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ABSTRACT: This study investigates the level of politeness in the workplace during the 
COVID-19 pandemic by using the speech acts of request, apology and compliment in 
English. The organization that is subject to research is University American College 
Skopje - a private higher-education institution in the Republic of North Macedonia. 
Organizational communication is essential for the performance of and within one or-
ganization and is a crucial part of employees’ motivation, employees’ retention, pos-
itiƑe peũfoũm7nce 7nd positiƑe in7nci7l outcomes of the oũg7niz7tion. On the otheũ 
hand, being polite in the workplace and following proper workplace etiquette can help 
managers and workers function as a unit. Hence, as language is the main tool of com-
munic7tion, its efectiƑeness is 7n7lƘzed 7nd deteũmined thũough l7ngu7ge 7n7lƘsis 
done on the use of three speech acts: request, apology and compliment, which are 
considered to be most commonly used in an organizational setting. 

The research is conducted with participants who hold administrative and managerial 
positions 7t АACS. TheƘ 7ũe inƑited to electũonic7llƘ ũespond to siƗ difeũent situ7-
tions, which ask them to use the speech acts that are subject to this research: once in a 
conversation with their fellow colleague on the same level, and then when conversing 
with their superior - for the administrative positions, and with their subordinate – for 
the management-positioned respondents. The situations given in the questionnaire 
are constructed to seem natural for the respondents’ particular working environment. 

For better communication to be achieved, normal circumstances in life and business 
always recommend using polite language, but the new COVID-19 pandemic, with its 
urge for physical distancing and isolation, calls for mandatory politeness, to ensure 
people’s mental wellbeing and successful organizational communication. 
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The research shows that, in this pandemic, when communicating through the three 
speech acts, the UACS employees are highly polite in their organizational communi-
cation. 

KEYWORDS: politeness, workplace, pandemic, speech acts, organizational communication, 
UACS case study

INTRODUCTION 

Over the past several years, the interest 
in the process of internal communication 
within an organization has increased due 
to the importance of this process and its 
efect on the oƑeũ7ll oũg7niz7tion7l peũ-
formance. Organizational communica-
tion has been connected to many positive 
outcomes, such as: employee job satis-
f7ction, efectiƑe d7ilƘ opeũ7tions, in7n-
cial success of the organization and many 
more. 

Оhen spe7king 7bout efectiƑe oũg7niz7-
tion7l communic7tion, the iũst thing to 
look at is the language used in the pro-
cess. Language analysis can give infor-
mation about the tone of the communi-
cation, how the language is used, what 
is used to communicate, and more. This 
type of language analysis can be done us-
ing the speech act theory which will fur-
theũ help inƑestig7te the efectiƑeness of 
a particular communication practice. The 
efectiƑeness c7n be inƑestig7ted fũom 
several aspects, one of which is the use of 
the politeness strategies. This research 
will focus on the use of politeness strat-
egies with the speech acts of requests, 
apologies and compliments, as one of the 
mostly used speech acts in organization-
al communication. 

Searle (1976) maintains that requests, as 
speech acts, belong to the group of di-
rectives and are used when the speaker 
wishes to encourage the listener to per-
form some action. When a speaker is us-
ing the speech act of request, he/she has 
to use adequate vocabulary and strategy 
so that the listener is easily persuaded to 
do the action in question. In this paper, 

the speech act of request will be analyzed 
as used in upward, downward and hori-
zontal communication. 

The second speech act to be described 
and analyzed is the speech act of apolo-
gy. This speech act belongs to the group 
of expressives (Searle, 1976) and, when 
used, expresses regret for a certain ac-
tion. Theũe 7ũe difeũent stũ7tegies of us-
ing this speech act, which will be further 
discussed in this paper. The direction of 
using the language to apologize, which 
will be analyzed, is in upward, downward 
and horizontal communication. 

The last speech act to be analyzed is the 
speech act of compliment. Compliments 
are essential in the process of employee 
motivation and are mainly used to give 
credit for someone’s abilities and quali-
ties; therefore, it is important to see how 
they are used within one organization. 
Compliments belong to the group of ex-
pressives (Searle, 1976) and, as speech 
acts that act as a politeness strategy, are 
fund7ment7l in inƑestig7ting the efec-
tiveness of the communication process 
within one organization. 

Aiming to achieve its purpose, the paper 
will try to answer to three research ques-
tions: 

RQ1: Which directness strategy is applied 
when using the speech acts of request, apol-
ogy, and compliment in upward, downward 
and horizontal communication?

yxˑ: Оh7t 7ũe the difeũences 7nd/oũ sim-
ilarities when using the speech acts of re-
quest, apology and compliment between 
the management and administration rep-
resentatives? 
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yx˒: Оh7t is the oƑeũ7ll efectiƑeness of the 
organizational communication at UACS 
seen from the perspective of management 
and administration level? 

