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Abstract 

The aim of this study is to examine politeness strategies employed in the interactions between 
Jordanians and the employees of the call-centre-customer service (CCCS) of a major 
telecommunications company in Jordan. It focuses on their linguistic behaviours upon 
requesting taking into account the variables of gender, and reasons for calling that may affect 
the choice of selecting an appropriate strategy. The data were collected from 20 participants 
through recording of naturally-occurring interactions. The theoretical framework of this study 
is based on Brown and Levinson’s (1987) model of politeness. The results of the study have 
shown that negative-politeness strategies dominate the scene in making requests as they were 
the most frequent ones which may indicate the preference of Jordanians for these strategies to 
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other strategies. Furthermore, the results have shown that in certain cases gender variation 
had an impact on the choice of particular strategies. 

Keywords: Requests, Politeness strategies, Jordanian Arabic, Gender, Context, Indirectness 

1. Introduction 

In politeness research, the speech act of requests is a central issue as it is a frequent act in 
everyday communication (Uso-Juan, 2010). Requests are called pre-event acts for the fact 
that they result in an action in the event (Blum-Kulka & Olshtain, 1984; Uso-Juan, 2010). 
They are classified as face-threatening acts (FTAs) since they entail a threat to the speaker’s 
as well as the hearer’s face wants (Yule, 1996). In performing requests, the speaker (known as 
the requester) performs a request to get some actions done for him or her by the hearer 
(known as the requestee). 

Requests, as speech acts, are categorised into direct and indirect requests (Searle,1979). The 
direct requests refer to those acts which can be understood clearly by the addressee without 
the need for any inference, so they are ‘locutionary acts’ in Austin’s (1962, p. 99) terms, 
whereas the indirect requests are “illocutionary acts” requiring the hearer’s own inference as 
the meaning is not directly shown by the words contained in the sentence. When interlocutors 
do not share cultural or social backgrounds, these illocutionary acts will be somehow difficult 
to interpret and may result in misunderstanding between the two interlocutors (Eslami & 
McLoed, 2010). 

When a request is direct, the hearer has no difficulties in evaluating the request so he or she 
has either to comply with the request or not. As for the indirect request, there will at least two 
meanings (Searle, 1975): the literal meaning which is interpreted through the meaning of the 
individual words that constitute the sentence and the grammatical form of that sentence. For 
example, the sentence ‘Could you lend me your car, please?’ can be responded to by the 
hearer in two ways: (1) using the literal meaning of the sentence eliciting responses as ‘Yes, I 
can’ or ‘No, I cannot’, and (2) using the pragmatic meaning, the intended meaning of the 
speaker eliciting responses like ‘Sure, here are the keys’ or ‘I am sorry, I have to go 
somewhere in a moment’. For hearers deciding successfully upon intended meaning of an 
indirect request to comply with, i.e. the pragmatic meaning, a number of variables they 
consider including their relationship with the speaker, time, place and other social and 
cultural variables. 

2. Literature Review 

Speech acts, a central concept in pragmatics, were first introduced by Austin (1962) through 
his famous lectures How to Do Things with Words. Austin (1962) was the first to coin the 
concept of speech act as he stated that performatives are utterances which not only convey a 
proposition but also perform an action, i.e. words are actions in themselves because they are 
uttered either to do something or to get something done by others. According to Austin’s 
theory, when we speak; we at the same time perform three acts:  

Locutionary act: Articulate an utterance which has sense and reference such as ‘Could you 
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tell me what happened?’. In other words, it is the ostensible meaning. 

Illocutionary act: Through the utterance we can make a request, for example. The utterance 
carries a communicative value that can be understood by the hearer, the intended meaning. 

Perlocutionary act: The effect which the utterance brought to the hearer, for example, to do 
the speaker’s request or getting them realise something whether intended or not.  

The above classification can be summarised as: what a speaker says, what he/she intends to 
achieve by saying this utterance (the force behind it) and the effect of the given utterance on 
the addressee.  

Searle (1969) developed Austin’s speech acts hypothesising that four types of acts are 
performed in speaking: a) utterance acts; b) propositional acts; c) illocutionary acts; and d) 
perlocutionary acts. He improved Austin’s illocutionary acts forces suggesting four 
underlying conditions associated with speech acts. Searle (1969, pp. 62-63) called these 
conditions “felicity conditions” which include: rule of propositional content, preparatory 
conditions, sincerity conditions and essential rule. 

According to preparatory conditions and essential rule, in orders and commands, the speaker 
must be in authority over the hearer and the utterance should count as an attempt to get the 
hearer do the act because of the speaker’s authority over him. Requests are different from 
orders because the requester has no authority over the requestee. In addition, the requester is 
not insistent and would not be angry if his request is met with refusal (Green, 1996). 

Later, Searle (1976, pp. 10-15) proposed a much widely accepted idea suggesting five types 
of utterances, which include both speaker and hearer (representatives, directives, 
commissives, expressives and declarations). Whatever the type of the speech act is, it should 
be clear enough to communicate the meaning the speaker tends to convey. For this reason, 
there should be a kind of cooperation between the speaker and the hearer although the 
speaker’s cooperation is more important than that of the hearer because the speaker is 
required to be clear, relevant, etc. to allow the hearer to understand the act, a framework 
suggested by Grice (1975).  

