasabah dalam mengidentikasi kebutuhan 

nasabah. Pendekatan yang digunakan dalam penelitian ini adalah hasil rekaman 

dari observasi dan wawancara kepada tiga pria dan tiga wanita petugas layanan 

nasabah dengan menggunakan perekam suara saat melakukan interaksi di Bank 

BRI KCP Indrapura, BRI Unit Indrapura dan BRI Unit Kebunkopi. Hasil temuan 

menunjukkan tiga jenis strategi kesantunan digunakan oleh petugas layanan 

nasabah, yaitu bald-on record strategy, positive politeness strategies, dan negative 

politeness strategies. Positive politeness strategies dominant digunakan oleh 

petugas layanan nasabah. Strategi kesantunan ini digunakan oleh para penutur 

semata-mata untuk meminimalkan tindak pengancaman muka agar tercipta 

interaksi sosial yang harmonis. 

 

Kata Kunci : Strategi Kesantunan, Petugas Layanan Nasabah, Deskriptif 

Kualitatif 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