MATERIALS AND METHODS

MATERIALS 

There has been an increasing interest in 
researching the internal organizational 
discouũse, its impoũt7nce 7nd its efect 
on the employees’ and organizational 
performance. Researchers have focused 
their interest on the core means of com-
munication - the language and its func-
tions in the communication process, as 
well as the theory of speech acts. How-
ever, it appears that there is limited data 
on the efectiƑe use of the speech 7cts in 
organizational setting. 

The speech act theory originates from 
philosophy and deals with the intention 
of the speaker as well as the relation be-
tween utterances. It implies that the lin-
guistic analysis of text/utterance is the 
core function of interpreting utterances, 
and focuses on linguistic competence as a 
condition for successful performance of a 
speech act. 

Austin ̛ː˘˕ˑ̜ cl7ssiied the illocution7ũƘ 
7cts in iƑe cl7sses: ƑeũdictiƑes ̛include 
acts of giving verdict such as reckoning, 
diagnosing, assessing), exercitives (in-
clude acts of exerting power, rights or in-
luence, such 7s 7ppointing, Ƒoting, oũ-
dering, warning), commissives (include 
acts that commit the speaker to doing 
something such as promising, consent-
ing, opposing), behabitives (include acts 
that clarify reasons, arguments, such as 
denying, stating, describing), exposi-
tives (include acts related to attitudes 
and social behavior, such as apologiz-
ing, congratulating, thanking). Austin’s 
theory was further developed by Searle 
(1976) who focused on the illocutionary 
speech acts. His categorization is based 

on particular principles that distinguish 
the acts from one another.

Bach (2008) argues that there should be 
a distinction between the linguistic or 
the semantic meaning of the word, and 
the pragmatic meaning that the word 
has when uttered in a particular context. 
The study of pragmatics concerns itself 
with the “acts of using language”, which 
should be separated from the study of 
semantics that is concerned with the 
linguistic meaning of the language. The 
meaning of the words can be semantical-
lƘ difeũent 7nd ƒhen utteũed bƘ 7 spe7k-
er in a certain context. For example, one 
can give thanks by using the words ‘thank 
you’, or by saying ‘I am really appreciative 
of your help yesterday’. Either way, the at-
titude of giving thanks is expressed.

In a close relation to the essence of the 
speech act theory is the notion of prag-
matic competence as part of the study 
of pragmatics. Pragmatic competence is 
linked to the ability to recognize the par-
ticular speech act and respond accord-
inglƘ, theũefoũe communic7te efectiƑe-
ly. Pragmatics, as an area of study, deals 
with the meaning of words and utteranc-
es that go beyond their linguistic mean-
ing or the meaning found in the diction-
7ũies. Moũe speciic7llƘ, it eƗpl7ins ƒh7t 
one word or utterance means based on 
the norms of one society or the particu-
lar context in which the interaction hap-
pens. Thus, good knowledge of the norms 
of the society or the context in which the 
conversation happens helps the speaker 
to communic7te efectiƑelƘ 7s ƒell 7s to 
efectiƑelƘ ũecognize the mess7ge coming 
from the other interlocutor (Yule, 1996, 
cited in Vaneva and Ivanovska, 2018).

THE SPEECH ACT OF REQUESTING 

Al-Nayli (2017) claims that the speech 
act of request is among the most investi-
gated features of the language, and it be-
longs to the speech act of directives. The 
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7ct of ũeŨuest is 7lƒ7Ƙs beneici7l foũ the 
one who is requesting it or for the speak-
er. It can be expressed directly or indi-
rectly. With direct requests, the listener 
is clearly given the role of the action doer 
(e.g., You need to inish th7t ũepoũt bƘ to-
morrow morning.), whereas with indirect 
requests the role of an action doer has not 
been clearly assigned and therefore it is 
left to the listener to understand the hint 
and do what is asked (e.g., The data in this 
report is not correct.). When the request-
er chooses to make a direct request, he/
she will use a performative or imperative 
form, thus he/she will issue an order. The 
requester may choose to use modal verbs 
which will weaken the strength of the or-
der; however, it will still remain to be an 
order. When making a direct request, the 
listener may interpret it as a violation of 
their freedom of action or even as a pow-
er play. If the speaker wants to avoid this 
kind of interpretation of the speech act, 
he/she may resort to making an indirect 
request. 

In their study, Blum Kulka and Olshtain 
(1984) elaborate on strategies of making 
ũeŨuests b7sed on difeũent 7spects. One 
aspect is from the point of directness or 
indirectness. Namely, they distinguish 
the following strategies:

The most direct or explicit requests that 
are in the form of imperatives: 

e.g., “Clean the kitchen!”

The conventionally indirect level or, 
in other words, these are requests 
that have given preconditions for its 
performance: 

e.g., “Оould Ƙou mind inishing th7t foũ 
me?”

The non-conventional indirect level, 
open-ended strategies or hints:

e.g., “Why is the window open?”