Grice’s (1975) cooperative principle (CP, henceforth) aims to describe the ordinary linguistic 
behaviour of people in conversation, i.e. the way they interact with one another in order to 
offer a framework for language use. Conforming to CP, participants in a conversation attempt 
to make certain that what they say achieves the goal of their conversation. According to CP, 
for interlocutors to produce appropriate conversational behaviour, they have to keep in mind 
four maxims: maxim of relation, maxim of quality, maxim of quantity and maxim of manner 
(Grice, 1975, pp. 45-47). Once these maxims are followed by the interlocutors of a 
conversation, there will be what Grice (1989, p. 28) called “the effective exchange of 
information”. 

2.1 Politeness Theories 

One of the most important issues in politeness is ‘face’. According to Eshreteh (2014), every 
individual has to think twice before uttering a word and many times before performing an 
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action to avoid losing face or creating a clash between one’s face wants and others’ which 
will be difficult to resolve and restart again.  

Goffman defines face as “the positive social value a person effectively claims for himself by 
the line others assume he has taken during a particular contact” (1967, p. 5). In addition, it is 
“an image of self delineated in terms of approved social attributes …” (ibid). Goffman (1967, 
pp. 15-20) argues that there are two main processes involved in face-work: “the avoidance 
process” and “the corrective process”.  

Brown and Levinson are regarded as the most popular scholars in developing the research in 
speech acts and politeness phenomena within human communication (Ji, 2000). Brown and 
Levinson (1978) put forward the most influential model of politeness. Their point of 
departure was the ideas of face proposed by Goffman (1967). Relying on their observations 
of similarities in the linguistics strategies used by different speakers of different languages, 
Brown and Levinson (1978) establish that politeness is a universal phenomenon. Their model 
is founded on the construction of a fluent speaker of a natural language known as a Model 
Person (MP) who is characterised by two main features: “rationality” and “face” (Brown & 
Levinson, 1987, p. 58). They define rationality as the MP’s ability to be engaged in 
means-ends analysis. By reasoning from ends to the means the MP fulfils his/her ends. They 
define ‘face’ as the public self-image that the MP desires to have. Brown and Levinson (1987) 
claim that there are two aspects of face: 

Positive face refers to the interactant’s positive self-image. It is their wish to be approved in 
certain respects by others. In other words, it is their wish to be desirable to others and that the 
self-image be appreciated, ‘the wants of approval’ (Kasper, 1998).  

Negative face refers to the interactant’s want to be unimpeded by others. It is their ‘basic 
claim to territorial personal preserves and rights to non-distraction’. In other words, it is their 
wish to be free from imposition by others, ‘the wants of self-determination’ (Kasper, 1998). 

According to Brown and Levinson (1987, p. 69), there are five possible choices to reduce the 
degree of the face-threatening acts (FTAs). The speaker uses the first strategy “without 
redressive action” in the situation he expects no face loss from or on the hearer, that means 
the act will cause no face loss for either of them. Strategies 2 and 3 include redressive action 
in which the speaker attempts to reduce the expected FTA and at the same time tries to save 
his face. They use “conventionalised indirectness”, in Brown and Levinson’s (1987, p. 70) 
terminology, to do negative politeness as indirect requests are on record such as, ‘Can you 
pass the salt?’. Speakers employ an “off record”, the fourth strategy, when they expect that 
the speech act will cause them great face loss. In this strategy, they leave the intended or 
implied meaning to be interpreted by the hearer, somehow similar to Grice’s flouting the 
maxim. The fifth strategy “Don’t do the FTA” is similar to the fourth strategy in that speakers 
feel that their request will cause them great face loss, but different in that they feel that no 
linguistic strategy is enough to manage the face threat and as a result they take the decision 
not to do the act. 
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2.2 The Previous Studies 

Studies on linguistic politeness are countless in number. The literature on this phenomenon is 
very rich. In Jordanian Arabic (henceforth, JA) many studies have been conducted in terms of 
speech acts aiming at establishing a kind of relation between them and some selected social 
variables (e.g., Al-Qudah, 2017; Abushihab, 2015; Bani Mofarrej & Al-Abed Al-Haq, 2015; 
Al-Harahsheh, 2014a; Almutlaq & Jarrah, 2013; Al-Khawaldeh & Zegarac, 2013; Al-Sobh, 
2013; Rababa’h & Malkawi, 2012; Al-Momani, 2009, among others). As for the present study, 
it focuses on the differences in the expressions of requesting acts by Jordanian males and 
females found in their naturally-occurring interactions with the call-centre-customer service 
of a leading telecommunications company in Jordan.  

Cultural differences are also reflected by differences in gender practices which may also 
differ from one group to another. Eckert (1998) and Holmes (2008) state that because women 
are more status-conscious or polite and men are tough, their language is more conservative 
than that of men. Women in Jordan have been sometimes considered violating the social 
norms of Jordanian society because they use unusual pronunciation for which they are 
criticised (Al-Harahsheh, 2014b).  

