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CHAPTER IV 

DATA ANALYSIS, RESEARCH FINDING AND DISCUSSION 

 

This chapter discusses the result of the research in order to answer the 

problem statement. This chapter analyzed complaint responses strategist based on 

the coding schema in Eslami and Rasekh (2004) consisting of nine strategies there 

are; Illocutionary Force Indicating Device (IFIDs), explanation or account, 

acceptance responsibility, expression of appeal, refusing responsibility, offer of 

repair, promise of forbearance, and emotional exclamation and some of head act 

have sub-strategy. 

A. Data Analysis 

1. Head Act of Complaint Response Strategies 

This sub chapter discusses the head act of complaint response 

strategy was used by Indonesian EFL learners. The analysis based on the 

coding schema in Eslami and Rasekh (2004). Each DCT has two 

complaints. The first is direct and the second is indirect complaint. Based 

on the complaint, the participants were requiring making some responses. 

a. DCT 1 

Context: 

 The respondent borrowed the digital camera from his/her close 
who had been just bought. She/he used the camera to take 
photograph in the beach. She/he accidentally dropped the camera 
so that the lens cracked.  

 



 

Complaint 1:

 His/her friend said

  The data of 
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included acceptance of responsibility (33

Then, the second highest was offer of repair (28%).

were other complaint response strategies

expression of appeal (

under 10%, those are

exclamations (3%) were
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Complaint 1: 

His/her friend said: “I disappointed with you, because you broke 
my   camera. This is my new camera. I bought it 
yesterday. “ 
 

data of complaint responses was classified into the coding 

schema based on Eslami and Rasekh (2004) research. Mostly

cceptance of responsibility (33%) as the highest frequency

Then, the second highest was offer of repair (28%). In addition

were other complaint response strategies, such as IFIDs (20%

xpression of appeal (10%), and the third last strategies had 

under 10%, those are refusing responsibility (3%), and 

exclamations (3%) were used by the participants. 

The following are the complaint response strategies used by 

Indonesian EFL learner: 

Illocutionary Force Indicating Device) 

There are IFIDs formulate expressing regret, asking 

forgiveness, or apologizing. According to DCT 1 finding, mostly 

an expression of regret used by the participant, as follows:
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(a) An expression of Regret 

Almost all of respondent between male and female often 

used “I’m sorry” as the expression of regret in the beginning of 

their response of complaint. For example: 

(1) I’m so sorry about that, Guys (DCT1/C1/M/05) 
(2) I’m so sorry my friend shocked me from the back 

(DCT1/C1/F/02) 
(3) I’m sorry , what must I do with my camera? 

(DCT1/C1/F/05) 
(4) I am sorry (DCT1/C1/F/09) 

 
(b) A request for Forgiveness 

The others sub-category of IFIDs, the writer only found 

one example of request for forgiveness, as follow: 

Please, forgive me for broke your camera. I will buy a new 
camera for you, please forgive me. (DCT1/C1/M/16) 
 
There were only found one request of forgiveness by male 

with the word “forgive me”.  It was indicated as informal 

language used by participant because the speaker had close 

relationship to the hearer. It was not as formal like “I’m 

sorry”.  

2) Explanation or Account 

The purpose S gives explanation is to mitigating 

circumstance for the violation of H, for example: 

(1) I am sorry because that is an accident and I have no plan 
for it.  Ok I will buy a new camera for you same as yours. 
(DCT1/C1/M/01) 

(2) I’m sorry I was so enjoying taking picture, but the camera 
fell down, but don’t worry, I will fix it. (DCT1/C1/M/19) 

(3) I am so sorry I broke your camera (DCT1/C1/F/18) 
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According to the data above the respondents giving reason to 

the hearer about the real situation was happened by uses the word 

“because”, but some of them declared ‘account’ completely by 

uttering  I was so enjoying taking picture, but the camera fell 

down and I broke your camera. 

3) Acceptance of Responsibility 

There were three sub-strategies the writer found such as, lack 

of intent, explicit self-blame and expression of self-deficiency. 

Mostly, sub-strategy ‘lack of intent’ was used by the participant 

male and female. The explanation as follow: 

(a) Lack of intend  

 As the one of formulate of acceptance of responsibility 

used by the participant mostly, such as: 

(1) I’m sorry I didn’t do it in purpose . (DCT1/C1/M/02) 
(2) Oh, I’m sorry, I didn’t mean to do that it is an accident 

(DCT1/C1/M/07). 
(3) I’m sorry I didn’t intent to do that.  I’m sorry. 

(DCT1/C1/F/20) 
(4) Oh…I’m so sorry. I didn’t want to do it . I’m sorry I 

promise I will repair it. ( DCT1/C1/F/10) 
(5) I am sorry, I didn’t do it intentionally . (DCT1/C1/F/01) 

 
By uttering the word I didn’t do it in purpose the speaker 

acknowledge that he/she accidentally doing those accident. 

The other utterances above also have the same meaning; the 

respondent only used different language style to express it.  
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(b) Explicit self-blame 

This kind of sub-category only found one example which 

was expressed by male. 

I’m sorry friend this is my fault, I will fix it (DCT1/C1/M/09) 
 

By showing fault like the word “this is my fault”  the 

speaker recognized her own blame to the hearer explicitly. 

(c) Expression of self deficiency 

Expression of self deficiency means the respondent 

expression about what she/he has done un-intentionally. For 

example: 

(1) Oh, I’m so sorry. It is not on my control which makes 
your camera is broken now. (DCT1/C1/M/07) 

(2) I’m so sorry it’s out of my control (DCT1/C1/M/12) 
 

By uttering “It is not on my control ” the participant 

expressed her deficiency explicitly why the accident was 

happened to the speakers. The respondents were not aware the 

accident can happen to him/her.  

4) Expression of Appeal 

The researcher participant also used expression of appeal to 

express their response of complaint, but the writer only found one 

kind of sub-category of expression of appeal that is ‘Appeal to self 

control’ , for example: 

(1)  Be patient!! (01/A1/M/03) 
(2) I’m so sorry about this accident. I will explain you more. Be 

calm down please!!! (01/A1/F/06) 
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The participant uses the word “Be patient” and “Be calm 

down please” to make calm the hearer emotion, especially to avoid 

the hearer’s angry. 

5) Refusing Responsibility 

In this section, there was only found one sub-strategy of 

refusing responsibility, it was called ‘blame the hearer’. Here the 

respondent irresponsibility about what she/he was done to the 

hearer or in other word means blames the hearer. For example: 

I don’t care. It is your camera not my camera. If your camera is 
broken, I don’t care anymore, it is your business not my 
business. (01/A1/F/04) 
 

 The word “I don’t care….” indicated that the speaker did 

not want responsibility and blame the hearer to what she/he was 

done actually by uttering “it is your business not my business.” 

6) Offer of Repair 

The respondent tried to persuade the hearer in order to make 

his/her be calm, as the form of responsibility (effort to appease) 

about what S have done. 

(1) I am sorry because that is an accident and I have no plan for it. 
Ok I will buy a new camera for you same as yours. 
(DCT1/C1/M/01) 

(2) It doesn’t matter. I will repair this camera. I will be 
responsible for this. (DCT1/C1/M/10) 

(3) I’m sorry that is an accident I will give you a new one 
(01/A1/M/15) 

(4) Oh, I’m sorry. It was accidentally. If you want, may I change 
your camera with the new? (DCT1/C1/F/12) 

(5) Sorry, I will give you the new one and the most expensive. 
(DCT1/C1/F/03) 
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According to the purpose of offer of repair above the 

respondents uses the word “I will buy a new camera for you same 

as yours” as the speaker effort to appease the hearer beside that it 

indicated that he/she acknowledge her/his mistake. 

7) Emotional exclamation 

In this strategy, only found one example of emotional 

exclamation category in which usually signed with ‘oh, oh my God, 

No’ such as the example bellow: 

Oh, God!! Really Sorry, I had broken it. I didn’t aware when 
your camera fell. I will change a half of your money. 
(01/A1/F/08) 
 

  The speaker used the word “Oh, God”  to show how 

surprised she/he is about the condition. Normally, they used it in 

the beginning of their utterances like the example above. 

 

 Complaint 2: 

His/her friend said: “What’s wrong with my camera?” 

 Complaint response strategies used by the research participants in 

the second complaint consisted of explanation or account (43%) as the 

most strategy used by the participant and the second highest was IFIDs 

(23%). In this chart also consisted of offer of repair, refusing 

responsibility and expression of appeal which have same percentage 

(10%), then and the last is acceptance of responsibility (5%) as the least 

frequency than others used by the participants.  



 

The following

Indonesian EFL learne

1) IFIDs (Illocutionary Force Indicating

In DCT 1 

expression of regret and a request for forgiveness, for example:

(a) An Expression of Regret

There 

used by participant, for example:

(1) Hmmm…errr…
sorry

(2) Sorry,
(3) I’m sorry
(4) I’m sorry

 
(b) An Request for

The S (speaker) reque

done only by male participant, for example:

(1) I’m begging you, 
(2) I’m sorry I broke your camera, I will buy new camera for you, 

please forgive me!!
(3) Let me see, oh, 

in the beach I will repair it for you.

EXPLANATION OR ACCOUNT

ACCEPTANCE OF RESPONSIBILITY

EXPRESSION OF APPEAL

REFUSING RESPONSIBILITY

Chart 1.2 Complaint Response Strategies

The following are the complaint response strategies used by 

Indonesian EFL learner: 

IFIDs (Illocutionary Force Indicating Device) 

n DCT 1 based on second complaint statement above found an 

expression of regret and a request for forgiveness, for example:

An Expression of Regret 

There was also repletion of regret expression “I’m sorry” 

used by participant, for example: 

Hmmm…errr…I’m sorry,  your camera was broken. 
sorry (DCT1/C2/M/07) 
Sorry, I broke it. (DCT1/C2/M/11)  
I’m sorry , your camera fell from my hand (DCT1/C2/M/18)
I’m sorry  I broke your camera. (DCT1/C2/F/16) 

An Request for Forgiveness 

The S (speaker) request of forgiveness to the hearer

done only by male participant, for example: 

I’m begging you, forgive me! (DCT1/C2/M/12) 
I’m sorry I broke your camera, I will buy new camera for you, 
please forgive me!!! (DCT1/C2/M/16) 
Let me see, oh, pardon me, I dropped it when I took picture 
in the beach I will repair it for you. (DCT1/C2/M/19)
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An expression of regret and a request for forgiveness are as 

kind of apologize expression, but both of them has different 

language style, expression of regret used the word “I’m sorry”  to 

express her/his mistake. Then, “forgive me”  and “pardon me” 

requested for forgiveness to his/her mistake to the hearer. 

2) Explanation or Account 

The respondent showing ‘objective’ reason or excuses to H about 

his/her mistake, for example: 

a) Actually, your camera fell when I walked quickly. The road 
was really slippery. (DCT1/C2/F/08) 

b) I broke your camera (DCT1/C2/F/11) 
c) I’m sorry your camera was felled when I take a picture the 

scenery at the beach. (DCT1/C2/F/19) 
d) I am sorry because yesterday when I used your camera, 

suddenly the camera belt was break. (DCT1/C2/M/01) 
 
Based on the nation of explanation or account above, the speaker 

said like “Actually, your camera fell when I walked quickly. The 

road was really slippery”, it automatically included as ‘explanation’ 

strategy because those utterance indicated give the reason about the 

real condition happened.  

3) Acceptance Responsibility 

In the second of complaint statement, there was different finding 

about acceptance responsibility; it was found only two sub-categories, 

namely ‘explicit self blame’, such as: 

Oh, I’m sorry it  is my mistake. (DCT1/C2/M/06) 

While the second one is ‘Lack of Intent’, for example: 
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Sorry, I didn’t intend dropped your camera. (DCT1/C2/F/05) 

By uttering the word above, the respondent said that the accident 

occurred unexpectedly, so it called lack of intent. Whereas by uttering 

“it is my mistake”  indicated that the respondents acknowledged 

his/her fault explicitly. 

4) Expression of Appeal 

Appeal to hearer for understanding and leniency may signal 

warmth, intimacy, solidarity and common ground. Some respondents 

used this sub-category to express their response of complaint, for 

example:  

(a) Appeal to Understanding 

(1) Something happened although we don’t want it happened 
friend, so don’t annoying me (DCT1/C2/M/20) 

(2) I’m sorry I dropped it intentionally because you know I had to 
take care my sister too. (DCT1/C2/F/20) 
 

While the other sub-category is appeal to self-control, such as: 
 

(b) Appeal to Self-Control 

(1) Try again. (DCT1/C2/M/03) 
(2) Calm down Sist….We can discuss it. (DCT1/C2/F/06) 
 

There were two sub strategies of expression of appeal, first 

appeal to understanding; the respondent used the word “Something 

happened although we don’t want it happened friend”. The 

speaker tried to begging the hearer about her/his condition, implicitly 

she/he want to say “if you were me” you would do what I have to do. 

Different utterance used by the participant to express ‘appeal to self 



63 

 

control’, it likely as the effort to avoid the hearer’s anger, to stay calm 

in the condition, those are by uttering ”Calm down”.  

5) Refusing Responsibility 

Refusing responsibility formulate are denial responsibility, blame 

the hearer and pretend to be offended. But, only denial responsibility 

found as sub-strategy in this situation. For example: 

(1) I don’t know  (DCT1/C2/M04) 
(2) I don’t know , your camera have broken when I borrowed it 

yesterday (DCT1/C2/F03) 
(3) Sorry, I don’t know if it is broken  (DCT1/C2/F07) 
(4) I don’t know,  is it broke? (DCT1/C2/M/17) 

 
By uttering “I don’t know” the respondent tried to refuse 

responsibility about her/her mistake, it truly or not that he/she really did 

not know, it cannot explaining more, but implicitly the speaker avoid to 

responsible of it. 

6) Offer of Repair 

Here, showed that subjects sensed that the offense are serious and 

feel that have to offer more than just an apology and justification, but 

also willingness to rectify the matter. For example: 

(1) Sorry, maybe I can take your camera to the service center. 
(DCT1/C2/F/01) 

(2) I am sorry; I broke your lens camera. I am so sorry. I promise I will 
repair it. If it can’t be repaired. I will change i t with new ones. 
(DCT1/C2/F/04) 

(3) I’m sorry friend I have fallen your camera until broke I will change 
your camera with new camera, forgive me. (DCT1/C2/M/13) 

(4) So…so...sorry I wanna change your camera (DCT1/C2/M/14) 
 

Repair was an attempt by the offender to compensate the incurred 

damage. So, by uttering “I will repair it. If it can’t be repaired. I will 
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change it with new ones.” The speaker responsible to compensate 

about what she/he was done to the hearer. The other utterances also 

have the same intention to offered compensate to the hearer. 

 

b. DCT 2 

Context: 

This morning the respondent borrows his/her sister's motorcycle 
to visit his/her friend’s home. His/her sister said that the 
motorcycles will use to lecture at 2 pm. She/he promised to 
return the motorcycle immediately. When his/her sister are 
ready to leave college brother, it turns out she/he were late, and 
say that she/he forget if the bike will be used for college.  
 

 Complaint 1: 

His/her sister said: “Oh My God! You came late, now I think I will be 
late to go to school.” 

 

 Based on chat 2.1 complaint response strategies shows that 

acceptance of responsibility (35%) as the most strategy used by the 

participant. Almost all of the category of complaint response strategies 

include in this DCT, such as explanation or account (15%) and emotional 

exclamation (15%) ass the second highest frequency. Then, expression of 

appeal and IFIDs have equal percentage (10%), while refusing 

responsibility (3%), 0ffer of repair (8%) and promise for forbearance (5%) 

have frequency under 10%. 



 

There following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

The speakers used the formulae ‘expression of appeal’ and ‘

offer of forgiveness’

(a) An Expression of Regret

(1) I’m sorry
(2) I am sorry
(3) Hii….

try to drive it faster. But there is traffic jam.
 