Blum-Kulka further elaborates on the 
linguistic forms with which the act of 

requests can be made and these are as 
follows: 

1. Declaratives can be used with any 
speech 7ct. Speciic7llƘ, in this c7se, 
the declaratives can be used to make a 
request as in the following examples: 

e.g., I think you have forgotten to open 
the ƒindoƒ in mƘ oice.

As mentioned before, the declara-
tives can be used with modal verbs 
or semi-modal verbs to express re-
quests, which will down tone the 
strength of the request in terms of 
giving an order.

2. Imperatives are used to make requests 
when the request needs to be under-
stood as an order. Unless the speaker 
wants to sound kinder when giving 
the order, he/she can add ‘please’ to 
the request. 

e.g., 1 Come to the meeting to take notes.

e.g., 2 Please come to the meeting to 
take notes. 

3. Interrogatives are used to make re-
quests with yes/no questions or with 
conditional interrogatives. They can 
be also used as down graders to the 
imposition that the speech act of re-
quest invokes. 

e.g., Do you mind taking this assign-
ment from Ana? 

Would you take this assignment from 
Ana if I asked you?

The study of Yunus and Thuruvan (2017) 
dealt with the speech act of request in a 
classroom setting, among students and 
teachers, aiming to show who is us-
ing direct/indirect requests, when and 
with whom. It showed that students are 
less polite when requesting something 
from their fellow students and more po-
lite when requesting something from 
the teacher, and, on the other hand, the 
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teacher uses less polite requests when 
requesting something from the students. 
This result shows that the ones who are 
in the upper hierarchical level are more 
prone to using direct requests or less po-
lite requests. If this result was to be ap-
plied in an organizational setting, the 
employees would be using less polite 
requests to their fellow employees and 
more polite or indirect requests to their 
superiors, and the superiors would be us-
ing direct requests to their subordinates. 

However, it is legitimate to consider the 
idea that even when superiors are re-
questing something from their subordi-
nates, they should use polite requests in 
order to maintain the enthusiasm of the 
subordinate and to avoid any demoti-
vation. In their study, Clark and Schunk 
(1980) have elaborated on indirect or 
polite requests, and have distinguished 
several categories of polite requests, ac-
cording to their level of politeness. The 
categories are as follows:

 x Peũmission – M7Ƙ I 7sk Ƙou to inish 
this by noon? 

Here the requester is basically asking 
permission from the requestee to allow 
him/her to ask something from them, 
which grants a certain power to the re-
questee. This type of request is one of the 
politest ones 7nd it beneits the ũeŨues-
tee. 

 x Imposition – Оould Ƙou mind inish-
ing this report by noon?

In this case, the requester admits that he/
she imposes when requesting something. 
This type of request is relatively polite 
7nd beneits the ũeŨuestee. 

 x Ability – C7n Ƙou inish this ũepoũt bƘ 
noon? 

Here the requester is asking for the abili-
ty of the requestee if he/she is able to do a 
certain action. This allows the requestee 
to avoid this action due to their inability 

to do it, but at the same time it may imply 
that the requester is not completely sure 
of their ability to do the requested action. 
This type of request is considered to be as 
polite as the previous two.

 x Memory – Have I already asked you to 
do this report? 

This request expresses subtle demand 
when something has been asked from the 
requestee and it hasn’t been done yet, so 
the requester would kindly remind them 
bƘ ũelecting on memoũƘ. This tƘpe of ũe-
quest is considered to be less polite than 
the iũst thũee. 

 x Commitment – Оill Ƙou inish this ũe-
port by noon? 

This request is asking for commitment 
from the requestee. By obligating himself/
herself to do the requested action, the re-
questee is granting power to the requester 
later to demand the completion of their 
obligation. It is considered to be less po-
lite than the others. 

 x Obligation – Shouldn’t Ƙou inish this 
report by noon? 

This type of request is the least polite of 
all. The requester is asking the reques-
tee whether he/she is under obligation 
to do a certain action. By using the modal 
‘shouldn’t’, the requester is implying that 
the requestee has failed in doing the ac-
tion in question, i.e., their obligation.

Another aspect they use to look into the 
strategies for making requests is the 
so-called strategy ‘point of view’ that 
Blum-Kulka and Olshtain (1984) elabo-
rate in their study. Having in mind that in 
each request there is a requester, reques-
tee and the action requested to be done, 
the ũeŨuesteũ c7n emph7size 7 difeũent 
element of his request and by that manip-
ulate the directness of the request. As per 
this distinction, there are four categories 
of requests: 

Hearer-oriented – e.g. Could Ƙou inish 
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that report by noon? 

Speaker-oriented – e.g. Could I have that 
inished bƘ noon? 

Speaker- and hearer-oriented – e.g. 
Could ƒe h7Ƒe th7t inished bƘ noon? 

Impersonal – e.g. Could this be inished bƘ 
noon? 