Investigating the gender differences between women’s and men’s language in Jordanian 
Arabic, Al-Harahsheh (2014b) analyses twelve dyadic conversations produced by students of 
a Jordanian university to find out whether women use more politeness strategies than men. 
The findings of the study show that there are significant differences between the linguistic 
styles of women and men in that women have a tendency to maintain social relationship with 
the other interlocutor and avoid direct disagreement. Furthermore, they try to get the listener 
engaged in the conversation by using more facilitative strategies. The author concludes 
women are professional conversationalists and show more cooperation than men do.  

Investigating the gender influence on the expressions of gratitude in Jordan, Al-Khawaldeh 
and Zegarac (2013) interviewed 10 male and 10 female postgraduate Jordanian students from 
southern and northern tribal rural parts of Jordan as representative of the national culture. The 
results of the study show that there are some differences between men and women in both 
types of interactions she used: same-gender and mixed-gender ones. For example, 
female-participants appear to value expressing gratitude more than male-participants do; 
women have a tendency to use gratitude to women more than men do to men whereas men 
show more politeness when addressing women especially in unfamiliar contexts.  

Another study that is relevant to the present study was conducted by Migdadi (2003). It is 
relevant to the present study in that it investigates the relationships between compliments and 
gender differences (among other variables). Among the findings of the study is that Jordanian 
Arabic speakers who share same gender and age use compliments when speaking to each 
other more frequently than people who differ from each other in these categories. As far as 
gender and age are concerned, female and young people tend to use compliments more than 
other groups in the following categories: compliments on appearance, explicit compliments 
and compliment plus explanation. Finally, when performing compliments, Jordanian men use 
blessings and disagreements whereas women use questions. 
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As far as gender in the Jordanian context is concerned, Bani Mofarrej and Al-Abed Al-Haq 
(2015) study the use of euphemistic death expressions in the Jordanians society. They 
randomly selected 130 male and female participants in order to investigate the use of these 
expressions mapping them on gender, age and region as social variables. They conclude that 
Jordanian Arabic speakers use euphemistic death expressions in order to maintain politeness 
and sympathy during death occasions saving their own faces and the other people’s faces. 
The results also show that religious values and beliefs influence the use of death expressions. 
As for the social factors: age, gender and region, they state that they do not have much 
influence on the use of euphemistic death expressions attributing such a finding to the direct 
contact between Jordanians of different ages, genders and regions which makes them use 
similar expressions. Moreover, the absence of differences under these variables was attributed 
to the topic as being sensitive in which people use almost same expressions in order to show 
politeness and respect. Finally, the results show that Jordanian people feel free to talk about 
death directly but are more polite when addressing the people whose relations or friends have 
recently died.  

Similar variables are considered by Al-Harahsheh (2014a) who studies silence as a speech act 
in 12 casual conversations of 24 Jordanian university students of both genders. He finds that 
silence has some functions and meanings in the Jordanian society with various interpretations 
according to context, topic and the relationships between the interlocutors. The results of the 
study indicate that the majority of the participants consider silence a kind of impolite 
behaviour. For this reason, the author states that “Silence is not of Jordanian culture 
nowadays” (p. 20) because Jordanians like to talk when useful rather than to keep silent to 
strengthen the social ties between them. However, they prefer silence when speaking can 
result in undesired argument or can hurt other interlocutors’ feelings. Al-Harahsheh (2014a) 
concludes that meaning of silence is ambiguous and can be interpreted in various ways 
according to the body language of the speaker, the shared background knowledge, the 
linguistic environment, i.e. the preceding and following utterances and the context of the 
interaction.  

Similar to the above context is a study conducted by Rababa’h and Malkawi (2012) in which 
they investigate the sociolinguistic politeness of greetings used by Jordanian people in their 
social interactions focusing on the factors that govern their forms. They collected 100 
spontaneous interactions from various rural areas in Irbid (Irbid is a city situated in north of 
Jordan). The results of the study show that males tend to use more polite terms greeting other 
males and less polite ones when greeting females. Women themselves use less formal and 
less polite terms in their use of greetings but they achieve higher degree of intimacy by 
adding appropriate cultural relational terms of address and low-pitched tone to their greetings. 
Gender differences also show that certain greetings such as ‘good morning’ are sex-marked, 
used mostly by women, whereas cultural greetings such as “gaww illghaanmiin” (May Allah 
strengthen the noble) are sex and age markers, used mostly by men (Rababa’h & Malkawi, 
2012, p. 26).  

The above studies investigated a number of speech acts in the Jordanian context relating them  
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to different social variables including age, gender, region, religion, relationships, etc. 
Although similarities in the findings of these studies exist, their findings differ from one 
study to another depending on the place where the study was conducted. This variation in the 
results of the previous research on social variables roles in politeness in the JA context gave 
rise to this study as it aims to investigate these variables in a context that, to the best 
knowledge of the researcher, has not been approached in general, the interactions between 
Jordanian people and government or private organisations, and the context of CCCS of 
telecommunications companies in particular. Thus, this constitutes a gap in the literature on 
politeness behaviour in the Jordanian Arabic context. Therefore, this study aims and hopes to 
enrich the literature on the JA context by bridging the above-mentioned gap. 