(b) An offer of Forgiveness

I apologize for coming late
motorcycle to go to college 

 
By uttering 

coming late

that is to showing mistake

word “I’m sorry.
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There following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (Illocutionary Force Indicating Device) 

The speakers used the formulae ‘expression of appeal’ and ‘

offer of forgiveness’ to response of complaint, such as: 

An Expression of Regret 

I’m sorry  (DCT2/C1/M/04) 
I am sorry (DCT2/C1/M/05) 
Hii….sorry my lovely Sister. Sorry…really, really sorry
try to drive it faster. But there is traffic jam. (DCT2/C1/F/13)

An offer of Forgiveness 

I apologize for coming late, because I forget you want to use this 
motorcycle to go to college (DCT1/C1/M/16) 

By uttering I’m sorry  as expression of regret and I apologize for 

coming late as offer of forgiveness, both of them have same function

that is to showing mistake, but “I apologize…” more formal than

I’m sorry.” 

10%

15%

10%

3%

8%

5%

15%

0% 5% 10% 15% 20% 25% 30% 35%

IFIDS

EXPLANATION OR ACCOUNT

ACCEPTANCE OF RESPONSIBILITY

EXPRESSION OF APPEAL

REFUSING RESPONSIBILITY

OFFER OF REPAIR

PROMISE FOR FORBEARANCE 

EMOTIONAL EXCLAMATION

Chart 2.1 Complaint Response Strategies

65 

 

There following are the complaint response strategies used by 

The speakers used the formulae ‘expression of appeal’ and ‘an 

Sorry…really, really sorry . I 
(DCT2/C1/F/13) 

, because I forget you want to use this 
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more formal than the 

35%

35% 40%



66 

 

2) Explanation or Account 

Any external mitigating circumstance, the speaker gives 

justification about the real condition which is happened to his/her so 

she/he can make a violation to the hearer. For example: 

(1) I’m very busy. I have an extracurricular. (DCT2/C1/M/06) 
(2) Sorry, I got a trouble just recently hurry, I will pay for you. 

(DCT2/C1/M/10) 
(3) I’m sorry bro that was there long traffic jam. (DCT2/C1/F/17) 
(4) I’m so sorry I have trouble at the street. (DCT2/C1/F/19) 
 

There was a lot of reason giving to the hearer if someone has a 

mistake, although it was true reason or not such the utterance used by 

respondent above I’m very busy. I have an extracurricular. She/he 

gives explanation for the hearer that he was very busy. 

3) Acceptance Responsibility 

A lot of participant used this strategy to response of complaint; 

those are explicit of blame and lack of intent which has the least 

frequency, such as: 

(a) Explicit Self-Blame 

Sorry, it’s my fault  (DCT2/C1/M/12) 

By uttering the word it’s my fault, explicitly the speaker 

showing fault to the hearer that it was her/her fault and she/he 

want to responsible for it. 

(b) Lack of Intent 

The speaker said that she/he really did not intentionally do 

the mistake to the hearer. Then, by uttering the word “I don’t 
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mean to make you late”, it was the point of lack of intent 

meaning. 

I don’t mean to make you late; I just forget you have to 
go to campus at 2 o’clock. It’s better you off today. 
(DCT2/C1/F/16) 

 
(c) Expression of Self-Blame 

Mostly, the participant was used expression of self-blame ‘I 

forgot” to response of complaint, for example: 

(1) Sorry my brother I forgot to give back your motorcycle, I 
apologize. (DCT2/C1/M/01) 

(2) Sorry, I forgot that you’ll use it to . (DCT2/C1/M/02) 
(3) Sorry, I forget if you have class today. (DCT2/C1/M/08) 
(4) I’m sorry Sist, I forget if you have to go to college at 2 

p.m. (DCT2/C1/F/12) 
 
By uttering “I forgot”  was as the characteristic of expression 

of self-blame. It showed that the respondents acknowledge that it 

was his/her self blame. 

4) Expression of Appeal 

The data of this sub strategy was very limited. Through this sub 

strategy ‘appeal to understanding’, the speaker commonly showed the 

true to reducing severity of offense, as follow: 

(a) Appeal to Understanding 

Usually I never come late right, don’t cry yah… 
(DCT2/C1/M/20) 
 

By uttering the word “Usually I never come late right” 

indicated that the respondent giving understanding that they are 

usually not doing those fault, they attempt to persuade the hearer. 
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(b) Appeal to Self-Control 

While sub-strategy was used by male and female participant to 

response of complaint, for example: 

(1) Take it easy. (DCT2/C1/M/03) 
(2) Calm down. I think your lecture will come late too. 

(DCT2/C1/F/03) 
(3) Just be relax, bro! It is not too late. (DCT2/C1/F/14) 

 

Different with the previous sub strategy, here the respondents 

used the word “Take it easy, Calm down and Just be relax” to 

avoiding the hearer fury because their own fault. The respondents 

made calm the hearer condition by said that kind of word. 

5) Refusing Responsibility 

Denial of Responsibility was least frequently used by participant in 

an example below: 

I’m sorry bro. I don’t remember what time you will go to 
college. (DCT2/C1/M/17) 
 
To avoiding the mistake, the respondents used the word “I don’t 

remember….” It was indicated they tried to denial responsible their 

fault to the hearer. 

6) Offer of Repair 

Some respondent also used offer language to response of complaint, 

such as: 

(1) Oh, I’m sorry my brother. I’m forget about it. Let me pick you to 
school now. (DCT2/C1/M/07) 

(2) I apologize, I really forget and could I take you to college? 
(DCT2/C1/M/19) 

(3) Now, I will take my responsible on it. (DCT2/C1/F/19) 
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The word “Let me pick you to school now” and “could I take 

you to college?” are the respondent’s effort to compensate the incurred 

damage. It can be in question or affirmative form as offering to the 

hearer. 

7) Promise of Forbearance 

The speaker showed his/her response of complaint by saying 

promise. Promise meant speaker agree not to doing the mistake or 

violation anymore. For example: 

I’m sorry brother. I’m forget what should I do?? I will accompany 
you to go to campus now. I’m sorry I promise I never do it again. 
(DCT2/C1/F/10) 
 
The respondents said the word “promise” it was indicated that it 

included as promise of forbearance. 

8) Emotional Exclamation 

Respondent showed his/her complaint response by giving such of 

emotional exclamation to complainer, for example: 

(1) Oh…no... I forgot it. I will not repeat this.(DCT2/C1/F/05) 
(2) Oh my God…I forget. (DCT2/C1/F/09) 
(3) Oh my God! I am forget, sorry brother. (DCT2/C1/M/11) 
(4) Oh my God! I think you can join the college in the next hour or the 

next season of that college. (DCT2/C1/M/14) 
 
The word “Oh or Oh my God” show surprise expression by the 

participants, mostly they used their surprised in the beginning of their 

uttering. 

 

 



 

Complaint 2: 

His/her sister said

  Chat 2.2 showed the complaint response strategies used by the 

research participant to response of complaint in DCT 2

includes expression of appeal (25%)

while the second highest is explanation or account (23%) which has little 

dispute with the fist highest. Acceptance of responsibility also has high 

enough frequency 18%. Then, 

have same frequency (10%). The others strategies just have frequency 

under 10% those are 

(5%), and IFIDs (8%)

 

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

The respondent showed their expression of regret and offer of 

apologize to the hearer. The data of IFIDs strategy was limited, as 

follows: 
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EXPRESSION OF APPEAL

REFUSING RESPONSIBILITY

OFFER OF REPAIR

PROMISE FOR FORBEARANCE 

EMOTIONAL EXCLAMATION

Chart 2.2 Complaint Response Strategies

His/her sister said: “Oh my God, I will come late to school.” 

Chat 2.2 showed the complaint response strategies used by the 

research participant to response of complaint in DCT 2. The strategies 

expression of appeal (25%) as the highest frequency than others, 

while the second highest is explanation or account (23%) which has little 

dispute with the fist highest. Acceptance of responsibility also has high 

enough frequency 18%. Then, promise for forbearance and offer of repair 

have same frequency (10%). The others strategies just have frequency 

under 10% those are refusing responsibility (3%), emotional exclamation 

IFIDs (8%).  

The following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (Illocutionary Force Indicating Device) 

The respondent showed their expression of regret and offer of 

apologize to the hearer. The data of IFIDs strategy was limited, as 
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Chat 2.2 showed the complaint response strategies used by the 

. The strategies 

quency than others, 

while the second highest is explanation or account (23%) which has little 

dispute with the fist highest. Acceptance of responsibility also has high 

offer of repair 

have same frequency (10%). The others strategies just have frequency 

emotional exclamation 

 

The following are the complaint response strategies used by 

The respondent showed their expression of regret and offer of 

apologize to the hearer. The data of IFIDs strategy was limited, as 

25%

25% 30%
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(a) An Expression of Regret 

(1) I am sorry that you came late to school. (DCT2/C2/M/09) 
(2) I am sorry, forgive me please. (DCT2/C2/F/01) 

 
(b) An Offer of Apologize 

I apologize for my fault. (DCT2/C2/M/12) 

By uttering “I’m sorry”  the speaker explicitly regretting their 

mistake, although it was his/her own fault. Some of participants 

moreover said repetition the word “I’m sorry ”. Then some of them 

said “I apologize” offer apologizing to the hearer, it was more 

informal then said “I’m sorry”.  

2) Explanation or Account 

The writer found that the speaker always give excuses or 

justification to the hearer, indicated to minimize his/her fault. For 

example: 

(1) I’m sorry because I accompany my friend grandpa to the 
hospital (DCT2/C2/M/05) 

(2) Say honest to your lecturer that I used your motorcycle. I 
believe your lecture will not be angry. (DCT2/C2/F/08) 

(3) It will not be too late bro. It is still 1.50 pm. (DCt2/C2/F/14) 
(4) I’m sorry I got traffic jam.  (DCT2/C2/F/20) 

 
3) Acceptance Responsibility 

The researcher found that a speaker acceptance responsibility with 

many way, such as explicit self-blame (recognize his/her mistake), lack 

of intent (un-intentionally) and expression of self-deficiency (self-

shortage) in which all of them as the sub-strategy of acceptance 

responsibility strategy. For example: 
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(a) Explicit Self-Blame 

It is my mistake, I’m sorry. (DCT2/C2/M/02) 

(b) Lack of Intent 

(1) Sorry I don’t want to make you came late in the college. 
(DCT2/C2/M/14) 

(2) I’m sorry. I don’t want make you late to college. Just forgive 
me bro! (DCT2/C2/M/17) 
 

(c) Expression of Self-Deficiency 

(1) I’m sorry brother, I forget it . (DCT2/C2/M/11) 
(2) Sorry, I forgot . Now you can go to campus, there is few 

minutes to be go campus. (DCT2/C2/F/05) 
(3) Sorry, I’m forget . (DCT2/C2/F/07) 
(4) Sorry, I forget. What should I do then?  (DCT2/C2/M/19) 

 
By saying bold word above, the respondents showing fault to 

the hearer explicitly, such the word “It is my mistake”. Then the 

word “I forget…”  also automatically showed that it was the 

respondent’s self-deficiency. 

4) Expression of Appeal 

In the data, some respondent required the appeal to self-control to 

the hearer or complainer. It was done by male and female research 

participant as below: 

(1) Don’t worry . You can still enter in the class. You can tell why 
you come late because my mistakes. I’m sorry. 
(DCT2/C2/F/10) 

(2) No problem, hurry up, I will go to school right now; I think my 
lecturer will listen my problem. (DCT2/C2/F/11) 

(3) Don’t worry  brother but it better than never come to school ok 
be careful in the way. (DCT2/C2/M/15) 

(4) Don’t be angry, It can’t…it can’t solve your problem. 
(DCT2/C2/M/16) 
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This kind of word such “Don’t worry”, “Don’t be angry ”, etc 

regarded that the respondents avoid the hearer’s emotion because 

of the accident. So, the respondents want to solve the solutions 

without emotion. 

5) Refusing Responsibility 

The data of this strategy was very limited. Speaker uttered their 

irresponsibility because she/he though that it was the hearer mistake, it 

include one of sub-strategy of refusing responsibility, namely ‘blame 

the hearer’, such as; 

It’s your fault …why you don’t go to college by bus. 
(DCT2/C2/M/20) 
 
By uttering the word “It’s your fault” the respondent directly 

blame the hearer. She/he was not acknowledged that it was his/her 

fault. 

6) Offer of Repair 

In the data, some respondent offered some repaired things to the 

hearer. The data found were used by male and female respondent, for 

example: 

(1) Ok. Keep your mouth. Silent-off and I will take you to the school 
now. (DCT2/C2/M/07) 

(2) Sorry, I will bring you to college. (DCT2/C2/M/08) 
(3) Sorry, brother I will pay my mistake with set off your to campus. 

(DCT2/C2/M/13) 
(4) Ok now, I will carry you to your college. (DCT2/C2/F/12) 

  

The respondent tried to compensate the hearer disappointed by 

uttering “I will pay my mistake with set off your to campus.” 
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7) Promise of Forbearance  

The strategy of promise of forbearance used by the participant, as 

follows: 

(1) I’m sorry; I will not do that anymore. (DCT2/C2/M/01) 
(2) I’m sorry I will not do it again. (DCT2/C2/F/02) 
(3) Sorry, I don’t do that anymore. (DCT2/C2/F/09) 
(4) Pardon me, I’m promise I will not do it again. DCT2/C2/M/18) 

 

In this section, mostly the data found as kind of promise of 

forbearance. Like the word “I will not do that anymore” the 

respondents expressed that she/he promise was not doing the mistake 

anymore. 

8) Emotional Exclamation 

Emotional exclamation strategy was limited. The data found were 

only used only by female respondent and combined with expression of 

regret, such as ‘I really sorry’ and ‘I really regret’. For example: 

(1) Oh my God…. I really regret Sist  (DCT2/C2/F/06) 
(2) Oh, I really sorry. I’m forget Sist (DCT2/C2/F/13) 

The word “Oh”  or “Oh my God”  showed the respondent’s 

surprised about the situation happen. Usually, the respondents used it 

with uttering sorry. 

 

c. DCT 3 

Context: 

 The respondent is the parent of a 7th semester student. Today is 
the last day of payment of tuition fees. His/her child has asked 
for money since three days ago and she/he promised if today 
his/her child will receive the money. His/her child is ready to go 



 

away to college 
she/he forgot to take 
the money later today or tomorrow morning. 

 
Complaint 1: 

 His/her child said

The following chart showed that there

response strategies 

those are IFIDs, expression of appeal and offer of repair had same 

percentages .i.e. (23%), the writer also found 

strategies was explanation 

were refusing responsibility (3%)

The following are complaint response strategies used by Indonesian 

EFL learner: 

1) IFIDs (Illocutionary Force Indicating

The writer found t

frequency in this situation. But mostly, the participants used an 

expression of regret than a request for forgiveness, as follows:
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away to college and asked for the money to pay the tuition. 
forgot to take money in the bank and promised to give 

the money later today or tomorrow morning.  

 

His/her child said: “When will I pay tuition fee?” 

The following chart showed that there were three 

response strategies as the highest frequency used by research participant 

IFIDs, expression of appeal and offer of repair had same 

.i.e. (23%), the writer also found the second highest

was explanation or account (10%). Then, the least frequency 

refusing responsibility (3%) and emotional exclamation (3%).

The following are complaint response strategies used by Indonesian 

IFIDs (Illocutionary Force Indicating Device) 

The writer found that the respondent used IFIDs in high 

frequency in this situation. But mostly, the participants used an 

expression of regret than a request for forgiveness, as follows:
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tuition. But 
in the bank and promised to give 

 complaint 

as the highest frequency used by research participant 

IFIDs, expression of appeal and offer of repair had same 

the second highest 

or account (10%). Then, the least frequency 

and emotional exclamation (3%). 

 

The following are complaint response strategies used by Indonesian 

hat the respondent used IFIDs in high 

frequency in this situation. But mostly, the participants used an 

expression of regret than a request for forgiveness, as follows: 

23%

23%

23%

25%
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(a) An Expression of Regret 

(1) I am sorry child, you will pay tuition fee tomorrow. 
(DCT3/C1/M/09) 

(2) I will go to the bank you can take it by evening. Sorry Son. 
(DCT3/C1/M/10) 

(3) Sorry, Son tomorrow you can pay it. (DCT3/C1/F/07) 
(4) Tomorrow Son, sorry. (DCT3/C1/M/20) 

 
(b) A request for Forgiveness 

  The data of this sub-strategy was very limited. It done by 

female participant, such as: 

Forgive me Son, I have been too old until I forget many things. 