The Speech Act of Apology 

Aydin (2013) researched the speech act 
of apology from a point of directness. In 
this term, apologies can be either direct 
or indirect. Direct apologies are explicit 
expressions that convey meaning of hav-
ing regrets about something. These apol-
ogies would normally contain the phras-
es “be sorry”, “apologize”, “excuse”. 
On the other hand, indirect apologies are 
not expressed that explicitly but rather 
in the form of explanations, acknowl-
edgement of culp7bilitƘ; ofeũ to m7ke 
amends, or a promise to behave well. The 
indirect apologies are considered to be 
more polite than the direct ones; how-
ever, in some situations, these apologies 
can lead to ambiguity. Whenever using 
either strategy for apology, it is impor-
tant for the speaker to be aware of the 
cultuũe, pũoile of the ũeceiƑeũ 7nd the 
speaker-receiver mutual relationships, 
so th7t the 7pologƘ is efectiƑe 7nd un-
derstood in the intended manner. When 
apologizing, the speaker chooses the in-
tensity of the apology. So, they can use 
adverbs to intensify the apology, such as: 
“I am very deeply sorry”, therefore trying 
to maximize the regret that the wrong 
doer is feeling. Or, to the contrary, if the 
speaker is apologizing as a formality but 
not feeling it, then he would say as little 
as possible to express the regret. This can 
be done by minimizing the regret, or the 
ofence, oũ ũejecting the ũesponsibilitƘ 
completely. Having said that, according 
to Cohen and Olshtain, 1983 (cited in Ay-
din, ˑˏː˒̜, theũe 7ũe iƑe 7pologƘ stũ7te-
gies that go from the most direct or ex-

plicit to the most indirect one. The strat-
egies are as follows: 

 x Direct apology – includes the verbs 
such as soũũƘ, eƗcuse, foũgiƑe;

 x EƗpl7n7tion: nonspeciic eƗpl7n7tion 
(e.g., There has been a lot going on in 
my life̜, oũ speciic eƗpl7n7tion ̛e.g., 
I could not catch the bus);

 x Responsibility – implicit respon-
sibility (e.g., I was sure I did it right), 
lack of intent (e.g., I did not mean to), 
self-deiciencƘ ̛e.g., How could I be so 
blind), self-blame (e.g., It’s my fault);

 x yep7iũ – unspeciied ̛e.g., How can I 
iƗ th7t?̜, oũ speciied ̛e.g., Let me buy 
a new one for you);

 x Promise of forbearance – (e.g., It 
won’t happen again). 

The Speech Act of Compliment

As speech acts, compliments belong to 
Searle’s (1976) group of expressives. The 
purpose of the given compliment can be 
difeũent depending on the ũe7sons be-
hind the speaker’s agenda. In Duan’s 
study (2011), several purposes are men-
tioned that the compliments as speech 
acts serve. They can be used to start a 
conversation, to break the ice in an un-
comfortable situation, to praise someone 
for their professional or private quali-
ties, or to simply keep solidarity between 
people. When speaking about speech acts 
in organizational communication, it is 
inevitable to mention the motivation 
purpose of the compliments, especially 
when given from superior to subordinate. 
However, it is important that the compli-
ments are given to the right person and 
at the right moment, in order to avoid 
7nƘ neg7tiƑe efect th7t c7n inluence the 
performance of the person that is being 
complimented to.

Farenkia (2012) argues there are three 
strategies to express compliments:  
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direct compliments, indirect compli-
ments and compliments with external 
modiic7tion. ”iũect compliments 7ũe 
expressed in an unambiguous or explicit 
manner with positive note, expressed di-
rectly to the addressee. Indirect compli-
ments are expressed in a more ambiguous 
way that requires certain level of suppo-
sition by the addressee in order to get the 
intended meaning of the compliment. In-
direct compliments can also be expressed 
to an addressee that is connected to the 
person to whom the compliment is giv-
en. (e.g., Your little boy is cute). The third 
stũ7tegƘ, eƗteũn7l modiic7tion, ũefeũs to 
the acts that are said before or after the 
direct compliments, serving a purpose of 
intensifying or mitigating. (e.g., Hi, I am 
Ana and I loved your book). As per Faren-
ki7’s indings, the most commonlƘ used 
compliment strategy is direct compli-
ments. When seen from organization-
al communication perspective, same as 
with all the other speech acts, it is most 
beneici7l ƒhen using diũect stũ7tegies to 
communicate a certain message so that 
the 7ddũessee c7n beneit fũom the mes-
sage given to them. 

Another categorization of compliments 
is the one on simple and complex com-
pliments made in Solodka and Perea’s 
study (2018). According to this study, 
simple compliments are expressions that 
consist of one sentence or a single com-
pliment (e.g., “Well done!”) that creates 
the whole meaning of the compliment. 
On the other hand, complex compliments 
consist of more than one sentence, and 
there is more than one word that creates 
the meaning (e.g., “I am so happy to have 
an amazing employee like you. I saw the 
presentation, it was outstanding!”).