3. Methodology 

Data for this study were collected from the interactions of 20 participants; they were 
randomly chosen from the employees of the CCCS of the telecommunications company and 
customers using theoretical framework based on Brown and Levinson’s (1987) model of 
politeness. Their ages, genders and social statuses were uncontrollable as the researcher could 
not do any pre-interaction arrangements with them because interactions were 
naturally-occurring ones. The participants were divided into two groups: the customers (C) 
and the call centre’s employees (E). The study involved qualitative data collection using 
recordings of naturally-occurring interactions that took place between the customers and the 
call centre’s employees. Being spoken in Arabic, the data was transcribed and translated into 
English then grouped into themes according to the politeness strategies used by the 
participants. 

4. Findings and Discussion 

A request is classified as a speech act in which a person, the speaker, indicates to another 
person, the hearer, that the speaker wants the hearer to do an act which is for the benefit of 
the speaker (Trosborg, 1995). It is a face threatening act (FTA) since the speaker, one who 
makes the request, tries to exercise power over the hearer. In other words, the speaker 
threatens the hearer’s negative face since he does not mean to impede the hearer’s freedom of 
action. The speaker also risks losing face because the hearer may or may not achieve the 
speaker’s desire.  

Brown and Levinson (1987, p. 69) proposed a number of choices for doing an FTA. The 
speaker can use bald-on-record, off record, or on-record strategies. 

4.1 Bald-on-record strategies 

Bald-on-record strategy is usually performed by means of a direct speech act which is 
unambiguous and concise such as the use of imperatives. According to the data of this study, 
participants have used this strategy in performing their requests. In example 1, the 
conversation is between a customer (C2) and a call-centre-customer service (CCCS) 
employee (E2).  
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Example 1 21 E2 tudxul ʕar rɪsa:law tɪħðifha  
   Open the message and delete it.  

E2 in line 21 uses the imperative form in order to make his request to C2 to delete the 
message. He uses the words /tudxul/ meaning ‘you open’ (lit.: you enter) and /tɪħðifha/ 
meaning ‘you delete’. Both words imply commands since they are in the indirect imperative 
forms, thus they are direct requests, a bald-on-record strategy. 

Example 2 9 E5 walay hɪmmak (.) tħammalnɪ laħaẓa:t 
   Don’t worry. Be patient for moments.        

Another instance is provided by E5 in example 2 who also uses an imperative verb 
/tħammalnɪ/ ‘be patient’ (lit.: bear with me) with a time adverbial /laħaẓa:t/ ‘moments’ 
requesting C5 to allow him some time to fulfil his request. However, the request of E5 is 
preceded by /walay hɪmmak/ ‘don’t worry’ in order to soften C5’s request and put him at ease. 
Moreover, E5 makes a short pause before he performs his request to make clear that it is a 
request to the hearer, C5. 

E5’s expression ‘/tħammalnɪ laħaẓa:t/’ is a common one in the Jordanian context as evident 
in the previous studies. For instance, Al-Qudah (2017) found that /mumkɪn laħẓah/, which has 
the same meaning of /tħammalnɪ laħaẓa:t/, a common attention getter used by Jordanians to 
attract the attention of the addressee. 

In example 3, E10 uses a clear and unambiguous structure with a direct imperative to perform 
his request. His request is bald-on-record since it is a kind of help that he is going to provide 
for C10 to solve the problem of her Internet connection. In line 13, he says /zawwɪ:dnɪ bnafsɪr 
raqam/ ‘give me the same number’; the verb /zawwɪd/ ‘give’ (lit.: provide) is in imperative 
form that makes an explicit precise request that involves no redressive action. 

The request is performed by the use of the verb /zawwɪd/ ‘give’ in an attempt to achieve the 
‘maximum efficiency’ of the action which is very important for him in this conversation 
paying no attention to the wants of C10’s face (Brown & Levinson, 1987, p. 95).  

Example 3 13 E10 ukeɪ zawdɪ:nɪ bnafsɪr raqam laʔatʔakkad mɪnnu mɪyyɪh bɪl 
mɪyyɪh 

   OK, give me the same number so I can be 100% sure about it.  

According to Grice’s Cooperative Principle (CP), interlocutors have to keep in mind four 
maxims in order to produce appropriate conversational behavior; one of these maxims in the 
maxim of manner which recommends that speakers be brief and avoid ambiguity Grice 
(1975). Participants of this study are found to be adhering to this maxim by making their 
requests unambiguous using bald-on-record strategies. 