(DCT3/C1/F/01) 

  

Usually expression of regret tent to use the word “I’m 

sorry” to express their regret, some of them used it in the end of 

their utterance. Then by uttering “Forgive me” indicated request 

for forgiveness about their mistake. It was more informal than 

expression of regret. 

2) Explanation or Account 

  The speaker showed his/her response of complaint by giving 

explanation or account to complainer. His/her reason is ‘objective’ for 

the violation to the hearer, for example: 

(1) Be patient son I will give you money as soon as possible because 
yesterday I forget take the money from the bank because your 
mother wants to go to supermarket. I will accompany her and 
then yah you can see that I forget take the money from the 
bank. Be patient ok Son…tomorrow ok, Insya Allah. 
(DCT3/C1/M/15) 

(2) Tomorrow, when I have a money dear, money is hard to find 
right.  (DCT3/C1/M/19) 
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Explanation usually put the word “because” into the respondents 

utterances about what the real condition happened. Then the word 

“when I have a money dear, money is hard to find right” included as 

account that the condition did not like the hearer want. 

3) Acceptance of Responsibility 

  Though this strategy, the writer only found expression of self-

deficiency in this data, but mostly used the word ‘forget’ to express 

his/her response of complaint, such as: 

(1) Sorry, I forget to take the money in the bank I make sure 
tomorrow will be done. (DCT3/C1/M/01) 

(2) I’m sorry I forget the money in the bank I promise I will give you 
tomorrow. (DCT3/C1/M/05) 

(3) Sorry, I forget. You will pay tuition fee tomorrow. 
(DCT3/C1/F/09) 

(4) I’m sorry Son, I forgot to go to the bank, your money will ready 
on this afternoon. (DCT3/C1/18) 
 

 According to explanation above that expression of self-deficiency 

marked by the word “I forget…” to responses of complaint. 

4) Expression of Appeal 

  In this strategy, the writer found that appeal to self-control was 

dominant used by the speaker. Appeal of self control used to avoid bad 

condition by the complainer. For example: 

(1) I’m sorry my beloved daughter I will takes money in the 
evening don’t be sad Ok? (DCT3/C1/F/19) 

(2) As soon as possible dear. Be patient Ok? (DCT3/C1/F/20) 
(3) Calm down, I think if I pay tuition fee tomorrow it’s no 

problem, the deadline still need a long time. (DCT3/C1/F/11) 
(4) Keep calm and stay cool. (DCT3/C1/M/03) 
(5) Ok child, be patient, please!! (DCT3/C1/M/07) 

 



78 

 

It this data showed the other utterances to made the hearer calm 

about the speaker mistake such as “don’t be sad Ok?” it indicated to 

decrease bad reaction by the hearer. 

5) Refusing Responsibility 

  In this strategy speaker showed his/her irresponsibility. The data of 

this strategy was very limited, but it was different example of denial 

responsibility, such as: 

Whatever (DCT3/C1/M/04) 

By uttering the word “Whatever” the respondents explicitly 

avoided to responsible his/her fault. She/he was not care about what 

happed actually. Then, it contain of emotion expression too. 

6) Offer of Repair 

Threatening hearer with negative feeling is the characteristic of 

complaint, so some participant effort to appease the hearer with offer 

something in which the form of responsibility 

(1) My lovely Son, I will pay your tuition fee as soon as possible, 
but not now. (DCT3/C1/M/06) 

(2) You can pay the tuition tomorrow dear, I will come to your campus 
and giving explanation to your teacher and I will accompany you 
to pay. (DCT3/C1/F/10) 

(3) Well, today I will go to bank for taking the money. Let me pay it 
for you and just give me your student card. (DCT3/C1/F/14) 
 
The respondents used the word “I will…”  and “Let me…”  

indicated that the offender tried to repaired his/her mistake with 

compensate the incurred damage. It was normally used if she/he felt 

going the wrong way. 



 

7) Emotional Exclamation

  The data of emotional exclamation was very limited. This strategy  

was often used ‘oh’ in the beginning of their utterance, such as:

Oh, dear, I’m sorry, Mommy really forget about your fee. Maybe this 
evening or tomorrow morning. I will give it to you.

 By uttering the word “

as the expression of surprise and might be it was indicate

confused about the suddenly complaint happened.

 

 Complaint 2: 

His/her child said

 Chat 3.2 showed head act of complaint response strategies. 

Acceptance responsibility has the most frequency than 

than half participants used this strategy 53%. The second highest was 

expression of appeal (15%), Whereas, the other strategies only have 

frequency under 15% such as

(3%), refusing responsibilit

IFIDs (8%) . 
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Emotional Exclamation 

The data of emotional exclamation was very limited. This strategy  

often used ‘oh’ in the beginning of their utterance, such as:

dear, I’m sorry, Mommy really forget about your fee. Maybe this 
evening or tomorrow morning. I will give it to you. (DCT3/C1/F/16)

By uttering the word “Oh”  the respondent automatically produced 

as the expression of surprise and might be it was indicated that she was 

confused about the suddenly complaint happened. 

His/her child said: “Why you forget takes money in the bank?” 

Chat 3.2 showed head act of complaint response strategies. 

Acceptance responsibility has the most frequency than others that more 

than half participants used this strategy 53%. The second highest was 

expression of appeal (15%), Whereas, the other strategies only have 

frequency under 15% such as emotional exclamation (10%), offer of repair 

responsibility (5%), acceptance of responsibility (8%), 
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The data of emotional exclamation was very limited. This strategy   

often used ‘oh’ in the beginning of their utterance, such as: 

dear, I’m sorry, Mommy really forget about your fee. Maybe this 
3/C1/F/16) 

the respondent automatically produced 

d that she was 

Chat 3.2 showed head act of complaint response strategies. 

others that more 

than half participants used this strategy 53%. The second highest was 

expression of appeal (15%), Whereas, the other strategies only have 

emotional exclamation (10%), offer of repair 

acceptance of responsibility (8%), and 

 

53%
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 The following are the complaint response strategy used by Indonesian 

EFL learner: 

1) IFIDs (Illocutionary Force Indicating Device) 

  This strategy was only found in male respondent. IFIDs was 

recognized by the expression of regret. Then, the word ‘I’m 

sorry….’as the characteristic word had to be there. For example: 

(1) I am sorry. (DCT3/C2/M/03) 
(2) I’m sorry Son, I will go to the bank on this afternoon, be 

patient please! (DCT3/C2/M/18) 
(3) Really sorry, my Son. Tomorrow I will take the money, I 

promise. (DCT3/C2/F/08) 
2) Explanation or Account 

  According to the data, more than a half of the participant used 

explanation or account strategy. Mostly, they justify the hearer about 

his/her mistake, for example: 

(1) Because I’m sleepy (DCT3/C2/M/05) 
(2) Because I would accompany your mother, Son. Because 

yah…she want to buy something…something in Supermarket. It 
needs a long time when we went home the bank is closed. 
(DCT3/C2/M/15) 

(3) I’m busy with my business dear. (DCT3/C2/F.02) 
(4) My business is not only takes money. (DCT3/C2/F/06) 
(5) Because I was meeting with my cline in office. (DCT3/C2/F/18) 

 

Some respondents give completely explanation about the 

complaint to the hearer. But mostly, the explanation contain of 

emotional expression, such as “My business is not only takes money” 

and “because I was meeting with my cline in office. “ 

3) Acceptance of Responsibility 
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  According to the data, there was one sub-strategy found in 

acceptance responsibility, i.e. expression of self-deficiency, for 

example: 

(1) I am sorry I forget to take money because I had meeting in the 
office. (DCT3/C2/M/05) 

(2) Sorry, I am really forget about it. (DCT3/C2/F/07) 
(3) Sorry, I am so busy today; I cannot remember every single 

thing. (DCT3/C2/F/13). 
 

Usually, expression of self-deficiency signed by the word “I 

forget…”,  but here the writer found different style those is “ I cannot 

remember every single thing.” It showed that the respondents made 

mistake because of his/her forgetting. 

4) Expression of Appeal 

  The writer found only one sub-strategy include in this data namely 

appeal to understanding, in which speaker utterance reducing severity 

of offence, for example: 

(1) As you know I still busy several days in this week. 
(DCT3/C2/M/01) 

(2) You know that I’m very busy, Remind me or take by 
yourself, ok? (DCT3/C2/F/03) 

(3) You know dear, Mommy very busy today. I will give your 
tuition fee tomorrow morning. (DCT3/C2/F/16) 

 

By uttering the words “As you know I still busy several days in 

this week”, “ You know dear, Mommy very busy today” the 

respondents want to persuade the complainer for appease the offence. 

Usually appeal to understanding may signal warmth of solidarity. 
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5) Refusing Responsibility 

  The speaker implies that she/he avoids to responsibility about her 

measure, moreover the speaker judge the hearer as the cause of this 

problem, such as in the denial of responsibility and blame the hearer, 

as follows: 

(a) Denial of Responsibility 

 I don’t remember it Son….tomorrow ok. (DCT3/C2/M/20) 

  By the uttering the bold word above the respondent tried to 

denial responsible about the mistake with assumed did not 

remember about his/her promise. 

(b) Blame the Hearer 

You didn’t even remind me. Let’s take it then. 

(DCT3/C2/M/10) 

 While, the word “You didn’t even remind me” as implicitly 

blame the hearer about the mistake. It was done to refuse 

responsibility of the offence. 

(c) Offer of Repair 

  The data of this strategy was very limited and it was done by male 

participant, such as: 

I promise you will get soon (DCT3/C2/M/12) 
 

  Sometimes, offer of repair can be expresses as promises form. But, 

the purposes still same to compensate of incurred damage. 
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6) Emotional Exclamation 

  The writer found the similarity expression of emotional 

exclamation between male and female, such as: 

(1) Oh, I’m sorry that’s my false. (DCT3/C2/M/07) 
(2) Oh my God this is so crowded so I can’t to take the money from 

the bank. (DCT3/C2/M/14) 
(3) Oh, dear I’m so sorry. Didn’t you know that I was busy 

yesterday?? (DCT3/C2/M/14) 
(4) Oh my God I forget to take my money in the bank! 

(DCT3/C2/F/19) 
 
The respondent used the words “Oh my God”, “Oh ” to express 

their shocked reaction about the offence.  

  

d. DCT 4 

Context: 

O’clock in The speaker (respondent) dorm room is shown at 
22.30, she/he ring a Rock music very loud, she/he do not think 
that the roommate in the next room still had to study for 
semester exam tomorrow morning. His/her friend feel distracted 
due to the sound of his/her music is too loud.  
 

Complaint 1: 

His/her friend said: “It was night, you must turn down volume music! 
You disturb my study.” 

 

The writer found IFIDs (33%) as one of strategy used by the 

participant and as the highest frequency than others. The second highest 

was refusing responsibility (28%) and the thirds was emotional 

exclamation (20%). But, the other findings have frequency under 10% 



 

such as explanation or account (5%), a

expression of appeal (8%), 

 The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFID (Illocutionary Forc

  IFIDs as the highest percentage of complaint response strategy in 

the first sub-strategy ‘an expression of regret’ was used by participant, 

for example: 

(1) I’m sorry
(2) Yes, sorry
(3) I’m sorry

(DCT4/C1/M/15)
(4) Sorry

 
The word 

sometimes there were adding “so”, “very”, 

are not influence the used of regret expression.

2) Explanation or Account

  The speaker used explanation utterance to response of complaint, 

such as: 

(1) Opss…sorry. 
(DCT4/C1/F/13)
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Chart 4.1 Complaint Response Startegies

explanation or account (5%), acceptance of responsibility (8%)

on of appeal (8%),  

The following are the complaint response strategies used by 

Indonesian EFL learners: 

IFID (Illocutionary Force Indicating Device) 

IFIDs as the highest percentage of complaint response strategy in 

strategy ‘an expression of regret’ was used by participant, 

 

I’m sorry  friend I will do it. (DCT4/C1/M/09) 
sorry…I’m fine listen my music. (DCT4/C1/M/11)

I’m sorry  I disturb you I know it but I will do it.
(DCT4/C1/M/15) 
Sorry, if you feel disturb with my music. (DCT4/C1/F/05)

The word “sorry ” must be included as expression of regret, 

sometimes there were adding “so”, “very”, “really”. But, all of them 

are not influence the used of regret expression. 

Explanation or Account 

The speaker used explanation utterance to response of complaint, 

Opss…sorry. I am not watching the clock.
(DCT4/C1/F/13) 
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cceptance of responsibility (8%), 

 

The following are the complaint response strategies used by 

IFIDs as the highest percentage of complaint response strategy in 

strategy ‘an expression of regret’ was used by participant, 

(DCT4/C1/M/11) 
I disturb you I know it but I will do it. 

(DCT4/C1/F/05) 

” must be included as expression of regret, 

“really”. But, all of them 

The speaker used explanation utterance to response of complaint, 

I am not watching the clock. Thanks 

33%

28%

30% 35%
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(2) Sorry I think you are free tomorrow. (DCT4/C1/F/18) 
 
By uttering the word “I am not watching the clock” and “I think 

you are free tomorrow” as kind of reason explanation to complaint. 

The respondents realized that his/her friend still studying in his/her 

room. 

3) Acceptance of Responsibility 

  There were new finding that the writer found in this research. It 

was included acceptance of responsibility, but the writer submitted it 

as ‘agreement” sub-strategy. Usually, the respondents used the word 

“Ok,  bro”, “Ok, I will”  and ” Ok I get it”. It was indicated that the 

hearer agree to doing what the complainer want. For example: 

(1) Ok,  bro, have a nice study and good luck. (DCT4/C1?M/19) 
(2) Ok, I will . (DCT4/C1/F/14) 
(3) Ok I get it  (DCT4/C1/M/12) 

4) Expression of Appeal 

  Participant used complaint response strategy expression of appeal 

only in sub-strategy ‘appeal to self control’ to the hearer, for example: 

(1) Never mind (DCT4/C1/M/03) 
(2) Ok bro no problem. Enjoy in exam tomorrow. (DCT4/C1/M/10) 
(3) Ok. Calm down. I will do it soon (DCT4/C1/F/06) 

 
The word “Never mind”, “no problem” and “Calm down” used 

by the respondents reduce the severity offence with making solidarity 

status to appease of his/her fault. 

5) Refusing Responsibility 

  Denial responsibility only was used y the participant as follow: 
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(1) I’m sorry I don’t know bro . (DCT4/C1/M/04) 
(2) I’m sorry, I don’t know that I disturb you study,  I will turn down 

the music volume. (DCT4/C1/M/16) 
(3) Sorry, friend. I don’t knew if you are studying. I like rock music. I 

don’t aware if the volume is so hard. (DCT4/C1/f/08) 
(4) Ok. Sorry. I don’t know.  (DCT4/C1/F/09) 

 
All of the examples above used the word “I don’t know….” as the 

characteristic of denial responsibility. They avoid responsibility with 

assumed that she/he did not know that she/he disturbed her/his friend is 

studying to face the exam. 

6) Emotional Exclamation 

  The last strategies used by participant were ‘emotional 

exclamation’ which has done by male and female participant, such as: 

(1) Oh, sorry if I disturb you, I will turn off my music. 
(DCt4/C1/M/06) 

(2) Oh my God sorry friend. I don’t know if you still study. Ok I will 
turn off my tape. (DCT4/C1/M/13) 

(3) Oh sorry and I will turn down volume music. (DCT4/C1/F/12) 
(4) Oh, I see I will turn it down. I’m sorry. (DCT4/C1/F/20) 

  
By uttering the words “Oh my God”  and “Oh”  the respondent 

showed surprised expression when face the complaint. Then, they 

were doing what the hearer wants those are turn off the volume. 

 

 Complaint 2: 

His/her friend said: “Excuse me, can you minimize the volume? You 
disturb me!”. 