METHODS 

This paper is designed as a case study, 
conducted at University American Col-
lege Skopje (UACS), North Macedonia. As 

a method, the case study allows in-depth 
exploration of a certain phenomenon in a 
given context (Harrison et al. 2017), such 
as the case of UACS, where the language 
in a form of particular speech acts is in-
vestigated within the process of organi-
zational communication. With the case 
study method, the researcher collects 
qualitative data from one chosen unit on 
a certain topic, which is later subject to 
7n7lƘsis. The unit of 7n7lƘsis ƒill deine 
the case, and this can be community, or-
ganization, counties, particular groups, 
and others (Tellis, 1997). Further, within 
the unit, the researcher will take a repre-
sentative sample that will provide quali-
tative data on the given subject. The qual-
itative data that is collected during the 
research can lead to results which show 
“an in-depth understanding of behav-
iors, processes, practices, and relation-
ships in context” (Harrison et al., 2017). 

In terms of the approach, the case study 
can be exploratory, explanatory and de-
scriptive. This research was exploratory 
by approach, as its goal was to explore 
the language that is used within one or-
ganization through particular speech 
acts used in particular situations. In this 
research, qualitative methods were ap-
plied, and collected data was analyzed 
according to previously set parameters. 

The technique used for this research is 
questionnaire. The target groups are re-
spondents from the management struc-
ture and representatives of the admin-
istration. A situational questionnaire 
in English language was built for each 
group with open-ended questions to pro-
vide qualitative data. The questionnaires 
consist of two situations for each speech 
act; one in horizontal communication 
and another one in upward or downward 
communication respectively. 

The questionnaire was sent to 6 repre-
sentatives of the management and 11 rep-
resentatives of the administration. We re-
ceived feedback from all 6 management 



representatives, and from 5 adminis-
tration employees, therefore this was 
the in7l s7mple th7t pũoƑided d7t7 foũ 
analysis in this research. The respond-
ents were informed about the goal of the 
research and were invited to participate 
voluntarily and anonymously.

The collected data was analyzed and de-
scribed by using tables, charts, numbers 
and percentages, as well as textual anal-
ysis complementing the numbers, tables 
and charts.

RESULTS

This segment of the study presents the 
indings of the Ũuestionn7iũe ƒith ũe-
gards to three research questions: 

RQ1: Which directness strategy is applied 
when using the speech acts of requests, 
apologies, and compliments in upward, 
downward and horizontal communication?

yxˑ: Оh7t 7ũe the difeũences oũ simil7ũi-
ties when using the speech acts of requests, 
apologies and compliments between the 
management and administration repre-
sentatives? 

yx˒: Оh7t is the oƑeũ7ll efectiƑeness of the 
organizational communication at UACS 
seen from the perspective of management 
and administration level? 

The qualitative data gathered from 11 
participants’ responses to the question-
naire was analyzed by means of descrip-
tive statistics and is presented in this 
chapter. 

DEMOGRAPHIC DATA 

The participants that provided their re-
sponses are all employees at UACS. One 
group of them belongs to the administra-
tion section and the other group belongs 
to the management. Both males and fe-
m7les 7t difeũent 7ge ƒeũe included in 
the research. The complete demographic 
data is presented in Table 1 below. 

Hence, 54.55% of the participants were 
females and 45.45% were males. Out of 
the 11 participants who provided their re-
sponses, 54.55% belong to the manage-
ment group, and 45.45% belong to the 
administration group. 

DIRECTNESS STRATEGY USED IN UPWARD, 
DOWNWARD AND HORIZONTAL 
COMMUNICATION, WHEN USING 
THE SPEECH ACTS OF REQUEST, 
APOLOGY AND COMPLIMENT AT UACS

This section presents the results of the 
Ũuestionn7iũe ƒith ũeg7ũds to the iũst 
research question: Which directness strat-
egy is applied when using the speech acts 
of requests, apologies, and compliments 
in upward, downward and horizontal  

Table 1 
Demographic data 

No. Items Number Percentage

1. Gender 

Female 6 54.55%

Male 5 45.45%

2. Hierarchy level 

Management 6 54.55%

Administration 5 45.45%



communication? Since the directness 
strategy of the speech acts makes the 
basic distinction whether a speech act is 
polite or impolite, and “[o]ne of the most 
efectiƑe ƒ7Ƙs to ensuũe 7nd 7ccomplish 
communication is the use of politeness 
strategies” (Shabeeb and Jibreen, 2008, 
p.ːˏ̜, it ƒ7s iũst necess7ũƘ to ũese7ũch 
the directness strategy that the employ-
ees at UACS apply when using the speech 
acts of requests, apologies and compli-
ments in the thũee difeũent l7Ƙeũs of hi-
erarchy (see Table 2, Table 3 and Table 4). 

When it comes to using the speech acts 
in downward communication, in the case 
of the speech act of request, the majority 
of 66.67% used the indirect strategy. In 
the cases of the speech act of apology and 
compliment, the same percentage of ma-
jority (83.33%) used the direct strategy. 