4.2 On-record Strategies 

On-record act with redressive action can stress either positive politeness or negative 
politeness strategies.  
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4.2.1 Positive-politeness Strategies 

Positive-politeness strategies are directed to the hearer’s positive face; his constant desire that 
his wants should be thought of as desirable. In this kind of politeness, the range of redress is 
extended to include expressions of similarity between the two parties, the speaker and the 
hearer (Brown & Levinson, 1987, p. 101). Positive politeness involves the use of utterances 
as a kind of metaphorical extension of intimacy in order to point towards a common ground. 
This may take place even between strangers who view themselves while interacting as 
somehow similar. In this way, the techniques of positive politeness are used not only for FTA 
redress, but also for signaling closeness in which the speaker tries to show that he wants to 
come closer to the hearer. 

One of the positive-politeness strategies is that the speaker claims a ‘common ground’ with 
the hearer to imply that both of them belong to the same group or category who share some 
wants. In this way, the speaker stresses common membership to such a group while 
interacting with the hearer, thus conveying an in-group membership which can be indicated 
by the use of address forms, and of language or dialect to stress closeness between the 
speaker and the hearer.  

In the present study, participants used one address form /ʔuxtɪ/ ‘my sister’ to indicate in-group 
membership. In example 4, line 8, C7 used this address form with some modification /xaytɪ/ 
‘my sister (diminutive)’ before his request to E7. Another instance of the same form is also 
repeated by the C7 in line 38 when thanking E7 for her help. 

Example 4 8 C7 xaytɪ baddɪ  ʔastafsɪr  ʕan  ʃaɤla basɪ:ṭah bas (.)  ʔana: 

ʕɪndɪ  xaṭṭɪ fɔ:r dʒɪ: tama:m    

   I want to inquire about a simple thing, sister. My line is 4G, 
OK?  

 9 E7 ukeɪ 
   OK.  
 …   
 38 C7 ʔaʃkurɪk xaytɪ wallahɪ ma: qaṣṣartɪ 
   Thank you, sister. Thanks.  
 39 E7 ʔalla yɪsʕdak  
   May God grant you happiness.  

What can be observed here is that the frequency of the use of the address form indicating 
closeness or in-group relationship seems to be more when male participants interact with 
female participants than when they interact with male participants. In this regard, 
Al-Khawaldeh (2014) states that the use of such addressing terms including /ʔuxtɪ/ ‘my sister’ 
in the Jordanian society suggests that deference and politeness are favoured in the Jordanian 
culture. The use of this strategy by male participants of this study in addressing the female 
listeners agrees with the results of the study of Al-Khawaldeh and Zegarac (2013) who 
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investigated gender and communication of gratitude in Jordan. Their study indicated that 
women tend to use both direct and indirect expressions when communicating with other 
women more than they do when interacting with men. Whereas the strategies used by men 
interacting with other men are simple and direct, their strategies in addressing women are 
various including address terms like /ʔuxtɪ/ ‘my sister’. As far as the term /ʔuxtɪ/ is concerned, 
Al-Qudah (2017) found that it is used by his Jordanian speakers of Arabic participant when 
addressing strangers who are of the same age of the speaker. 

4.2.2 Negative-Politeness Strategy 

Negative-politeness strategy includes a number of sub-strategies: pluralise the person 
responsibility, be conventionally indirect, give deference, and apologize. They are discussed 
below. 

4.2.2.1 Pluralise the Person Responsibility 

One of the negative-politeness strategies is to impersonalise the speaker (S) and the hearer 
(H). In other words, it is to avoid the use of the singular pronouns ‘you’ and ‘I’. This can be 
achieved, according to Brown and Levinson (1987, p. 198), by the pluralisation of the ‘you’ 
and ‘I’ pronouns. This strategy is found to be used by the participants of this study in a 
number of situations. First instance is when the employee (E) is asking the caller for his/her 
name at the beginning of the conversations. They use ‘we’ instead of ‘I’ indicated by the 
prefix /nɪ/- ‘we (present)’ as in the word /nɪtʕarraf/ ‘we will know’ instead of using the first 
person singular present tense morpheme /ʔa/- ‘I’ which results in /nɪtʕarraf/ instead of 
/ʔatʕarraf/. which appeared in a number of conversations, for example conversation 4 in 
example 5 below. 

Example 5 3 E4 
ʔalla:y ʕa:fɪ:k nɪtʕarraf  ʕala  ʔɪsɪm  ħaẓɪrtak           

   May God grant you health. May I know your name?    

More politeness is also shown in example 5 by the use of certain terms that show respect to H 
such as /ħaẓɪrtak/ ‘you (respect form)’ (lit.: your presence). 

Similar example is found in conversation 5 shown in example 6 where E5 uses the word 
/nɪtʃarraf/ which means ‘we will be honoured’. It adds more politeness to the request for the 
name of the caller, C5, as it shows respect to the hearer.  

Example 6 4 E5 
ʔalla:y ʕa :fɪ:k ya: rab (.) nɪtʃarraf bɪl ʔɪsm↗     

   Hello. May I know your name?   