 
 Complaint response strategy found in this DCT 4 are IFIDs (33%) as 

the highest frequency than other while the second highest was acceptance 



 

of responsibility

addition the others strategies were expression of 

responsibility (15%)

 The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (illocutionary Force Indicating

  The first complaint response strategy used 

statement above was IFIDs; there was only an expression of regret 

found by the writer, for example:

(1) Owww….
(2) I’m sorry
(3) Yes, I can. 
(4) Sure, Sorry

 

The respondents used the word “

hearer. It was kind of formal language than the other of IFID’s sub

strategies. 

2) Acceptance of Responsibility

  Agreement strategies as new accep

were also frequently used by participants, for example:

(1) Hiii… Ok with my pleasure

ACCEPTANCE OF RESPONSIBILITY

EXPRESSION OF APPEAL

REFUSING RESPONSIBILITY

EMOTIONAL EXCLAMATION

Chart 4.2 Complaint Response Strategies

of responsibility which has little dispute with the first highest

addition the others strategies were expression of appeal (5%), refusing 

responsibility (15%) and emotional exclamation (18%). 

The following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (illocutionary Force Indicating Device) 

The first complaint response strategy used in second complaint 

statement above was IFIDs; there was only an expression of regret 

found by the writer, for example: 

Owww….I am sorry to disturb you. (DCT4/C2/M/09) 
I’m sorry  my friend, yes I can. (DCT4/C2/M/180 
Yes, I can. I am sorry. (DCT4/C2/F/09) 

Sorry for disturb you. (DCT4/C2/F/15) 

The respondents used the word “I am sorry” to saying regret to the 

hearer. It was kind of formal language than the other of IFID’s sub

Acceptance of Responsibility 

Agreement strategies as new acceptance of responsibility strategy 

also frequently used by participants, for example: 

Ok with my pleasure.(DCT4/C2/F/06) 
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18%
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which has little dispute with the first highest (30%). In 

appeal (5%), refusing 

 

The following are the complaint response strategies used by 

in second complaint 

statement above was IFIDs; there was only an expression of regret 

to saying regret to the 

hearer. It was kind of formal language than the other of IFID’s sub-

tance of responsibility strategy 

33%

30%

30% 35%
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(2) Yes, I absolutely can minimize the volume. (DCT4/C2/F/12) 
(3) Ok!  (DCT4/C2/F/17) 
(4) Sure, why not? (DCT4/C2/M/12) 
(5) Yes of course! (DCT4/C2/M/17) 

 
By uttering the word “Ok with my pleasure”, “Yes”, “Ok”, etc 

included as agreement activity. Here, the respondents understand that 

she/he was wrong and then she/he was doing what the hearer wants 

immediately. 

3) Expression of appeal 

  The speaker (respondent) used expression of appeal in which only 

appeal to self-control found by the writer, it has less than 10%, such as: 

Appeal to Self-Control 

(1) Ok, take an easy; I will minimize the music volume. 
(DCT4/C2/M/16) 

(2) Ok. No problem, I still heard my music if I minimize it. 
(DCT4/C2/F/11) 
 

By uttering “take an easy” and “No problem” the respondents 

wants to reduce the severity of offence. The respondents tried to make 

calm the hearer in order to avoiding bad reaction from the hearer. 

4) Refusing Responsibility 

  Refusing responsibility also only found one kind of sub-category 

‘denial responsibility used by the participant, for example: 

(1) I’m so sorry I don’t know my music disturb your study. 
(DCT4/C2/M/11) 

(2) Oh, I’m sorry for disturbing you, I really don’t know if you are 
studying now. I would like to turn off my computer. Have a nice 
study. (DCT4/C2/M/18) 

(3) Alright friend, sorry…I don’t know if you need to study. 
(DCT4/C2/M/20) 
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(4) Ok. I will turn down the volume, I don’t know if you still study 
right now. (DCT4/C2/F/10) 
 

The respondent said the words “I don’t know….”  and “It is not 

your business” with the aim that she/he wanted to denial responsible of 

his/her fault. The respondents assumed that she/he did not know that 

his/her friend still studying. 

5) Emotional Exclamation 

  Some participants were used ‘emotional exclamation’ in reaction to 

complaints, for example: 

(1) Oh sorry my friend. (DCT4/C2/M/10) 
(2) Oh yah sorry I will return my volume music I was disturb you. 

(DCT4/C2/M/14) 
(3) Oh My God!! The button of volume is broken. I can’t minimize it. 

(DCT4/C2/F/03) 
(4) Oh, surely friend. Sorry for disturbing. (DCT4/C2/F/09) 
(5) Oh I’m sorry I will do it. (DCT4/C2/F/19) 

 
Exclamation or interjections are found in situations that an element 

of surprise of complaints. The respondents produce the word “Oh” 

and “Oh my God”  to expressed their surprised. 

 

e. DCT 5 

Context:  

The speaker works as an employee at an electronics company in 
Yogyakarta branch offices. Weeks ago you asked his/her 
supervisor to create a sales report for the month and you agreed to 
submit the report today. This morning his/her supervisor requires 
the report to be sent to Jakarta. But she/he has not finished making 
the sales report.  
 
 



 

Complaint 1: 

 His/her supervisor said
 

The complaint response

least frequency than others. While, the highest frequency was explanation 

or account (50%) and IFIDs (30%) as the second highest strategy 

other. The others were

exclamation (5%).

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  The word ‘I’m sorry’ was u

about “a violation of another person’s right or damage to another 

person’s feeling. It was found in 

(a) An Expression of Regret

(1) I’m sorry
please.

(2) I am sorry
(3) I’m sorry
(4) I am sorry

(DCT5/C1/F/01)
(5) I’m sorry Sir

 

EXPLANATION OR ACCOUNT
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EXPRESSION OF APPEAL

EMOTIONAL EXCLAMATION
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supervisor said: “Why you don’t finish your report?” 

The complaint responses found expression of appeal (3%)

least frequency than others. While, the highest frequency was explanation 

or account (50%) and IFIDs (30%) as the second highest strategy 

other. The others were acceptance of responsibility (13%) and emotional 

exclamation (5%). 

The following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (Illocutionary Force Indicating Device) 

The word ‘I’m sorry’ was used as expression of dismay or regret 

about “a violation of another person’s right or damage to another 

person’s feeling. It was found in these five situations, for example:

An Expression of Regret 

I’m sorry  Sir I only need to back up the file. Just a moment 
please. (DCT5/C1/M/02) 
I am sorry.(DCT5/C1/M/03) 
I’m sorry  I will finish soon. (DCT5/C1/m/12) 
I am sorry Sir waits a minute. I only need to store the report.
(DCT5/C1/F/01) 
I’m sorry Sir . I will do it now. (DCT5/C1/F.07) 
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expression of appeal (3%) as the 

least frequency than others. While, the highest frequency was explanation 

or account (50%) and IFIDs (30%) as the second highest strategy than 

eptance of responsibility (13%) and emotional 

 

The following are the complaint response strategies used by 

expression of dismay or regret 

about “a violation of another person’s right or damage to another 

, for example: 

Sir I only need to back up the file. Just a moment 

Sir waits a minute. I only need to store the report. 

50%

60%

Chart 5.1 Compalint Response Strategies
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By uttering the word “I’m sorry”  automatically included as 

expression of regret because it was as the characteristic of it. 

(b) An offer of Apologize 

 The data of this strategy was very limited. There is only 

male participant used ‘an offer of apology’ as sub-strategy, such as: 

I apologize Sir. I will fix it. It won’t happen again. 
(DCT5/C1/M/10) 
 
  The same conditions also happen it this strategy those is 

used the word “I apologize” also automatically included ass offer 

of apologizes. 

2) Explanation or Account 

  The highest percentage was used in explanation or account i.e. 

50% by the participants. For example: 

(1) I was sick yesterday Sir (DCT5/C1/F/18) 
(2) I’m sorry I have been trying to finish my report but my wife is sick 

at the hospital so I have to wait her, every, she wants to drink, 
some medicines so my report is little bit pending. I’m sorry. 
(DCT5/C1/F/19) 

(3) Sorry Sir, I have some business so I can’t finishing report. 
(DCT5/C1/M/13) 

(4) I’m sorry Sir, I have some problem with my laptop So I can 
make it finish early. (DCT5/C1/M/17) 
 
All of the bold word above included as explanation or account in 

which giving reason for the hearer about the respondents offence. 

Some of them had detailed explanation and some of them in general 

explanation. 
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3) Acceptance Responsibility 

  Participant applied acceptance responsibility strategy in explicit 

self-blame and expression of self-deficiency as sun-strategy could be 

seen in example below: 

(a) Explicit Self-Blame 

(1) Sorry, this is my false; I will finish it as soon as possible. I still 
do the previous letter. (DCT5/C1/M/01) 

(2) I’m sorry it is my terrible mistake. (DCT5/C1/M/06) 
(3) I’m sorry Sir. It is my fault . I will finish it soon for you. 

(DCT5/C1/M/06) 
 
By uttering the word “this is my false” and “It is my fault” the 

respondents showed his/her fault explicitly. She/he was 

acknowledged that it was her/his fault. 

(b) Expression of Self-Deficiency 

(1) I’m sorry, because I forget to finish this report . Yesterday my 
brother was broken from motorcycle and I have to keep him. 
(DCT5/C1/F/12) 

(2) I am sorry Sir; I really try to finish it. But it outside of my 
control. (DCT5/C1/M/13) 
 

Different form of self deficiency showed in this data that is “it 

outside of my control.” The respondents’ acceptance that this 

problem can occur because of her/him was not doing it clearly. 

4) Expression of Appeal 

  Sub-strategy of expression of appeal namely ‘appeal to 

understanding’ is the only finding in this situation, it was the least 

percentage than other strategy, such as: 
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I’m sorry Boss…my child was sick last night…I worry her 
condition…I hope you will understand my situation 
Boss…Sorry. (DCT5/C1/M/20) 
 

By uttering the word “I hope you will understand my situation 

Boss” the respondent tried to persuade in order the Boss can decrease 

of the offence. 

5) Emotional exclamation 

  Participant used emotional exclamation to reaction of complaint, it 

was less than 10%, such as: 

(1) Oh, I’m sorry, please forgive me, because I forget to make this 
report, I will finish it soon, please forgive me. (DCT5/C1/M/16) 

(2) Oh my God, I want the report on this evening. (DCT5/C1/M/19) 
 
The characteristic of exclamation strategy is “Oh”, “Oh my God”, 

“No”, etc. So, the example above automatically included as emotional 

exclamation. 

 

 Complaint 2: 

His/her supervisor said: “you know it is the last day to presentation!” 

 Mostly, acceptance of responsibility (40%) used by the participant 

to response of complaint in DCT 5. The second highest was IFIDs as big 

as (30%). Then, promise of forbearance was the least frequency than 

others 3%. The other strategies including explanation or account, 

expression of appeal and refusing responsibility have frequency under 

15%. 



 

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  In this section

showed that all of IFIDs sub

expression of regret, an offer of apologize and a request of forgiveness, 

the more example as follows:

(a) An Expression of regret

(1) I’m sorry 
(2) Hmmm…
(3) I am really sorry
(4) I’m sorry 
(5) I’m sorry

 
By uttering the word 

their regret to the hearer. 

about a violation of another 

(b) An offer Apologize

(1) I apologize
(DCT5/C2/M/150

(2) I apologize
it has not finished yet, perhaps tomorrow I can give it for 
you.(DCt5/C2/M/18)
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following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (Illocutionary Force Indicating Device) 

In this section, especially in second complaint statement above 

showed that all of IFIDs sub-strategy include here, these are a

expression of regret, an offer of apologize and a request of forgiveness, 

the more example as follows: 

An Expression of regret 

I’m sorry Sir (DCT5/C2/M/01) 
Hmmm…I’m sorry Sir. (DCT5/c2/M/07) 
I am really sorry Sir, I will finish it quickly. (DCT5/C2/M/09)
I’m sorry Sir. It will be done tonight. (DCT5/C2/F/02)
I’m sorry  for my bad work. (DCT5/C2/F/14) 

By uttering the word “I am sorry”  the respondents express 

their regret to the hearer. It was used as an expression of dismay 

about a violation of another person’s feeling. 

An offer Apologize 

I apologize. Give me a few minutes to finish
(DCT5/C2/M/150 
I apologize Sir, I have been doing a lot of things to finish it, but 
it has not finished yet, perhaps tomorrow I can give it for 

(DCt5/C2/M/18) 
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following are the complaint response strategies used by 

, especially in second complaint statement above 

strategy include here, these are an 

expression of regret, an offer of apologize and a request of forgiveness, 

(DCT5/C2/M/09) 
. (DCT5/C2/F/02) 

the respondents express 

It was used as an expression of dismay 

. Give me a few minutes to finish. 

Sir, I have been doing a lot of things to finish it, but 
it has not finished yet, perhaps tomorrow I can give it for 

40%

50%



95 

 

Then, the word “I apologize” used by the respondents to 

remedy a breach of etiquette of other light infraction of social rule. 

(c) A Request for Forgiveness 

The example of a request for forgiveness below ‘forgive 

me’ is used to remedy, “a breach of etiquette or other light 

infraction of a social rule”, the example could be seen as follows: 

Yes, but I don’t finished yet. Please forgive me. (DCT5/C2/F/10) 
 

2) Explanation or Account 

  Participant also used explanation or account to reaction of 

complaint, it was indicated any external mitigating circumstance (the 

speaker objective reason) such as: 

(1) Can you give me more times please? There is some revise I shall 
do. (DCT5/C2/m/10) 

(2) I’m sorry Boss the report is difficult to do. (DCt5/C2/M/11) 
(3) I need more time to finish it. (DCt5/C2/M/12) 

 

The respondents used the word “There is some revise”, “the 

report is difficult to do” and “I need more time to finish it” as the 

reason about the violation that she/he wan made.  

3) Acceptance of Responsibility 

  Admission of fact rarely found in other DCT, but in this situation 

all of sub-strategy acceptance of responsibility include as admission of 

fact, for example: 

(1) I know Sir. I will finish it  as soon as possible. (DCT5/C2/M/04) 
(2) I know, but I can’t do it now , but it’s Ok if you force me to finish. 

I will try to finish it right now. (DCT5/C2/M/11) 
(3) Yes Sir, I know it sorry I will finish it as soon as possible I am 

sorry. (DCT5/C2/M/13) 
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(4) Yes Sir I know but I’m sorry I will fix it Sir. (DCT5/C2/F/08) 
(5) I know I promise I will finish it. (DCT5/C2/M/20) 

 
By uttering the word “I know….”  indicated that the respondent 

knowing about the mistake or fault.  

4) Expression of Appeal 

  The one and only sub-strategy used by the participant is ‘appeal to 

self-control’ such as: 

(1) Sorry sir, don’t worry  I will finish it soon. So, we will present 
today. (DCT5/C2/M/13) 

(2) Are you serious Sir? This is the last day. Ok I will finish this 
evening. I will give you three hours from now. Be patient. I will do 
it this. (Dct5/C2/M/15) 

(3) Calm down please, I will fix…I will solve this report soon. 
(DCT5/C2/M/16) 

 

The respondents tried to made soften language to persuade the 

hearer about his/her offence. Those are by uttering the word “don’t 

worry”, “Be patient” and “Calm down” all of them included as 

expression of appeal. 

5) Refusing Responsibility 

  In this strategy only found a sub-strategy used by participant 

namely ‘denial of responsibility’, such as: 

(1) You can work itself Sir. (DCT5/C2/F/18) 
(2) Sorry Sir. I don’t knew it.  (DCT5/C2/F/09) 

 

Both of the examples above had different style to express 

denial responsibility. The first is “You can work itself” it showed that 

the respondents in emotional condition so she/he saying like that. The 
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second is “I don’t knew it” it indicated that the respondent assumed 

did not know anything. 

6) Promise of Forbearance 

  The data of this strategy was very limited. It was as the least 

percentage of strategy used by the participants, it just found female 

used this category, such as: 

Sorry for my mistake, Sir. I promise, I will not do it anymore. 
You can hold my words. (DCT5/C2/F/08) 
 This strategy rarely found in this data, but finally there was found 

kind of promise of forbearance in which effort to promise something to 

the hearer because of the respondent mistake, that is by uttering the 

word “I will not do it anymore .” 

 

f. DCT 6 

 Context: 

The speaker is a subject lecturer Structure II. One of his/her 
student is not satisfied with the value.  
 