Overall, in terms of directness strategy, 
in the case of downward communication, 

the majority or 66.67% of the participants 
would apply the direct strategy. The com-
plete result can be seen in Table 2.

Next, in the case of upward communica-
tion, oũ communic7tion th7t loƒs fũom 
the subordinate to the superior, the re-
sponses show that when subordinates 
use the speech act of request with their 
superiors generally (80% of the partic-
ipants) use the indirect strategy to re-
quest something from their superior. In 
the cases of apologies and compliments, 
the numbers are identical. The majority 
of them or 60% would use the indirect 
strategy. Overall, when it comes to up-
ward communication in the cases of the 
speech acts of requests, apologies and 
compliments, the majority of the partic-
ipants or 66.67% would use the indirect 
strategy; all the numbers are presented 
in Table 3. 

Table 2
Use of directness strategy in downward communication 

Directness strategy

Speech act Number Percentage

Direct strategy Indirect strategy Direct strategy Indirect strategy

Request 2 4 33.33% 66.67%

Apology 5 1 83.33% 16.67%

Compliment 5 1 83.33% 16.67%

66.67% 33.33%

Table 3 
Use of directness strategy in upward communication 

Directness strategy

Speech act Number Percentage

Direct strategy Indirect strategy Direct strategy Indirect strategy

Request 1 4 20% 80%

Apology 2 3 40% 60%

Compliment 2 3 40% 60%

5 10 33.33% 66.67%
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Lastly, in the case of horizontal com-
munication, or the communication that 
happens between two colleagues on the 
same hierarchical level, the responses 
show that 51.52% of the participants pre-
fer the direct strategy, and 48.48% would 
apply the indirect strategy when using 
these speech acts (see Table 4). 

DIFFERENCES AND/OR SIMILARITIES WHEN 
USING THE SPEECH ACTS OF REQUESTS, 
APOLOGIES AND COMPLIMENTS BETWEEN 
THE MANAGEMENT AND ADMINISTRATION 
REPRESENTATIVES 

This section of the study answers to the 
second research question: What are the 
difeũences 7nd/oũ simil7ũities ƒhen using 
the speech acts of requests, apologies and 
compliments between the management and 
administration representatives? The an-
swers to this research question will help 
deteũmine if theũe 7ũe 7nƘ difeũences 
and/or similarities in the language used 
in the c7ses of tƒo difeũent hieũ7ũchi-
cal levels in the organization that might 
eƑentu7llƘ 7fect the efectiƑeness of the 
communication process. (see Table 5, 
Table 6, Table 7, Table 8, Table 9, Table 
10, Table 11, Table 12 and Table 13; and 
Figure 2, Figure 3, Figure 4). 

In this section, the speech act of request 
is investigated through the level of di-
rectness (direct and indirect), through 
its form (declarative, imperative and in-
terrogative), through the strategies of 

Table 4 
Use of directness strategy in horizontal communication

Directness strategy

Speech act Number Percentage

Direct strategy Indirect strategy Direct strategy Indirect strategy

Request 5 6 45.45% 54.55%

Apology 4 7 36.36% 63.64%

Compliment 8 3 72.73% 27.27%

17 16 51.52% 48.48%

the indirect request (permission, impo-
sition, ability, memory, commitment and 
obligation), and through the orientation 
of the request (hearer-oriented, speak-
er-oriented, impersonal orientation and 
both hearer- and speaker-oriented). Ta-
ble 5 gives picture of the language used 
by the representatives of the manage-
ment in two instances: one in horizontal 
communication and the other in down-
ward communication. The responses of 
the management representatives show 
both simil7ũities 7nd distinctiƑe difeũ-
ences when it comes to using this speech 
act with their fellow colleagues, and, on 
the other hand, with their subordinates. 
The direct request was used by 16.67% of 
the participants with a fellow colleague, 
whereas 33.33% of them used it with a 
subordinate. In the case of indirect re-
quests, 83.33% of the participants used 
it with a fellow colleague, and 66.67% of 
them used it with a subordinate. When it 
comes to the form of the request, 16.67% 
used it as a declarative request with a fel-
low colleague, and 83.33% used the same 
form with their subordinate. The im-
perative form was not used in any case. 
Theũe is 7 big difeũence in the use of in-
terrogative form of request, or 83.33% of 
the participants used it with their fellow 
colleague, and only 16.67% used it with a 
subordinate. With regards to the strate-
gies of indirect requests, when using indi-
rect request with their fellow colleagues, 
the management representatives have 
used three strategies: permission with 
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16.67%, imposition with 33.33%, and 
ability with 33.33%. On the other hand, 
when these same respondents used indi-
rect request with their subordinates, they 
used the following strategies: ability with 
33.33%, commitment with 16.67%, and 
obligation with 16.67%. Lastly, in terms 
of orientation, the requests that this 
group used with their fellow colleagues 
were 100% hearer-oriented, whereas 
the requests they used with their subor-
dinates were 66.67% hearer-oriented, 
16.67% with impersonal orientation and 
16.67% with both speaker- and hear-
er-orientation. 