Evidence of politeness in the use of /nɪtʃarraf/ also comes from Al-Khawaldeh’s (2014) study 
in which she states that Jordanians use this form in making a repayment for giving directions 
(p. 242). Similar to this study, the first person pronoun is pluralised in the example provided 
by Al-Khawaldeh (2014), so ‘we will be honoured’ instead of ‘I will be honoured’. 
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In the literature, Samarah (2015) indicated the use of pluralisation of the singular second 
person in the Arabic society, especially when addressing old people, boss, rich, leader which 
is considered as a kind of showing respect to the addressee. However, in this study these 
variables are not investigated, so the use of pluralisation can be attributed to the fact that 
employees consider customers superior to them since it is the employees’ duty to help the 
customers in solving their various difficulties with their lines, network, connection, etc. 

4.2.2.2 Be Conventionally Indirect 

In this politeness strategy, the speaker achieves two desires: the desire to give the hearer an 
option not to perform the act by being indirect, and the desire to go on record. This is attained 
by the use of the conventional indirectness in which phrases and sentences have contextually 
unambiguous meanings which are different form the literal meanings they have. For example, 
an interrogative sentence is not used to obtain information about something but to achieve a 
request on the part of the hearer. In example 7 line 8, C1 says /ʃu: btɪnṣaħnɪ/ ‘what do you 
advise me?’ but in the context he explains to E1 his wish to convert his subscription to 
something better. He uses the structure /ʃu: btɪnṣaħnɪ/ that appears at the first sight as a 
question, but C1’s intended meaning is something like ‘advise me’ which is an imperative to 
perform the speech act of request. So, the use of the interrogative form indicated by the 
question word /ʃu:/ ‘what’ makes the request indirect, a polite request. It is evident that C1’s 
question is for a request form E1’s response in line 9 in which he explains the company offers 
to C1. Again, C1 repeats his request for the advice in line 10 in his question /weɪnɪl ʔafẓal/ 
‘which one is the best?’ 

Example 7 8 C1 
baddɪ    ʔaħawlu laʔɪʃɪ   ʔaħsan (.)   ʃu:   btɪnṣaħnɪ     

   I want to change it to something better. What do you advise me? 
 9 E1 ħa:lyyan fɪ: ʕuru:ẓ (..) ʕafwan fɪ:   ʕarẓ  urandʒ  tɪsʕa urandʒ

ʔɪħdaʕʃ  urandʒ  xamsṭaʕʃ 
   Currently we have offers, sorry, there is an Orange’s offer 9, 

Orange 11, and Orange 15.  
 10 C1 

weɪnɪl  ʔafẓal  

   Which one is the best?  

The analysis of the directness and conventional indirectness strategies shown in the above 
sections on bald-on-record strategies and be conventionally direct under negative-politeness 
strategies reveal that the conventional indirectness is preferred to the direct strategy by the 
participants of this study. 

In relation to the previous studies conducted in the Arabic culture context, the findings of this 
study agree with their findings that the preference of the participants for direct or 
conventional indirect strategies. For example, the non-conventional indirect strategies are not 
preferred by the participants of this study as a single example is not found in the data; this 
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fact is somehow similar to the study of Alrefai (2012) who investigated the politeness 
strategies used by Kuwaitis people in asking for favours. She found that nonconventional 
indirect strategies, especially hints, are rarely used by her participants. Moreover, she found 
that conventional indirect strategies were strongly preferred which is similar to the findings 
of this study which suggests that Jordanians and Kuwaitis are similar in their ways of 
showing respect to other people. In both cases the choice of the strategies seems to be 
influenced by the participants’ culture and Islamic religion. In addition to Alrefai’ study, 
Al-Momani’s (2009) study showed similar findings to those of this study in relation to 
participants’ preference for direct and indirect strategies. His participants are Jordanian EFL 
learners, American English native speakers and Jordanian Arabic native speakers. He found 
that the three groups prefer conventional indirect strategies to direct strategies in their request 
speech act realisation. He attributed the reason of similarity between Jordanian EFL learners 
and Jordanian native speakers of Arabic in their preference to the fact that the cultural norms 
are deeply ingrained in them and strongly influence their linguistic choices in their Jordanian 
Arabic and second/foreign language. 

4.2.2.3 Give Deference 

In this negative-politeness strategy, the speaker humbles and lowers himself and raises the 
hearer by indicating that the hearer is of a higher social status or superior to the speaker 
(Brown & Levinson, 1987, p. 178). In the present study, participants use some honorific 
terms that are both humiliative and deferential. Such terms are used to reduce the effect of the 
FTA on the hearer. 

One of the honorific terms that the speakers frequently use is /ħaẓɪrtak/ ‘you’ (lit.: your 
presence). It accompanies not only requests but also information questions. One frequent use 
of /ħaẓɪrtak/ in information questions is noticed at the beginning of the conversations where E 
normally asks C about his/her name. as in Example 5 above. 

However, since the social status of the participants is not easily detected, we can interpret the 
situation in the following way: on the one hand, the employees’ duty at this service centre is 
to help customers with their difficulties related to their lines, network, subscription, etc. and 
on the other hand, the caller, after the call ended, evaluates the service including the way the 
employee responded to him/her. In this way, employees always view callers as superior to 
them and of a higher status since they are going to evaluate them. For this reason, terms like 
/ħaẓɪrtak/ are frequently seen with questions and requests. 