Complaint 1: 

 His/her student said: “Why I got D in my structure II?” 

The researcher found that more than half of participants used 

explanation of account (53%). The second highest ware concern the 

hearer and refusing responsibility 15%. But, there are other strategies 

used, such as offer of repair (10%), and the least frequency was 

emotional exclamation acceptance responsibility and IFIDs (3%). 



 

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  Different in the situation before, in this 

example of IFIDs strategy, it was very limited of data, such as:

Is it true? I think you are very diligent. Ok I will check it. Maybe I 
was false. 
 
By uttering the word “

about a violation of another person’s right.

2) Explanation or Account

  Then, participants used explanation or account strategy (giving 

reason or justification) more the half of the researcher participant used, 

for example: 

(1) You seldom join the class and you can’t do the examination 
well. (DCT6/C1/M/09)

(2) You got 40 in mid test and 30 in final test
(DCT6/C1/M/11)

(3) You have to know that your final score is very bad. 
from your own score in this paper

(4) You can see in the absent. 
Automatically your score is like that you can follow it at next 
semester.
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EMOTIONAL EXCLAMATION
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The following are the complaint response strategies used by 

Indonesian EFL learners: 

(Illocutionary Force Indicating Device) 

Different in the situation before, in this DCT only found an 

example of IFIDs strategy, it was very limited of data, such as:

Is it true? I think you are very diligent. Ok I will check it. Maybe I 
was false. I am sorry. (DCT6/C1/F/04) 

By uttering the word “I am sorry”  the respondents saying regret 

about a violation of another person’s right. 

Explanation or Account 

Then, participants used explanation or account strategy (giving 

reason or justification) more the half of the researcher participant used, 

 

You seldom join the class and you can’t do the examination 
(DCT6/C1/M/09) 

You got 40 in mid test and 30 in final test
(DCT6/C1/M/11) 
You have to know that your final score is very bad. You can see 
from your own score in this paper. (DCT6/C1/M/16) 
You can see in the absent. You never come in my structure class. 
Automatically your score is like that you can follow it at next 
semester. (DCt6/C1?f/10) 
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The following are the complaint response strategies used by 

DCT only found an 

example of IFIDs strategy, it was very limited of data, such as: 

Is it true? I think you are very diligent. Ok I will check it. Maybe I 

the respondents saying regret 

Then, participants used explanation or account strategy (giving 

reason or justification) more the half of the researcher participant used, 

You seldom join the class and you can’t do the examination 

You got 40 in mid test and 30 in final test, sorry. 

You can see 

You never come in my structure class. 
Automatically your score is like that you can follow it at next 

53%

60%
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(5) Because your score in middle test, final test, assignment and 
present is bad. (DCT6/C1/F/11) 
 
The respondents used explanation or reason to answer the 

complaint. By uttering “You seldom join the class and you can’t do 

the examination well” completely answer the complaint why the 

hearer got D.  

3) Acceptance of Responsibility 

  But, in the acceptance of responsibility, the writer only found an 

example of admission of the fact sub-strategy, such as: 

So…??? (DCt6/C1/F/06) 

It was included admission of fact because she/he is not refused that 

she/he was made a mistake or fault. The respondents only said 

“So..??”. 

4) Refusing Responsibility 

  The results showed that the participant used denial of responsibility 

(problematazing a precondition) and blame the hearer 

(irresponsibility), such as: 

(a) Denial of Responsibility 

(1) I don’t know . It takes from your test score (DCT6/C1/M/17) 
(2) I don’t know , perhaps you need to learn more. 

(DCT6/C1/M/19) 
 
By uttering the word “I don’t know”  the respondents tried to 

assumed that she/he did not know anything without giving reason, 

explanation or something like that to the hearer. 
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(b) Blame the hearer 

(1) Because you don’t do the test well. (DCT6/C1/M/08) 
(2) Maybe you didn’t study hard. Sorry, it is your final score. 

(DCT6/C1/F/05) 
(3) Maybe you don’t prepare your test well. I will show you your 

result. (DCT6/C1/F/07) 
 

   The respondents used the word “you don’t prepare your test 

well”, “you didn’t study hard”, etc. In this condition, the respondents 

are not made a mistake because it might be the hearer not do good 

preparing before the test. 

5) Concern for The Hearer 

  Speaker told to hearer if they ask or give attention to the hearer, is 

there any bad condition to the hearer, for example: 

(1) Did you complete all of score elements? (DCT6/C1/M/02) 
(2) How about your presence? (DCT6/C1/F/02) 
(3) Did you always attend the class? Did you do the assignment at 

each meeting? Could you do the test? (DCT6/C1/F/08) 
(4) Do you always come in my class? (DCT6/C1/F/14) 
(5) I hope it is not make disappointed you…ok..You should study 

hard. (DCT6/C1/M/20) 
 

The respondents used question word o concern for the hearer. The 

respondent used the word “Did you always attend the class? Did 

you do the assignment at each meeting? Could you do the test?” to 

remind the hearer why she/he got D. 
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6) Offer of Repair 

  The speaker (respondent) implies that he/she was responsible about 

what she/he have done with offer something or doing something which 

make appeases to the hearer, for example: 

(1) Wait a minutes, I will check your mid, final and assignment 
score. (DCT6/C1/F/01) 

(2) Really? Are you sure, you always come in in my subject? Ok I will 
check it. (DCT6/C1/F/15) 

(3) Let’s check your score here. (DCt6/C1/F/16) 
(4) I will check again. (DCT6/C1/M/03) 

 

Repair is an attempt by the offender to compensate the incurred 

damage. So, by uttering the word “I will check your mid, final and 

assignment score”, “Let’s check your score here”, etc indicated 

that the respondent want to compensate his/her mistake. 

7) Emotional Exclamation 

  The speaker shows his/her emotional or surprising to the hearer. 

Usually, she/he used in the beginning of their utterance, such as  

Oh…really? How can? Let me check it. (DCT6/C1/F/13) 

By uttering the word “Oh” the respondents expressed her surprised 

of the complaint.  

 

 Complaint 2: 

His/her student said: “Is it correct? Anything wrong? Something wrong 
with the test? 

 
In this chart showed complaint response strategies used was only 

IFIDs (3%) as the least percentage.  This study found other complaint 



 

response strategies including explanation or account (53%)

frequency than others and the second highest was offer of repair (18%). 

Whereas, the other strategies like expression of appeal, refusing 

responsibility, and emotional exclamation 

The following are the compl

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  The data of this strategy was very limited. Through this strategy, 

speaker showed his/her forgiveness to solve the problem, as follows:

A request of 

Pardon!! You should be study hard again, Son!!
 

There was very rarely the respondents used the word 

express their mistake. But, it was included as request of forgiveness. 

Then, it was also as the most informal expression sorry than the other 

of IFIDs sub

2) Explanation or Account

  The speaker give excuses or justification to the hearer, bas

real condition happened, for example: 
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response strategies including explanation or account (53%) as the highest 

frequency than others and the second highest was offer of repair (18%). 

the other strategies like expression of appeal, refusing 

and emotional exclamation only have frequency under 15%

The following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (Illocutionary Force Indicating Device) 

The data of this strategy was very limited. Through this strategy, 

speaker showed his/her forgiveness to solve the problem, as follows:

A request of Forgiveness 

You should be study hard again, Son!! (DCT6/C2/M/07)

There was very rarely the respondents used the word “Pardon”

express their mistake. But, it was included as request of forgiveness. 

Then, it was also as the most informal expression sorry than the other 

of IFIDs sub-strategies. 

Explanation or Account 

The speaker give excuses or justification to the hearer, bas

real condition happened, for example:  
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as the highest 

frequency than others and the second highest was offer of repair (18%). 

the other strategies like expression of appeal, refusing 

only have frequency under 15%. 

 

aint response strategies used by 

The data of this strategy was very limited. Through this strategy, 

speaker showed his/her forgiveness to solve the problem, as follows: 

(DCT6/C2/M/07) 

“Pardon”  to 

express their mistake. But, it was included as request of forgiveness. 

Then, it was also as the most informal expression sorry than the other 

The speaker give excuses or justification to the hearer, based on the 

53%

50% 60%
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(1) I think there is no wrong in this test because I take the score 
two time. (DCT6/C2/M/16) 

(2) Your presence less than 75%! (DCT6/C2/F/02) 
(3) It is not the problem. The problem is in your absent in 

attendance list, you never come in my structure class your 
attendance is less than 70%. (DCT6/C2.F/10) 

(4) Nothing wrong. You never collect your task and presentation. 
But your attendance is full. So D is enough!! (DCT6/C2/F/15) 
 
By uttering the bold word above, the respondents answer the 

complaints by giving the reason clearly, for example the word “Your 

presence less than 75%!”, here the respondent explains that the hearer 

presence less than 75%, so she got D. 

3) Expression of Appeal 

  In this strategy, the writer only found a sub-strategy namely appeal 

to self-control, for example: 

(1) Everything is ok you just need to study hard. (DCT6/C2/M/11) 
(2) Really, I will check it again, be patient please! (DCT6/C2/M/19) 
(3) Don’t blame the test, I make the test according to the regulations 

and has been analyzed by the revere.(DCT6/C2/F/01) 
 
The respondents uttered the word “Everything is ok, Don’t blame 

the test, etc disposed to reduce the hearer worried about the condition, 

she/he made soften word in order the hearer emotional. 

4) Refusing Responsibility 

  In this strategy only one sub-strategy found namely ‘denial 

responsibility’ (claiming ignorance) to the hearer, for example: 

(1) I don’t know  (DCT6/C2/M/04) 
(2) I don’t know  (DCT6/C2/M/050 
(3) I don’t care; I saw your answer sheet to make score 

(DCT6/C2/F/05) 
(4) What do you mean, kid?? (DCT6/C2/F/16) 
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The respondents uttered “I don’t know”  to plead ignorance of 

his/her mistake. Then, said “I don’t care” it contain of harsh word and 

kind of angry. Then the last “What do you mean, kid??” it was 

question word, but it intended to disavowed the responsibility of it.  

5) Offer of Repair 

  The researcher found that a speaker ready to responsibility with 

offer to checking the score anymore, it meant the speaker would be 

solved the student problem, for example: 

(1) I will check it again for you (DCT6/C2/M/12) 
(2) Let me check your score on my desk. (DCT6/C2/F/06) 
(3) Let me check your score on my desk. (DCT6/C2/F/11) 
(4) Well, let me see your score and attendance first. 

(DCT6/C2/F/14) 
 

  By uttering “Let me check your score on my desk” as the form of 

compensate the incurred mistake. It was indicated that the offender 

tried to appease the offence. The other example, also same had 

intention. 

6) Emotional Exclamation 

  The speaker used emotional exclamation indicated that she/he was 

shocking about the complainer statement, then some data showed that 

it was accompanied by justification, as follows: 

(1) No, nothing wrong. Look your attendant list!! (DCT6/C2/F/08) 
(2) Oh…no, there is nothing wrong, it just because you are not study 

for the exam. (DCT6/C2/F/13) 
(3) No…nothing wrong with the test. I correct it well and then this is 

your score like I said before you can repair it in the next semester. 
Ok? (DCT6/C2/M/15) 



 

The respondents produce the expression of surprising in their

response of complaint, such as 

exclamation as kind of shocked reaction in the situation that she/he 

won’t happen.

 

g. DCT 7 

Context: 

The speaker is
students waiting queue for a copy. 
and asked for a photocopy of precedence. 
 

Complaint 1:

She/he said that

The findings of complaint response strategy in DCT 7 include 

IFIDs (50%) which have the 

second highest was explanation or account (40%).

strategies found

least frequency are refusing responsibility (3%) and acceptance 

responsibility (3%

EXPLANATION OR ACCOUNT

ACCEPTANCE OF RESPONSIBILITY

REFUSING RESPONSIBILITY

EMOTIONAL EXCLAMATION

The respondents produce the expression of surprising in their

response of complaint, such as “Oh…no, No.., etc” they used this 

exclamation as kind of shocked reaction in the situation that she/he 

won’t happen. 

The speaker is in a hurry to copy a book. She/he sees
students waiting queue for a copy. She/he knows the officers 
and asked for a photocopy of precedence.  

Complaint 1: 

She/he said that: “Why you broke the line?” 

The findings of complaint response strategy in DCT 7 include 

IFIDs (50%) which have the highest percentage than other strategy.

second highest was explanation or account (40%). While other 

strategies found are emotional exclamation (5%) and the last was the 

least frequency are refusing responsibility (3%) and acceptance 

responsibility (3%). 
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The respondents produce the expression of surprising in their 

they used this 

exclamation as kind of shocked reaction in the situation that she/he 

sees a few 
the officers 

The findings of complaint response strategy in DCT 7 include 

highest percentage than other strategy. the 

While other 

and the last was the 

least frequency are refusing responsibility (3%) and acceptance 

 

50%

60%
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 The following are the complaint response strategies used by 

Indonesian EFL learners: 

1) IFIDs (Illocutionary Force Indicating Device) 

  The writer found two kinds of sub-strategies such as, an expression 

of regret and a request for forgiveness used by participant, for 

example: 

(a) An Expression of Regret 

(1) I am sorry DCT7/C1/M/03) 
(2) I’m so sorry my lecturer is waiting for this paper. 

(DCT7/C1/M/11) 
(3) I’m sorry , I will back. (DCT7/C1/M/19) 
(4) Sorry, I am in hurry. (DCT7/C1/F/06) 
(5) I’m sorry , I’m hurry. (DCT7/C1/F/10) 

 
(b) A request for Forgiveness 

Excuse me, I’m so hurry now. I’m so sorry. (DCT7/C1/M/070 
 

By uttering “I’m sorry”  usually someone expressed of regret 

as his/her mistake. The respondents cannot do what the complainer 

wants. While, the word “excuse me” also used by the respondents, but 

as kind of request for forgiveness. Both of them had same function but 

had different language used which are formal language nad informal 

language. 

2) Explanation or Account 

  In this strategy the respondent gave sharp reason to hearer to 

mitigating circumstances, some explanation were accompanied by 

regret expression, for example: 

(1) I am in hurry . ((DCT7/C1/M/09) 
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(2) I must copy this very soon. They need it, please let me copy it. 
(DCT7/C1/M/19) 

(3) I’m in hurry  (DCT7/C1/F/02) 
(4) I am sorry. I have to collect this assignment because my lecturer 

will be angry me. (DCT7/C1/F/04) 
(5) I’m sorry, I have presentation soon. (DCT7/C1/F/15) 

 
The respondents used the word” I am in hurry” tended as more 

general explanation of the complaint. But, the word “ I have to collect 

this assignment because my lecturer will be angry me” it was 

tended to be much more detailed explanation.  

 
3) Acceptance of Responsibility 

  Respondent showed his/her response of complaint by ‘admits of 

fact’ to the complainer. Supportive move involved were regret and 

explanation. For example: 

I’m sorry, I’m in hurry I know it is not true but sorry it is 
urgent. (DCT7/C1/M/13) 
 
The data above as kind of ‘admits of fact’ in which the respondents 

acknowledge that she was wrong but she still doing those mistake, by 

uttering the word “I know it is not true but sorry it is urgent.”  

4) Refusing Responsibility 

  Through this sub-strategy ‘denial of responsibility’, the head act 

was commonly accompanied supportive move, such as regret 

expression, such as: 

Sorry, I don’t know . (DCT7/C1/F/05) 
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By uttering “I don’t know” it indicated that the respondent denial 

to responsible about his/her mistake. It was impossible if the 

respondents really did not know the reason why the lens can broke. 

5) Emotional Exclamation 

  The speaker used emotional exclamation to reaction of complaint. 

The data of this strategy was limited. This strategy was often 

accompanied with supportive move, such as expression of regret. For 

example: 

(1) Oh, sorry I will be in my right line (DCT7/C1/M/06) 
(2) Oh, sorry. I don’t look the line (DCT7/C1/F/08) 

 
Both of the examples above used the word “Oh”  to express his/her 

surprise about the accidents. In common activity, the respondents used 

“Oh”  immediately. 

  

Complaint 2: 

She/he said that:  “Could you stay on the line?” 