The next section shows the use of the 
speech act of request by the administra-
tion representatives, both with their su-
periors and their fellow colleagues. The 
responses that these participants gave 
in the two situations have substantial 

difeũence. N7melƘ, ˗ˏ% of the p7ũtici-
pants used the direct request with their 
fellow colleagues and only 25% of them 
used direct request with their superiors. 
The use of the indirect request in the case 
with their fellow colleagues is represent-
ed only with 20% of the participants and 
in the case with their superiors with 75% 
of them. In terms of the form of the re-
quest, 20% of them would use declara-
tive form with their fellow colleagues and 
80% of them would use the interrogative 
form on this same level. On the other 
hand, when it comes to their superiors, 
75% of them would declaratively form 
the request and 25% of them would use 
the request in interrogative form. Those 
who used indirect request used the fol-
lowing strategies: imposition in 20% of 
the cases with their fellow colleagues, 
permission in 50% of the cases with their 
superiors, and commitment in 25% of 

Table 5 
Use of the speech act of request by the management representatives 

Use of the speech act of request 
by:

Use of the speech act of request with 
colleagues on the same hierarchical 

level

Use of the speech act of request with 
subordinates 

Number Percentage Number Percentage 

Directness 

Direct request 1 16.67% 2 33.33%

Indirect request 5 83.33% 4 66.67%

Form

Declarative 1 16.67% 5 83.33%

Imperative / / / /

Interrogative 5 83.33% 1 16.67%

Indirect request strategies

Permission 1 16.67% / /

Imposition 2 33.33% / /

Ability 2 33.33% 2 33.33%

Memory / / / /

Commitment / / 1 16.67%

Obligation / / 1 16.67%

Orientation

Hearer-oriented 6 100% 4 66.67%

Speaker-oriented / / / /

Impersonal orientation / / 1 16.67%

Speaker- and hearer-oriented / / 1 16.67%
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the cases with their superiors. Finally, in 
terms of orientation, 100% of the par-
ticipants used hearer-oriented request 
with their fellow colleagues, and 100% of 
them used speaker-oriented request in 
the situation with their superior. 

Note: One member of this group didn’t 
use any request in the situation with her 
superior, so this participant is not ac-
counted in the results shown in Table 6. 

When examining the overall use of the 
speech act of request by both manage-
ment and administration representa-
tiƑes, the ũesults shoƒ signiic7nt dif-
ferences between the two groups. First, 
in the case of using direct or indirect re-
quest, the responses of the management 
group show that 25% of them use the 
speech act of request in its direct form, 
and the majority or 75% of them use the 
indirect form of the speech act. On the 

other hand, the administration repre-
sentatives said that 55.56% of them use 
the direct request both with their superi-
ors and fellow colleagues, and 44.44% of 
them responded with an indirect request 
in the given situations. It is interesting 
here that one member of the adminis-
tration group, in the case of using the 
speech act of request with the superior, 
responded that the request would not be 
made at all, thus in the numbers of this 
speech act this member is excluded in 
one situation. Next, regarding the form 
of the speech act, the management rep-
resentatives are equally divided between 
the declarative and interrogative form of 
this speech act, or 50% of them would use 
the declarative form and the other 50% 
would use the interrogative form. On the 
other hand, the situation is similar, or 
44.44% of the administration represent-
atives would use the declarative form of 

Table 6
Use of the speech act of request by the administration representatives 

Use of the speech act of request 
by:

Use of the speech act of request with 
colleagues on the same hierarchical 

level

Use of the speech act of request with 
superiors 

Number Percentage Number Percentage 

Directness 

Direct request 4 80% 1 25%

Indirect request 1 20% 3 75%

Form

Declarative 1 20% 3 75%

Imperative / / /

Interrogative 4 80% 1 25%

Indirect request strategies

Permission / / 2 66.66%

Imposition 1 20% / /

Ability / / / /

Memory / / / /

Commitment / / 1 33.33%

Obligation / / / /

Orientation

Hearer-oriented 5 100% / /

Speaker-oriented / / 4 100%

Impersonal orientation / / / /

Speaker- and hearer-oriented / / / /
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the speech act, and the minor majority or 
55.56% would use the interrogative form 
of this speech act. When it comes to those 
who would use indirect request, there are 
several strategies that can be used and 
the level of politeness is seen upon them 
when this type of request is used. Namely, 
the iũst stũ7tegƘ is the peũmission stũ7t-
egy, and responses showed that 8.33% 
of the management would use it when 
using indirect request. This same strat-
egy is used by 22.22% of the administra-
tion representatives. The next strategy is 
the one called imposition and is used by 
16.67% of the management represent-
atives and 11.11% of the administration 
representatives. The strategy called abil-
ity is used by 33.33% of the management 

representatives, and none of the admin-
istration representatives have used this 
strategy. The commitment strategy is 
used by 8.33% of the management group 
and 11.11% of the administration group. 
Lastly, the obligation strategy is seen 
in the indirect requests of 8.33% of the 
management representatives and none 
of the administration group has used this 
strategy. With regards to orientation in 
the speech act of request, 83.33% of the 
requests made by the management rep-
resentatives were hearer-orientated. In 
the other group, 55.56% made requests 
with hearer orientation, and 44.44% 
made requests with speaker orientation. 
A visual presentation of these results is 
shown with Figure 2. 