Example 8 9 E8
raqam ħaḍɪrtak ʔɪllɪ btɪħkɪ maʕɪ mɪnnu  

   Your number is the one you are speaking form?  
 …   
 15 E8

hallaʔ  dʒɪha:z ħaḍɪrtak hawa:wɪ  

   Now is your device Huawei?  
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In example 8, E8 wants to make sure that it is the same number that C8 is using at the time of 
the call, so simply she could use in line 9 /raqamak/ instead of /raqam ħaḍɪrtak/. Both means 
the same: ‘your number’, but the latter shows more respect to C8 since the inclusion of 
/ħaḍɪrtak/. Similar use is repeated by E8 in line 15 in which /dʒɪha:z ħaḍɪrtak/ is used instead 
of /dʒɪha:zak/ meaning ‘your device’.  

The use of the term /ħaẓɪrtak/ by the participants of this study agrees with the previous study 
findings. For instance, Samarah (2015) pointed out that this term is a special title of respect 
used in the Arabic society when the speaker would like to express his or her respect for the 
other which is similar to the use of /ħaẓɪrtak/ in the above examples. 

Now, the insertion of /yareɪt/ ‘I hope’ at the beginning of the request is meant to show 
difference to C2. In other word, E1 uses /yareɪt/ which indicates a kind of wish from the 
speaker to the hearer to perform the act. So, making the command a wish and thus E2 is 
giving deference to C2 as shown in example 9 below.  

Example 9 9 E2 yareɪt tɪtħammalnɪ 
   I hope that you can be patient.  

In example 9, E2 requested C2 to allow him some time in order to check his line. In line 9, 
C2 says /yareɪt tɪtħammalnɪ/ ‘I hope that you can be patient’ which could be simply said as 
‘wait a minute’ but to show some deference to C2, E2 includes his wish /yareɪt/ to C1 for 
being patient in addition to the expression /tɪtħammalnɪ/ (lit.: you bear with me). The time 
that E2 needs for checking C2’s line is meant to help him for checking his line and solve the 
problem he encounters in spite of that E2 makes the problem as his own problem by saying 
/tɪtħammalnɪ/, thus lowering himself and raising C2, a kind of politeness.  

Seeking the hearer permission for the request is another technique of giving deference to the 
hearer to reduce the effect of the FTA on him or her. It may be achieved by the use of /law 
samaħt/ ‘if you please’. Example 10 provides an instance of this technique.  

Example 10 6 C10 law samaħt baddɪ ʔasʔalk hallaʔ ʔana maʕɪl xaṭɪl fɪḍḍɪ (.) 

tama:m          

   If you please, I want to ask you, now I have the silver line, 
OK?   

In example 10, C10 wants to inquire about something about her silver line. Being a subscriber, 
she could directly ask E10 to perform her request; instead, she first uses the structure /baddɪ/ 
‘I want to’ which is also used in some conversations by other customers at the beginning of 
their calls immediately after the greeting. C10 adds the structure /law samaħt/ before /baddɪ/ 
asking permission from E10 as it appears from the literal meaning of the structure in line 6. 
But the intended meaning is different as she is not waiting for his permission to say ‘yes, I 
allow you?’ or something similar; her intended meaning is to ask him about her silver line 
and the use of /law samaħt/ is only to give deference to E10 by raising him and indicating his 
power over her.  
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Samarah (2015) described the term /law samaħt/ as very common and important to use when 
speaking to someone unknown to you. Furthermore, Al-Qudah (2017) in his study on 
Jordanian Arabic referred to the term /law samaħt/ as an attention getter and found that it is 
used by Jordanians to attract the recipients’ attention  As far as this study is concerned, it 
agrees with Samarah’s (2015) statement as the interlocutors in each conversation are 
unknown to each other.  

4.2.2.4 Apologize  

Negative politeness is also performed by apologizing to the hearer for doing the FTA. This 
can be made by signaling some reluctance to impinge on the hearer’s negative face which in 
turn minimize effect of that impingement. This reluctance can be shown in a number of ways 
among which are admitting the impingement and giving an overwhelming reason (Brown & 
Levinson, 1987, p. 187). 

In the first technique of showing regret or reluctance, the speaker simply acknowledges that 
he or she is impinging on the hearer’s face. For instance, in example 11, C5 uses the term 
/ʔaɤalbak/ ‘I bother you’ before his request for changing his number to a private one when 
addressing E5. Here, C5 admits that this kind of act is somehow bothering and threatens E5’s 
negative face, although it is E5’s duty to help him and C5 simply can say ‘How can I make 
my number a private one?’, but in an attempt to reduce the effect of the FTA act, he uses the 
structure /baddɪ::  ʔaɤalbak/ ‘I will/want to bother you’. Moreover, the lengthening of the 
vowel in /baddɪ::/ provides more evidence of C5’ reluctance.  