 The complaint response strategy of coding schema classification 

used by research participants to response of complaint include emotional 

exclamation (33%) which is mostly found by the writer. The second 

highest was explanation or account (28%) and the third was IFIDs (18%).  

In addition to those strategies, the writer also found other complaint 

response strategies, such as offer of repair (10%), refusing responsibility 

(5%), and expression of appeal (8%) which have little dispute frequency. 



 

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  There was only one sub

IFIDs strategy. Regret as head act was 

which are justification. For example:

(1) Yes I am sorry
(2) Owww…I am sorry
(3) I am so sorry

(DCT/C2/F/01)
(4) Well, I am sorry

 
The expression of regret indeed signed by the word 

although there were adding the word “so, very” to express the regret 

itself. 

2) Explanation or Account

  The reason usually used by the participant to reaction of complaint, 

why she/he doing this 

(1) I can but I have class now and I need that book
(2) My lecture have waited me 
(3) Yes I could but 
(4) Please, help me only today, because 

soon.  Please help me in the first line.
 

EXPLANATION OR ACCOUNT

EXPRESSION OF APPEAL

REFUSING RESPONSIBILITY

ACCEPTANCE RESPONSIBILITY

EMOTIONAL EXCLAMATION

Chart 7.2 Complaint Response Strategies

The following are the complaint response strategies used by 

Indonesian EFL learners: 

IFIDs (Illocutionary Force Indicating Device) 

There was only one sub-strategy used ‘an expression of regret’ in 

IFIDs strategy. Regret as head act was followed by supportive moves 

which are justification. For example: 

I am sorry (DCT7/C2/M/03) 
I am sorry. (DCT7/C2/M/09) 

I am so sorry I can’t because my lecturer has waited
(DCT/C2/F/01) 

, I am sorry. (DCT7/C2/F/06) 

The expression of regret indeed signed by the word “I’m sorry”

although there were adding the word “so, very” to express the regret 

Explanation or Account 

The reason usually used by the participant to reaction of complaint, 

why she/he doing this measure, like in the participant used belows:

I can but I have class now and I need that book (DCT7/C2/F/14)
My lecture have waited me (DCT7/C2/F/18) 
Yes I could but I’m in a hurry now  (DCT7/C2/M/08) 
Please, help me only today, because I have to copy this 

Please help me in the first line. (DCT7/C2/M/16) 
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The following are the complaint response strategies used by 

strategy used ‘an expression of regret’ in 

followed by supportive moves 

I can’t because my lecturer has waited 

“I’m sorry”  

although there were adding the word “so, very” to express the regret 

The reason usually used by the participant to reaction of complaint, 

measure, like in the participant used belows: 

(DCT7/C2/F/14) 

I have to copy this book 
 

33%

40%
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Mostly, the respondents used more detailed explanation in their 

utterances, such as “I can but I have class now and I need that book, 

My lecture have waited me, etc”. But, all of them included as giving 

reason to the complainer to the offence. 

3) Expression of Appeal 

  The purpose the speaker utterance appeal to understanding is to 

reducing severity of offence to the hearer, and it could be seen as 

follows: 

(1) Ok, but I’m hurry. I come late on the class. Please let me go first. 
(DCT7/C2/F/10) 

(2) Ok, but please…..let me  be first (DCT7/C2/F/11) 
(3) I’m in hurry guys, it is dangerous. Please understand. 

(DCT7/C2/F/16) 
 
The respondents used the appeal word completely to persuade the 

hearer to commute the mistake such as “I come late on the class. 

Please let me go first, “but please…..let me  be first” and “Please 

understand”. All of the utterances wanted to reduce the severity of 

offence 

4) Refusing Responsibility 

  The respondent indicated claiming ignorance about the real 

condition; it called denial responsibility, such as: 

(1) Oh, I’m sorry I don’t know the line. (DCT7/C2/M/11) 
(2) Sorry, I don’t see the line (DCT7/C2/M/20) 

 

By uttering “I don’t know the line”  and “I don’t see the line” the 

respondents assumed that he/she was not seeing or knowing the line. 
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So, for those reaction included as denial responsible of the hearer 

mistake.  

5) Acceptance to responsibility 

  The speaker used offer of repair strategy to responsibility what 

she/he have done bad things to the hearer, for example: 

(1) Yes I could. (DCT7/C2/F/02) 
(2) Ok. Sorry. (DCT7/C2/F/09) 
(3) Ok I could (DCT7C2/M/01) 

 
By uttering “Yes I could”, “Ok”, and “Ok I could” the 

respondents agree to do what the hearer wants. 

6) Emotional Exclamation 

  The emotional strategy was used by the participants with 

accompanied the justification or reason express, such as: 

(1) No, I have the other job (DCT7/C2/M/05) 
(2) Oh, all right. Sorry, I’m so hurry please!! (DCT7/M2/M/07) 
(3) No, I couldn’t. (DCT7/C2/F/04) 
(4) Oh… Ok!! Alright…alright. (DCT7/C2/F/12) 
(5) No, I’m so hurry (DCT7/C2/F/17) 

 
Exclamations or interjections are found in situations that an 

element of surprised such as showed the example above “No”, “Oh”. 

Usually, that word was utterance in the beginning affirmative. 

  

h. DCT 8 

Context: 

The speaker is a student who works as a musician to help with 
the cost of tuition. As always she/he singing on the bus Jogja-
Solo. Today she/he singing on a bus full of passengers, you sing 



 

aloud fitting addition to a passenger. The guitar you accidentally 
nudged his shoulder. 
 

Complaint 1:

 Passenger said

  Almost all of 

eight strategies 

lowest strategy found by the writer.

(45%) used by the participants.

responsibility (28%). 

exclamation (5%), offer of repair (13%), concern to the hearer (5%), 

refusing responsibility (8%), 

little dispute frequency.

The following are the complaint response strate

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  There is all of sub

regret used by the speaker. Some of the data accompanied with address 

of the hearer, for example:
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aloud fitting addition to a passenger. The guitar you accidentally 
nudged his shoulder.  

Complaint 1: 

Passenger said: “Can you move on? I feel disturb.” 

Almost all of the coding schema contain in DCT 8, there are 

eight strategies contain here, and expression of appeal (3%) as the 

lowest strategy found by the writer. IFIDs has the highest frequency 

(45%) used by the participants. the second highest was acceptance of 

responsibility (28%). The other strategy also found are emotional 

exclamation (5%), offer of repair (13%), concern to the hearer (5%), 

refusing responsibility (8%), and explanation or account (8%)

little dispute frequency.  

The following are the complaint response strategies used by 

Indonesian EFL learners: 

FIDs (Illocutionary Force Indicating Device) 

There is all of sub-category of IFIDs included as expression of 

regret used by the speaker. Some of the data accompanied with address 

of the hearer, for example: 
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aloud fitting addition to a passenger. The guitar you accidentally 

contain in DCT 8, there are 

expression of appeal (3%) as the 

IFIDs has the highest frequency 

the second highest was acceptance of 

The other strategy also found are emotional 

exclamation (5%), offer of repair (13%), concern to the hearer (5%), 

explanation or account (8%) have 

 

gies used by 

category of IFIDs included as expression of 

regret used by the speaker. Some of the data accompanied with address 

45%

50%
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An Expression of Regret called the name of sub-category below, 

usually there were the word “I am sorry or Sorry” to express this 

utterance. In addition like the following example included expression 

of regret: 

(1) Yes Sir, Sorry (DCT8/C1/M/01) 
(2) I am sorry (DCT8/C1/M/03) 
(3) Ok. I am sorry if I disturb you! (DCT8/C1/F/06) 
(4) Yes, sorry. (DCT8/C1/F/13) 

 
2) Explanation or Account 

  Through this strategy, the writer found that sometimes the speaker 

give explanation to the hearer, it contain of denial to responsibility, so 

both of them have correlation each other, such as: 

(1) What’s wrong with you man? The life is getting hard right now. I 
got to do this live, we as man must help each other 
(DCT8/C1/M/18) 

(2) There is no loose space Mister. (DCT8/C1/F/14) 
 
The respondents used detail explanation to giving reason to the 

complainer like “The life is getting hard right now. I got to do this 

live, we as man must help each other” and ”There is no loose 

space”. The first example contain of advice explanation to the 

complainer while the second one contain of emotional expression. 

3) Acceptance of Responsibility 

  There is only one sub-strategy ‘expression of self-deficiency found 

in this situation especially in the first statement of complaint, some of 

them supportive moves by expression of regret, for example: 

(1) Oh sorry mister I have no intention to do it. (DCt8/C1/M/02) 
(2) I’m sorry I didn’t mean to do that (DCt8/c1/M/06) 
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(3) I am sorry, I am not intentional. (DCT8/C1/M/09) 
(4) I’m sorry Sir I don’t have meaning to disturb you I will   move. 

(DCT8/C1/M/13) 

By uttering the word “I have no intention to do it, I didn’t mean 

to do that, etc. it was used by the respondents can be quite 

embarrassing, discrediting about the mistake. 

(1) Alright bro!! (DCT8/C1/M/07) 
(2) Yes of course Sir (DCT8/C1/M/17) 
(3) Ok. I will move on (DCT8/C1/M/05) 
(4) Hmmmm….ok. (DCT8/C1/M/16) 

Here, the writer found ‘agreement’ strategy too as kind of sub-

category from acceptance responsibility. Bu uttering “Alright”, “Yes of 

course”, and “Ok” the respondents agree to fulfill what the hearer 

want.  

4) Expression of Appeal 

  The data of this strategy was very limited. It was only found one 

kind of sub-strategy of expression of appeal namely ‘appeal to self-

control’, such as: 

Ok, bro, no problem, I have a lot of space in this bus 
(DCT8/C1/F/11) 
 
The offender resorts to this strategy only when he/she want to 

reduce the severity of offence. By uttering “no problem” the 

respondent tents to her/his want to appeal expression. 

5) Refusing Responsibility 

  The speaker response only include as ‘denial responsibility’ in 

which there is contain of anger by the speaker to the hearer, such as: 
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(1) Problem with you!!!  (DCT8/C1/M/05) 
(2) I’m sorry I don’t know that I disturb you  I will move on from 

here. (DCT8/C1/M/16) 
(3) Is it your bus? I’m working here. (DCT8/C1/F/03) 

 
This strategy refers to wrongdoer's denial of being responsible for 

the deed as is evident from the examples above. By uttering “Problem 

with you, Is it your bus?,  I’m working here, etc. there were contain 

of anger utterance. 

6) Concern to the Hearer 

  The speaker gives attention to the hearer in order to know the 

condition or what the feeling of the hearer with the speaker was done, 

such as: 

(1) What your problem? (DCT8/C1/M/04) 
(2) You feel disturb? I’m sorry. (DCT8/C1/F/10) 

 
Usually, the respondents used the question word when uttering 

complaint responses in which included as concern to the hearer, such as 

“What your problem? and You feel disturb?”. The respondents 

asking to the addresser about her/his feeling . 

7) Emotional Exclamation 

  In this data, the writer found that the speaker feel shocking about 

the complaint by the hearer, it was done by male respondent, and 

accompanied with the expression of regret, for example: 

(1) Oh, I’m sorry Sir. (DCT8/C1/M/19) 
(2) Oh my God…sorry, I will (DCT8/C1/M/20) 

  Explanation or interjections are found in situation hat an element of 

surprise is present since most of the situations where exclamations are 



 

relatively common do inv

“Oh”  above. 

 

 Complaint 2: 

Passenger said: “Could you move to be to behind you? Behind me please!”

 The complaint 

response of complaint included IFIDs 

have the highest frequency 

appeal (13%). 

complaint strategies have same frequency

refusing responsibility, and emotional exclamation 5%. The last is 

to the hearer as the least frequency (3%).

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  IFIDs as the highest percentage of complaint response strategy in 

DCT 8, the findings are an expression of regret and a request of 

forgiveness used by the participant, for example:
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common do involve an element of surprise, such the word 

 

“Could you move to be to behind you? Behind me please!”

The complaint response strategies used by the research participants to 

response of complaint included IFIDs and acceptance of responsibility 

have the highest frequency (35%). The second highest was expression of 

appeal (13%). In addition to the strategies, the writer found other 

complaint strategies have same frequency such as explanation or account

refusing responsibility, and emotional exclamation 5%. The last is 

rer as the least frequency (3%). 

The following are the complaint response strategies used by 

Indonesian EFL learners: 

FIDs (Illocutionary Force Indicating Device) 

IFIDs as the highest percentage of complaint response strategy in 

8, the findings are an expression of regret and a request of 

forgiveness used by the participant, for example: 

5%

13%

5%

3%

5%
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IFIDS
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olve an element of surprise, such the word 

“Could you move to be to behind you? Behind me please!” 

used by the research participants to 

and acceptance of responsibility 

The second highest was expression of 

ound other 

such as explanation or account, 

refusing responsibility, and emotional exclamation 5%. The last is concern 

 

The following are the complaint response strategies used by 

IFIDs as the highest percentage of complaint response strategy in 

8, the findings are an expression of regret and a request of 

35%

35%

40%
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(a) An Expression of Regret 

(1) Yes I am sorry (DCT8/C2/M/03) 
(2) Sorry, Yes (DCT8/C2/M/05) 
(3) Owww…I am sorry, Ok I will do it. (DCT8/C2/M/09) 
(4) Ok. I am sorry. I am sorry for disturbing you with my voice. 

(DCT8/C2/MF/04) 
(5) Ok Sir I’m sorry  (DCT8/C2/M/20) 

 
(b) A request of Forgiveness 

(1) Well…forgive me!! (DCT8/C2/F/06) 
(2) Yes, I could, forgive me. (DCT8/C2/M/12) 
 

By uttering “I am sorry and forgive me” determined by a variety 

of context-internal and context-external factor. Both of them just had 

different used in formal or informal style.  

2) Explanation or Account 

  Explanation or account meant giving a reason (objective reason) to 

the hearer, avoids the problem will be fixed, for example: 

(1) Yes, but it is over load. I can’t….sorry (DCT8/C2/F/05) 
(2) It full passengers there (DCT8/C2/F/18) 

 
The word used clearly as kind of account that the respondents 

cannot doing the hearer want, such the utterances “, but it is over 

load and It full passengers there”. 

3) Acceptance of Responsibility 

  The speaker used admission fact to reaction of complaint; it was 

very limited of data to found, such as: 

Admission of Fact 

Yeah…Thank you for your advice. (DCT8/C2/F/13) 
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The respondents used the word “Thank you for your advice” as 

kind of acceptance of responsibility. She/he used soften utterance to 

admission of fact that she/he was fault. 

(1) Ok, I will go away. (DCT8/C2/F/09) 
(2) Well, I will  (DCT8/C2/F/14)  
(3) Ok. (DCT8/C2/F/16) 
(4) Ok Sir. (DCT8/C2/F/17) 

 
By uttering “Ok” the respondents agree to fulfill what the 

hearer wants. 

4) Expression of Appeal 

  The researcher found two kinds of sub-strategy of expression of 

appeal; these are appeal to understanding (utterance reducing severity 

of offence) and appeal to self-control (pulling down the hearer). For 

example: 

(a) Appeal to Understanding 

Ok, but you have to give opportunity to me. You can see, I’m still 
working. Thank you (DCT8/C2/F/10) 

  By uttering “You can see….” The respondents tried to persuade 

the hearer about his/her fault with give understanding about the 

condition. 

(b) Appeal to Self-Control 

(1) Please just keep silent, keep calm and listen my music. 
(DCT8/C2/M/15) 

(2) Ok, Calm down. Don’t be angry I will move on beside you 
(DCT8/C2/M/16) 

(3) Yes, of course, I will move, calm down (DCT8/C2/F/15) 
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  Different with appeal to self control, the respondents used the word 

“keep silent, keep calm….,  Calm down” to puss down the hearer 

fury. It was done to avoid bad reaction too far. 