Example 11 6 C5 
baddɪ::  ʔaɤalbak  baddɪ ʔaħwwɪl  raqamɪ xa:ṣ (.) keɪf

   I want to bother you. I want to change my number to a 
private one. How?  

The second technique of showing reluctance under the strategy of apologise is giving 
overwhelming reasons. In this way the speaker claims that he or she has a convincing reason 
for doing the FTA and implies that normally he or she would not be willing to infringe the 
hearer’s negative face.  

Example 12 19 E7 tħammalnɪ laħaẓa:t  ħatta  ʔatʔakkad (.) sawa:ʔ ka:n 

bɪlleɪl   ʔaw  bɪnnaha:r  nafsɪʃ  ʃɪ:       

   Be patient for moments so I make sure …  Whether it is 
night or day the same thing?  

 …   
 47 C7 

leɪʃ ma: bɪʃbɪk ʔɪl  fɔ:r  dʒɪ:     yaʕnɪ dʒɪha:zɪ bɪdʕamɪl 

fɔ:r  dʒɪ: 
   Why doesn’t 4G connect? I mean my device supports 4G.  
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In example 12 line 19, E7’s request to C7 is /tħammalnɪ laħaẓa:t/ ‘be patient for moments’. In 
order to apologise for asking C7 to do so, she gives the reason for such time she requires 
from C7; she says /ħatta  ʔatʔakkad/ ‘so I make sure’. Relating the reason to the request 
makes it clear to C7 that it is not E7’s wish to infringe upon C7’s negative face. 

In the same conversation, C7 requests E7 to check why doesn’t 4G connect on his line. He 
adds /dʒɪha:zɪ bɪdʕamɪl  fɔ:r  dʒɪ:/ ‘my device supports 4G’ giving reason for his request, 
thus a way to apologise for the FTA implying that it is not his fault since his device supports 
4G connection.  

E7’s strategy of using /ħatta  ʔatʔakkad/ in giving the reason as a kind of apology for the 
request is similar to E10’s structure /laʔatʔakkad/ ‘to be sure’ in example 13 below.  

Example 13 13 E10 ukeɪ zawdɪ:nɪ bnafsɪr raqam laʔatʔakkad mɪnnu mɪyyɪh bɪl 
mɪyyɪh 

   OK, give me the same number so I can be 100% sure about it.  

In example 13, E10’s request is that C10 gives E10 the number related to her request. Here, 
E10 adds the reason why he is asking for that number starting that by the use of /laʔatʔakkad/. 
In this way, nothing is left vague for C10 and the potential harm of the FTA is reduced, if not 
removed at all. 

As said above, the meaning of /lɪʔannu/ or some of its derivatives might be implied in the 
structure; it is omitted from the structure once its meaning is clear. For instance, in example 
14, E9 also gives the reason to C9 for requesting her to raise the volume, but simply he says 
the reason /ʔɪttɪṣa:lɪk  ɤeɪr wa:ẓɪħ/ ‘Your call is not clear.’ without including /lɪʔannu/.  

Example 14 7 E9 
ʔɪttɪṣa:lɪk  ɤeɪr wa:ẓɪħ mumkɪn tɪrfaʕɪ daradʒatɪṣ ṣɔ:t  

   Your call is not clear. Can you raise the volume?  

However, whether with or without ‘because’, the reason is given to apologise for the act that 
may damage the negative face wants of the hearer.  

5. Conclusion 

The analysis of the data has shown that negative-politeness strategies dominate the scene in 
making requests as they were the most frequent ones which may indicate the preference of 
Jordanians for these strategies to other strategies. In addition, honorificity is a striking feature 
of the employees’ politeness structures in requests. 

The results of the study revealed that participants used bald-on-record strategy in making 
their requests by involving the imperative forms of verbs to make their requests unambiguous 
and clear. The results also show that the negative-politeness strategy is preferred in many 
instances for performing the speech act of requests which involves the use of the plural 
pronouns instead of singular ones, the use of conventional indirectness by making their 
requests in form of questions, giving deference to the hearer by using certain honorific terms 
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or by seeking their permission for the request, and the use of apologies for making the request 
which was performed by either admitting the impingement or giving an overwhelming 
reason. 

The results of the study have revealed that sociocultural norms of the Jordanian society 
including Islamic culture were adhered to in a number of strategies of showing politeness and 
respect as participants strongly followed these norms in their requests, a finding indicates that 
the acquisition of these norms is essential for learners of Jordanian Arabic. Therefore, it 
might be concluded that the choice of politeness strategies is a predictor of the degree of 
adherence to the sociocultural norms by Jordanians as represented by the participants of this 
study. 

Furthermore, the analysis has shown that in certain cases gender variation had an impact on 
the choice of particular strategies. Therefore, it is recommended that gender differences be 
paid some attention while engaging in any kind of interaction with Jordanians. Similarly, the 
reason for calling the CCCS employees had a significant role in choosing the strategy of 
politeness. The study recommends conducting future studies in similar organisations 
investigating other speech acts such as rejecting, giving advice, insult, etc.  
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Note 1. Irbid is a city situated in north of Jordan. 
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