5) Refusing Responsibility 

  In this data, between denial of responsibility and blame the hearer 

indicated that the speaker (respondent) was angry to the hearer about 

his/her complaint; both of them have very limited data. It could be seen 

in the example below: 

(a) Denial of Responsibility 

Other people just enjoy my song, why you don’t like that? It is 
not yours. (DCT8/C2/F/03) 
 

(b) Blame the Hearer 

Why? Any problem if I stay in front of you? Tell me why then I 
will move behind you. (DCT8/C2/F/11) 
 

Between denial of responsibility and blame the hearer had 

similarity, both of them contain of anger utterances. It was done to 

refusing responsibility about his/her mistake. Such as “why you don’t 

like that? It is not yours, and Why? Any problem if I stay in front of 

you?”. 

6) Concern to the Hearer 

  The writer just found one example of concern to the hearer in 

which saying by male respondent, as follows: 

Am I disturb you sir?  If yes I will move on (DCT8/C2/M/17) 
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By uttering “Am I disturb you sir?” the respondents might be felt 

that he/she made a mistake to the hearer. So, the responded ensure with 

asking this question to the respondents. Usually it was in question 

form. 

7) Emotional Exclamation 

  The data of this strategy was limited, through this data the writer 

found that emotional exclamation accompanied with expression of 

regret, such as: 

(1) Oh sorry, I have disturb you (DCT8/C2/M/06) 
(2) Oh sorry if I makes you fells not good (DCT8/C2/M/07) 

 

 The respondents show off their surprised feeling about the 

condition happened to him/her explicitly. Might be they are reflect used 

the word “Oh”  in their utterances because he/she confused what she/he 

had to talked to. 

 

i. DCT 9 

Context: 

The speaker is an officer of BAA. These day a lot of students who 
take care of the value. At the time of serving the students, his/her 
friends invite to chatting to his/her, and you respond to it because 
they feel bad. While a student repeatedly told you that its value 
does not show up at KHS and he requested information about it. 
The students were upset and expressed complaint (Complaint) by 
saying the following. 

 

Complaint 1: 

 Officer said that: “Why you don’t give attention to me?” 



 

 In chart 9.1, the researcher found 

strategy used by the participants

also involved in this DCT, such 

second highest frequency

frequency. In addi

as acceptance of responsibility (3%)

repair (5%) and emotional exclamation (3%)

The following are the complaint response strategies

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  The writer found that the participant used man expression of regret 

than a request of forgiveness; usually it was accompanied by 

justification expression, for example:

An Expression of Regret

am sorry” in the respondents utterance. It was used as an expression of 

dismay or regret about a violation of another person’s feelings.

(1) Sorry
(2) Yes I am 
(3) I’m sorry

EXPLANATION OR ACCOUNT

ACCEPTANCE OF RESPONSIBILITY

EXPRESSION OF APPEAL

CONCERN TO THE HEARER

OFFER OF REPAIR

EMOTIONAL EXCLAMATION

Chart 9.1 Complaint Response Strategies

chart 9.1, the researcher found IFIDs (35%) as dominant 

by the participants. But, some complaint response strategy 

also involved in this DCT, such as explanation or account (30

second highest frequency, and expression of appeal (23%) as the third 

frequency. In addition, the other strategies have frequency under 10% such 

of responsibility (3%), concern to the hearer (3%), offer of 

repair (5%) and emotional exclamation (3%). The explanation as follow:

The following are the complaint response strategies 

Indonesian EFL learners: 

FIDs (Illocutionary Force Indicating Device) 

The writer found that the participant used man expression of regret 

than a request of forgiveness; usually it was accompanied by 

justification expression, for example: 

Expression of Regret usually had characteristic self such as “

in the respondents utterance. It was used as an expression of 

dismay or regret about a violation of another person’s feelings.

Sorry, this is your score. (DCT9/C1/M/01) 
I am sorry (DCT9/C1/M/03) 

I’m sorry ; I’m talking to my friend (DCT9/C1/F/02)

35%

30%

3%

23%

3%

5%

3%

0% 10% 20% 30%
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IFIDs (35%) as dominant 

. But, some complaint response strategy 

or account (30%) as the 

and expression of appeal (23%) as the third 

tion, the other strategies have frequency under 10% such 

, concern to the hearer (3%), offer of 

. The explanation as follow: 

 

 used by 

The writer found that the participant used man expression of regret 

than a request of forgiveness; usually it was accompanied by 

usually had characteristic self such as “I 

in the respondents utterance. It was used as an expression of 

dismay or regret about a violation of another person’s feelings. 

(DCT9/C1/F/02) 

35%

40%
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(4) I’m sorry  I’m hurry (DCT9/C1/F/20) 
 

2) Explanation or Account 

  In this strategy, the respondents explain their reason to give 

account about the condition, such as: 

(1) Because I’m busy (DCT9/C1/M/04) 
(2) Today, many students which is manage score. (DCT9/C1/F/09) 
(3) My friend asks some important questions to me. So I must 

answer it. (DCT9/C1/M/19) 
(4) This is crowded, may be you can come again tomorrow. 

(DCT9/C1/F/12) 
 

The speaker explain to the hearer why he/she cannot response the 

hearer question, he/she had own reason to answer the hearer 

complaint. Such as by uttering “Because I’m busy”, it contain of 

anger utterance or not depend on the situation above. 

3) Acceptance of Responsibility 

  This data of sub-strategy was very limited. And ‘lack of intent’ as 

the one of example un-intentionally the speaker was doing bad thing to 

the hearer, such as: 

Sorry I don’t have meaning to offish you. (DCT9/C1/M/13) 

By uttering “I don’t have meaning to offish you” the respondent 

tent to give explanation that he/she did not do it intentionally. Usually 

it was signed by sorry.  
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4) Expression of Appeal 

  The writer only one kind of sub-strategy namely appeal to self-

control, all of this example used the word ‘be patient’ to appease the 

hearer, such as: 

(1) I’m sorry, be patient please!! Don’t you know I am talking with 
my friends!! (DCT9/C1/F15) 

(2) Be patient!! (DCT9/C1/F/17) 
(3) Be patient, my friend wants my attention too. (DCT9/C1/M/12) 
(4) Be patient just give me attend it is an important business we have 

done. (DCT9/C1/M/15) 
 
The hearer self-control needed to the respondents in order to avoid 

her/his anger or avoiding bad reaction can happened to him/her. So the 

respondents said “be patient”  to appease the angry response. 

5) Concern to the Hearer 

  The speaker giving attention to the hearer to response of complaint, 

it was only done by male respondent, such as 

Did you check score from the lecturer? (DCT9/C1/M/02) 
 

  The respondents used the word “Did you check score from the 

lecturer?” to asking the hearer information in which reminder her/him 

about the score. It indicated that the speaker concern to the hearer 

about her/his score actually. 

6) Offer of Repair 

  Offer of repair was used by male participant to reaction of 

complaint, he willing help the hearer as the form of responsibility, for 

example:  

(1) Ok I will processing it. Please waiting (DCT9/C1/M/10) 
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(2) Please wait a few minutes, I will check your score in this 
computer. (DCT9/C1/M/16) 
 
The respondents used the word “I will check your score in this 

computer” indicated that he/she was be ready to help her/his as 

reaction to offering the incurred damage. 

7) Emotional Exclamation 

  Emotional exclamation was very limited found in this DCT 

especially first complaint statement. This strategy only used by a 

participant (female respondent 13), as follows: 

Oh really? I am so busy, may be you can come next time. 
(DCT9/C1/F/13) 
  

  By uttering “Oh” the respondents expressed their shocked about 

the condition. The respondents might be not realized that there was 

someone waiting for to get information from him/her.  

 

 Complaint 2: 

Officer said: “Please Sir, can you give me to inform now?” 

 There was only acceptance of responsibility (3%) which is complaint 

response strategies found as the lowest percentage. offer of repair (35%) as 

has the highest frequency than others. The second highest were 

explanation or account and IFIDs (20%). Other complaint response 

strategies were also found, such as emotional exclamation (13%), and 

expression of appeal (10%). 



 

The following are the complaint response strategies used by 

Indonesian EFL learners:

1) IFIDs (Illocutionary Force Indicating

  This sub-

of dismay or regret about a violation of another person’s right or 

damage to another person’s feeling, for example:

(1) Yes I am sorry
(2) Yes I can, 

(DCT9/C2/M/08)
(3) Yes surely. 

(DCT9/C2/F/01)
(4) Well. I am sorry

 

By uttering”

hearer. It was more formal than 

2) Explanation or Account

  The explanation or account strategies were having same percentage 

with IFIDs percentage. There were some explanation utterances which 

were combined to expression of regret, for example:

(1) You may try again tomorrow. 
(DCT9/C2/F/20)

(2) Absolutely, 
must check it first from your lecturer.

EXPLANATION OR ACCOUNT

ACCEPTANCE OF RESPONSIBILITY

EXPRESSION OF APPEAL

EMOTIONAL EXCLAMATION

Chart 9.2 Complaint Response Strategies

The following are the complaint response strategies used by 

Indonesian EFL learners: 

FIDs (Illocutionary Force Indicating Device) 

-strategy was only used by a participant, as an expression 

of dismay or regret about a violation of another person’s right or 

damage to another person’s feeling, for example: 

I am sorry (DCT9/C2/M/03) 
Yes I can, sorry if I don’t pay attention on you
(DCT9/C2/M/08) 
Yes surely. I am sorry if it makes you feel uncomfortable.
(DCT9/C2/F/01) 

I am sorry make you waiting for me (DCT9/C2/F/06)

By uttering”I am sorry” the respondents expressed their regret to the 

hearer. It was more formal than the other sub strategies of IFIDs.

Explanation or Account 

The explanation or account strategies were having same percentage 

with IFIDs percentage. There were some explanation utterances which 

were combined to expression of regret, for example: 

You may try again tomorrow. The system is still in repairing
(DCT9/C2/F/20) 
Absolutely, maybe there is a problem from the input data; you 
must check it first from your lecturer. (DCT9/C2/M/01)

20%
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The following are the complaint response strategies used by 

strategy was only used by a participant, as an expression 

of dismay or regret about a violation of another person’s right or 

if I don’t pay attention on you before 

if it makes you feel uncomfortable. 

(DCT9/C2/F/06) 

the respondents expressed their regret to the 

the other sub strategies of IFIDs. 

The explanation or account strategies were having same percentage 

with IFIDs percentage. There were some explanation utterances which 

The system is still in repairing 

maybe there is a problem from the input data; you 
(DCT9/C2/M/01) 

35%

35% 40%



126 

 

(3) I’m sorry…I still have business with my friend I will help you 
latter. (DCT9/C2/M/15) 

(4) You can visit the website of UMS and san read it and you can go 
away from here now. (DCT9/C2/M/20) 
 

  The respondents are giving the reason why the official is not giving 

service to the student. The respondents explained the real condition 

happened. By uttering “The system is still in repairing, maybe there 

is a problem from the input data; you must check it first from your 

lecturer, etc. 

3) Acceptance of Responsibility 

  The example below include as sub-strategy of acceptance of 

responsibility, namely ‘justify hearer’, such as: 

Ok. But you can wait a moment. (DCT9/C2/F/04) 

Justify the hearer as kind of acceptance of responsibility in which the 

speaker acknowledged his/her mistake. He/she is not said sorry but 

only say “Ok” as the reaction to moving. 

4) Expression of Appeal 

  The participant used they self-control of appeal as the only found 

in this strategy with saying ‘be patient’, it indicated to make the hearer 

calm of speaker’s offense, for example: 

(1) Alright, be patient please. It is so crowded. (DCT9/C2/F/12) 
(2) Ok but I have to fix all students. Be patient!!! (DCT9/C2/M/06) 
(3) Alright Son, be patient, I will check it again!! (DCT9/C2/M/)7) 

 

  The respondents said “be patient”  to appease his/her mistake to 

the hearer. This word give composed effect before continue more 

explanation. 
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5) Offer of Repair 

  The speaker effort to make the hearer become appeases with offer 

to responsibility or promise to doing something for them, for example: 

(1) Yes, I will. Wait a moments, I will give you some information. 
(DCT9/C2/F/11) 

(2) Wait for a minute. I will give the information to you 
(DCT9/C2/F/14) 
The respondents offer of repair to the hearer to face his/her mistake 

with giving reaction to the hearer such the word “I will give you some 

information”. This word indicated that the speaker will doing 

something for the hearer. 

6) Emotional Exclamation 

  Speaker showed his/her complaint response by saying emotional 

exclamation. It was accompanied with expression of regret, for 

example: 

(1) Oh, of course dear! Which one that make you confuse or don’t 
understand?? (DCT9/C2/F/09) 

(2) Oh Ok what should I do now? (DCT9/C2/F/19) 
(3) Oh, Oh yah…yah…yah…what is your…I will give you the 

information. What…what…what should…what can I do for 
you?(DCT9/C2/M/14) 
 
All of the data above used the word “Oh”  to show the surprised 

expression in their response of complaint. Normally, the respondents 

used it in the beginning of their utterances. 

 

 

 



 

SUMMARY 

According to the chart above, there were nine complaint response 

strategies. The coding schema

above were emotional exclamation (8.5%), promise of forbearance (1.0%), 

offer of repair (11.3%), concern to the hearer (1%), 

(6.8%), expression of appeal (9.8%), acceptance responsibility (12.8%), 

account or account (25.3%), and IFIDs (23%). Explanation or account was 

not only the highest but also used in every situation, however in some 

situations, it only was consisted low frequency. The second higher was 

used was IFIDs. In this case IFIDs had little lower than explanation or 

account (23%). But different conditions were showed in promise of 

forbearance and concern to the hearer strategies, both of them u

less by participant; it was very rarely produced by respondents in each 

situation. 
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According to the chart above, there were nine complaint response 

The coding schema on Eslami & Rasekh (2004) mentioned 

above were emotional exclamation (8.5%), promise of forbearance (1.0%), 

offer of repair (11.3%), concern to the hearer (1%), refusing responsibility 

(6.8%), expression of appeal (9.8%), acceptance responsibility (12.8%), 

account or account (25.3%), and IFIDs (23%). Explanation or account was 

not only the highest but also used in every situation, however in some 

ly was consisted low frequency. The second higher was 

used was IFIDs. In this case IFIDs had little lower than explanation or 

account (23%). But different conditions were showed in promise of 

forbearance and concern to the hearer strategies, both of them u

less by participant; it was very rarely produced by respondents in each 
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According to the chart above, there were nine complaint response 

on Eslami & Rasekh (2004) mentioned 

above were emotional exclamation (8.5%), promise of forbearance (1.0%), 

refusing responsibility 

(6.8%), expression of appeal (9.8%), acceptance responsibility (12.8%), 

account or account (25.3%), and IFIDs (23%). Explanation or account was 

not only the highest but also used in every situation, however in some 

ly was consisted low frequency. The second higher was 

used was IFIDs. In this case IFIDs had little lower than explanation or 

account (23%). But different conditions were showed in promise of 

forbearance and concern to the hearer strategies, both of them used very 

less by participant; it was very rarely produced by respondents in each 

23%

25,3%

30%

Chart Total Complaint Response Strategies
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5,8%

6,0% 7,0%

Chart Total Detail Complaint Response 
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The coding schema of complaint response strategies which was 

more frequently used was explanation or account. Explanation or account 

was used the highest to reaction of complaint in situation 6 as big as 6%. It 

was used the least in situation 1-higher (0%) or means there was no 

participant used this strategy. Promise to the hearer also used to those 

situations 1 and 2 in very limited score (0,1%) and (0,8%). The same 

condition also was occurred in concern to the hearer strategy that very 

rarely used by respondents, only in situation 6 (0,8%), situation 8 (0,4%) 

and situation 9 (0,1%). The researcher found that participants used other 

complaint response strategies mostly in all situations was IFIDs. In IFIDs 

strategy, all of situation or DCT used IFIDs. Of these, the highest of IFIDs 

used in situation frequency was situation 8 (4.4%) and the lowest used by 

participants was situation 6 (0.3%). 

 

2. Politeness strategies 

This sub chapter will answer problem statement number 2. This 

discussion of politeness strategies will only address on the politeness used 

in the head act of the complaint responses, while other modification or 

supporting moves were excluded. 

Politeness strategies used by EFL learners are bald on record 

(referred as BOR henceforth), positive politeness (referred as PP 

henceforth), negative politeness (referred ass NP henceforth), and off 

record politeness (referred as OR henceforth). 



 

The researcher will des

participant included the chart, then the researcher also describes the kinds 

of strategies used in each politeness strategies included the example.

a. DCT 1 

Context: 

 The respondent borrowed the digital camera from 
who had just bought. She/he
in the beach. 
the lens cracked. 
 

Complaint 1:

His/her friend said: “I disappointed with you, because you broke 

The participants used three politeness strategies of Brown and 

Levinson (1987): PP (48%), NP (43%), and BOR (10%). OR

used by participant at all (0%).

 

1) Positive Politeness (PP)

PP was used by the participants as the highest percentage (48%). 

However, there were PP strategies used, that were PP 4 (5%), PP 9 

POSITIVE POLITENESS

NEGATIVE POLITENESS

BALD-ON RECORD

The researcher will describe the politeness strategies used by 

participant included the chart, then the researcher also describes the kinds 

of strategies used in each politeness strategies included the example.

The respondent borrowed the digital camera from his/her close 
who had just bought. She/he used the camera to take photograph 

the beach. She/he did not accidentally drop the camera so that 
the lens cracked.  

Complaint 1: 

His/her friend said: “I disappointed with you, because you broke 
my   camera. This is my new camera. I bought it 
yesterday. “ 

 

The participants used three politeness strategies of Brown and 

Levinson (1987): PP (48%), NP (43%), and BOR (10%). OR

used by participant at all (0%). 

Positive Politeness (PP) 

PP was used by the participants as the highest percentage (48%). 

However, there were PP strategies used, that were PP 4 (5%), PP 9 

0% 20% 40% 60%

POSITIVE POLITENESS

NEGATIVE POLITENESS
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cribe the politeness strategies used by 

participant included the chart, then the researcher also describes the kinds 

of strategies used in each politeness strategies included the example. 

his/her close 
photograph 

not accidentally drop the camera so that 

His/her friend said: “I disappointed with you, because you broke  
his is my new camera. I bought it 

The participants used three politeness strategies of Brown and 

Levinson (1987): PP (48%), NP (43%), and BOR (10%). OR was not 

  

PP was used by the participants as the highest percentage (48%). 

However, there were PP strategies used, that were PP 4 (5%), PP 9 
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(5%), PP 10 (68%), PP 11 (5%), and PP 13 (16%). The example of each 

strategy could be seen bellows: 

(a) PP 4 (use in-group identity markers) 

Using this strategy means it is the innumerable ways to 

convey in-group membership, speaker can implicitly the common 

ground with hearer that is carried by definition of the group, for 

example: 

I am sorry friend  this is my fault I will fix it. 
(DCT1/C1/M/09) 

The respondent uses the word “friend”  to soften expression 

of regret. By using the kind of identity marker, it indicates that the 

respondent considers have same status with the hearer. 

(b) PP 10 (offer, promise) 

Offer and promise are the natural outcome of choosing 

positive politeness strategy even if they are false; they demonstrate 

speaker’s good intentions in satisfying hearer’s positive wants, for 

example: 

(1) Oh…I’m so sorry. I didn’t want to do it. I’m sorry I promise 
I will repair it.  (DCT1/C1/M/10) 

(2) Oh, I’m sorry. It was accidentally. If you want, may I 
change your camera with the new? (DCT1/C1/F/12) 

(3) I’m sorry I’m not intend. I will change your camera with 
new camera. (DCT1/C1/M/13) 

(4) I’m so sorry I don’t try to broken your camera. I promise I 
will repair your ne camera soon. (DCT1/C1/F/19) 
 
The characteristics of PP number 10 are containing of offer 

and promise like the example above, the first is “I promise I will 
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repair it” it was as kind of promise, then the second is “may I 

change your camera with the new?” the respondent tried to 

satisfy the addressee by offering those change. 

(c) PP 13 (give or ask for reason) 

 By including hearer thus in his practical reasoning, and 

assuming reflexivity (hearer want a speaker’s want), hearer is 

thereby led to see the reasonableness of speaker’s FTA (or so 

speaker hopes), for example: 

(1) I am sorry because that is an accident and I have no plan 
for it. Ok I will buy a new camera for you same as yours. 
(DCT1/C1/M/01) 

(2) I’m so sorry my friend shocked me from the back. 
(DCT1/C1/F/02) 

(3) Oh, I’m so sorry. It is not on my control which makes 
your camera is broken now. (DCT1/C1/M/07) 
 
By uttering the word “because” the respondents give 

reasoning for the hearer about the accident. But there were 

utterances which are not used the word “because” such as “my 

friend shocked me from the back” in this word also includes as 

PP 10 because give explanation about the chronology accidents can 

happened. 

2) Negative Politeness (NP) 

NP was only used in one strategy that is ‘apologize’. By 

apologizing for doing FTA, the speaker can indicate his/her reluctance 

to impinge on hearer’s negative face and thereby partially redress that 

impingement, as follows: 

(1) I’m sorry, forgive me bro. (DCT1/C1/M/04) 
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(2) Oh, I’m sorry , I didn’t mean to do that it is an accident 
(DCT1/C1/M/06) 

(3) I am sorry. (DCT1/C1/F/09) 
 
Here, the respondents used NP 6 those are apologizing type, by 

uttering the word “I am sorry”, the respondents directly acknowledge 

the speaker’s discomfort and potential restriction. 

3) BOR (bald-on record) 

The last politeness strategy used by participants was BOR. For 

example: 

(1) Be patient!!! (DCT1/C1/M/02) 
(2) I don’t care. It is your camera not my camera. If your camera is 

broken, I don’t care anymore, it is your business not my 
business. (DCT1/C1/F/04) 

The respondents used the word “Be patient” and “I don’t care 

anymore” indicated that give advice to be patient about the condition 

and the second consider to warning that the respondents did not care 

about this accident. 

 

Complaint 2: 

His/her friend said: “What’s with my camera?” 

The most politeness strategies used by participant is PP (48%). In 

addition, the other strategies also used included BOR (3%), BOR (18%), 

and NP (33%). 

 



 

1) Politeness Strategy (PP)

The highest used of politeness strategies was PP. 

used this strategy in various. There wer

PP 4 (5%), PP 10 (37%) and PP 13 (58%), as follows:

(a) PP 4 (use in

S is using innumerable ways to conveys in

These include in

dialect, of jargon or slang, and of ellipsis, for example:

Something happened although we don’t want it happened 
friend,
 
In this case, the respondents used the word 

his identity markers

hearer has intimate status.

(b) PP 10 (Of

This strategy is used to obtain H’s want by promising or 

offering. For example:

(1) I am sorry; I broke your lens camera. I am 
will repair it. If it can’t be repaired. I will cha nge it with 
new ones.

(2) When I want take a picture, my friend push me down. 
promise, I will repair this or buy a new one. Ok.
(DCT1/C2/M/15)

POSITIVE POLITENESS

NEGATIVE POLITENESS

BALD-ON RECORD

OFF RECORD

Politeness Strategy (PP) 

The highest used of politeness strategies was PP. The 

used this strategy in various. There were three PP strategies, that were 

PP 4 (5%), PP 10 (37%) and PP 13 (58%), as follows: 

PP 4 (use in-group identity markers) 

S is using innumerable ways to conveys in-group membership. 

These include in-group usages of address forms, of language or 

dialect, of jargon or slang, and of ellipsis, for example: 

Something happened although we don’t want it happened 
friend, so don’t annoying me. (DCT1/C2/M/20) 

In this case, the respondents used the word “friend”

his identity markers. It indicated that between the speaker and the 

hearer has intimate status. 

PP 10 (Offer or promise) 

This strategy is used to obtain H’s want by promising or 

offering. For example: 

I am sorry; I broke your lens camera. I am so sorry. I promise I 
will repair it. If it can’t be repaired. I will cha nge it with 

ones. (DCT1/C1/F/04) 
When I want take a picture, my friend push me down. 
promise, I will repair this or buy a new one. Ok.
(DCT1/C2/M/15) 

0% 10% 20% 30% 40% 50%

POSITIVE POLITENESS

NEGATIVE POLITENESS

ON RECORD

OFF RECORD

48%

33%

18%

3%

Chart 1.2 Politeness Strategies

135 

 

The participant 

e three PP strategies, that were 

group membership. 

roup usages of address forms, of language or 

Something happened although we don’t want it happened 

“friend”  to express 

. It indicated that between the speaker and the 

This strategy is used to obtain H’s want by promising or 

I promise I 
will repair it. If it can’t be repaired. I will cha nge it with 

When I want take a picture, my friend push me down. I 
promise, I will repair this or buy a new one. Ok. 
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(3) I’m sorry friend I have fallen your camera until broke I will 
change your camera with new camera, forgive me. 
(DCT1/C1/M/13) 
 

All of the utterance above included as promises expression 

because contains of the word “promise” there, for example “I 

promise I will repair it. If it can’t be repaired. I will change it 

with new”.  

(c) PP 13 (Give or ask reason) 

S gives reasons to include H in activity by giving reason as to 

why he wants what he wants, as follows: 

(1) I’m sorry I dropped it intentionally because you know I had to 
take care my sister too. (DCT1/C1/F/20) 

(2) Emmm….there…there is something wrong. It because I broke 
it yesterday. It’s outside of my control. (DCT1/C1/F/13) 

(3) I am sorry because yesterday when I used your camera, 
suddenly the camera belt was break. (DCT1/C1/M/01) 
 
The respondents give the reason when respond complaint 

utterances with say “because…”. The respondents give reason as 

to why they want what they want. 

2) Negative Politeness (NP) 

Participants only use politeness strategy in NP no 6 that is 

apologizing. It means S can indicate his reluctance to impinge of H’s 

negative face and thereby partially redress that the impingement by 

giving apologize, such as: 

(1) I am sorry. Your camera is broke. (DCT1/C2/F/09) 
(2) Sorry, I don’t know if it is broken. (DCT1/C2/F/07) 
(3) I’m begging you, forgive me! (DCT1/C2/M/12) 
(4) I broke it, I’m sorry  (DCT1/C2/M/08) 
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By uttering “I’m sorry” , the respondents directly acknowledge the 

speaker’s discomfort and potential restriction. 

3) BOR (Bald-on record) 

Next, the BOR used by participant such as,I don’t know  

(DCT1/C2/M/04) 

By uttering the word “I don’t know ” the respondents explain that 

she was evasive about the accidents happened because of her. 

4) OR (offer record) 

As for offer record politeness, it was used by participant in the less 

percentage, and then there was only found one number, namely 

‘rhetorical question’ for example: 

I don’t know, is it broke? (DCT1/C2/M/17) 

By uttering the word “is it broke?” the respondents doubt that the 

less really broken or not. He was confused to responsible of it. 

 

b. DCT 2 

Context: 

This morning the respondent borrows his/her sister motorcycle 
to visit his/her friend home. His/her sister said that the 
motorcycles will use to lecture at 2 pm. She/he promised to 
return the motorcycle immediately. When his/her sister are 
ready to leave college brother, it turns out she/he were late, and 
say that she/he forget if the bike will be used for college.  
 

 
 

 Complaint 1: 

His/her sister said: “Oh My God! You came late, now I think I will be 
late to go to school.” 



 

 
In this chart 2.1, participants only used three politeness strategies 

such as, BOR (8%), NP (25%), and PP (68%).

 

1) Politeness Strategy (PP)

In the chart 2.1, the writer found PP in various strategy, those 

are PP 4 (22%), PP 6 (4%), PP 10 (22%), 

following are more explanations each strategy, as follows:

(a) PP 4 (use

These include in

language or dialect, of jargon or slang, of ellipsis, for example

(1) Sorry 
apologize.

(2) Sorry
2 p.m. (DCT2/C1/F/01)

(3) Hii….sorry 
to drive it faster. But there is traffic j
 
By using kind of identity marker such as “

lovely Sister

respondent and the hearer has

respondent’s 

(b) PP 6 (avoid disagreement)

POSITIVE POLITENESS

NEGATIVE POLITENESS

BALD-ON RECORD

In this chart 2.1, participants only used three politeness strategies 

such as, BOR (8%), NP (25%), and PP (68%). 

Politeness Strategy (PP) 

In the chart 2.1, the writer found PP in various strategy, those 

are PP 4 (22%), PP 6 (4%), PP 10 (22%), and PP 13 (52%). The 

following are more explanations each strategy, as follows: 

PP 4 (use-in group identity markers) 

These include in-group usages of address forms, of 

language or dialect, of jargon or slang, of ellipsis, for example

Sorry my brother I forgot to give back your motorcycle, I 
apologize. (DCT2/C1/M/01) 
Sorry, my beloved brother. I forget that you have a lecturer at 
2 p.m. (DCT2/C1/F/01) 
Hii….sorry my lovely Sister. Sorry…really, really sorry. I try 
to drive it faster. But there is traffic jam. (DCT2/C1/F/13)

By using kind of identity marker such as “my brother

lovely Sister”, etc the respondents aware that between the 

respondent and the hearer has different status. It also as 

respondent’s effort to soften when answers the complaint.

PP 6 (avoid disagreement) 
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POSITIVE POLITENESS

NEGATIVE POLITENESS
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68%
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In this chart 2.1, participants only used three politeness strategies 

 

In the chart 2.1, the writer found PP in various strategy, those 

and PP 13 (52%). The 

group usages of address forms, of 

language or dialect, of jargon or slang, of ellipsis, for example 

forgot to give back your motorcycle, I 

. I forget that you have a lecturer at 

. Sorry…really, really sorry. I try 
(DCT2/C1/F/13) 

my brother”, “my 

that between the 

different status. It also as the 

complaint. 
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Avoiding disagreement is the desire to agree or appear to 

agree with hearer leads also to mechanisms for pretending to agree. 

For example: 

Usually I never come late right, don’t cry yaa. 
(DCT2/C1/M/20) 
 
The respondents do not explicitly disagree with the hearer. 

By uttering “Usually I never come late right” in responses, the 

respondents appear to hide disagreement with speaker. 

 
(c) PP 10 (offer, promise) 

Offers and promise are the natural outcome of choosing 

positive politeness strategy even if they are false, as follow: 

(1) I’m sorry brother. I’m forget what should I do?? I will 
accompany you to go to campus now. I’m sorry I promise I 
never do it again. (DCT2/C1/F/10) 

(2) Oh, I’m sorry my brother. I’m forget about it. Let me pick you 
to school now. (DCT2/C1/M/07) 

(3) Oh…no…. I forgot it. I will not repeat this. (DCT2/C1/F/05) 
 

The respondents express the offering to help the hearer 

difficulty because the speaker’s fault. By uttering “ I will 

accompany you to go to campus now. I’m sorry I promise I 

never do it again” the respondents tried to appease his/her 

mistake. 

(d) PP 13 (give or ask reason) 

S gives reasons to include H in activity by giving reason as to 

why he wants what he wants, such as: 

(1) I’m very busy. I have an extracurricular. (DCT2/C1/M/06) 
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(2) I’m so sorry I have trouble at the street (DCT2/C1/F/19) 
(3) I’m sorry bro, that was there long traffic jam 

(DCT2/C1/F/17) 
All of the bold words above are included as PP no 13 in which 

give reason to the hearer, such as “I’m very busy. I have an 

extracurricular .” In this response, the respondent cannot do what 

the hearer wants. 

2) Negative Politeness (NP) 

The writer only found NP no 3 (10%) and NP 6 (90%). That is ‘be 

pessimistic’ gives redress to hearer’s negative face by explicitly 

expressing doubt that the conditions for the appropriateness of 

speaker’s speech act obtain, for example 

(a) NP 3 (be pessimistic) 

Oh my God I think you can join the college in the next hour 
or the next season of that college 9DCT2/C1/M/14) 
 
By uttering the word “I think…” the respondents gives 

explicitly expressing doubt about the condition. 

(b) NP 6 (apologize) 

S can indicate his reluctance on H’s negative face and thereby 

partially redress that impingement by giving apologize. For 

example: 

(1) Sorry, it’s my fault (DCT2/C1/M/12) 
(2) I’m sorry  my brother, I forgot it. (DCT2/C1/M/18) 
(3) I’m sorry  Bro, your motor is broken so I have to go to repair it. 

(DCT2/C1/F/18) 
 
The respondent used the word “I’m sorry”  to recognize 

his/her fault. 