Table 7
Comparison of overall use of the speech act of request between the management and ad-
ministration representatives 

Use of the speech act of request 
by:

Management group Administration group 

Number Percentage Number Percentage 

Directness 

Direct request 3 25% 5 55.56%

Indirect request 9 75% 4 44.44%

Form

Declarative 6 50% 4 44.44%

Imperative

Interrogative 6 50% 5 55.56%

Indirect request strategies

Permission 1 11.11% 2 50%

Imposition 2 22.22% 1 25%

Ability 4 44.44% /

Memory / /

Commitment 1 11.11% 1 25%

Obligation 1 11.11% /

Orientation

Hearer oriented 10 83.33% 5 55.56%

Speaker oriented / 4 44.44%

Impersonal orientation 1 8.33%

Speaker and hearer oriented 1 8.33%
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Note: DR – Direct request; IR – Indirect 
request; Dec – Declarative form; Imp 
– Imperative form; Int – Interrogative 
form; P – Permission; I – Imposition; 
A – Ability; M – memory; C – Commit-
ment; O – Obligation; HO – Hearer-ori-
ented; SO – Speaker-oriented; IO – Im-
personal orientation; SHO – Speaker and 
hearer orientation. 

The second speech act investigated is the 
speech act of apology. The speech act of 
apology in this section is investigated 
through the level of directness (direct 
and indirect apology), and the four strat-
egies that can be used in this speech act: 
explanation, responsibility, repair and 
promise of forbearance. The results are 

shown in three tables (see Table 8, Table 
9, and Table 10).

The iũst t7ble ̛T7ble ˗̜ shoƒs the ũe-
sponses of the management representa-
tives with regards to the use of the speech 
act of apology with their fellow colleague 
in one instance and in another instance 
ƒith theiũ suboũdin7tes. In the iũst in-
stance, the majority of this group of em-
ployees responded with direct apology in 
66.67% of the cases. On the other hand, 
when it comes to apologizing to their 
subordinates, 83.33% responded with di-
rect apology. With regards to the strat-
egies that can be used in the speech act 
of apology, most of the respondents or 
66.67% used the explanation strategy. 

Figure 2

Visual presentation of the overall use of the speech act of request by both groups 
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Table 8

Use of the speech act of apology by the management representatives 

Use of the speech act of apology 
by:

Use of the speech act of apology 
with colleagues on the same 

hierarchical level 

Use of the speech act of apology with 
subordinates 

Number Percentage Number Percentage 

Directness 

Direct apology 4 66.67% 5 83.33%

Indirect apology 2 33.33% 1 16.67%

Apology strategy 

Explanation 4 66.67% 1 16.67%

Responsibility 

Repair 1 16.67% 6 100%

Promise of forbearance 
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In the other scenario with their subor-
dinates, explanation strategy was used 
in 16.67% of the responses and 100% of 
them included the repair strategy in their 
apology. 

Table 9 presents the results from the re-
sponses that the administration repre-
sentatives provided in the cases of the 
speech act of apology with their superi-
ors and their fellow administration col-
le7gues. Accoũding to the iũst c7tegoũƘ 
of analysis, in the case with their fellow 
colleagues, 100% of the respondents an-
swered with direct apology. In the other 
case with their superiors, 60% of them 
responded with indirect request. In 
terms of the strategies, in the case with 

their fellow colleagues, the participants 
used the explanation strategy in 60% of 
the cases, the repair strategy in 40% of 
the cases and the promise of forbearance 
strategy in 40% of the cases. In the oth-
er situation with their superiors, the re-
spondents mostly used the explanation 
strategy in 80% of the cases.

In the overall comparison between the 
two groups of participants, the results 
show that the management group used 
the direct apology in 75% of the cases. 
The results of the administration group 
are similar, or 70% of them used the di-
rect apology. In terms of the strategies 
used in their apologies, the management 
group uses the explanation strategy in 

Table 9

Use of the speech act of apology by the administration representatives 

Use of the speech act of apology by:
Use of the speech act of apology 

with colleagues on the same 
hierarchical level 

Use of the speech act of apology with 
superiors 

Number Percentage Number Percentage 

Directness 

Direct apology 5 100% 2 40%

Indirect apology 3 60%

Apology strategy 

Explanation 3 60% 4 80%

Responsibility 1 20%

Repair 2 40% 2 40%

Promise of forbearance 2 40% 1 20%

Table 10

Comparison of overall use of the speech act of apology between the management and ad-
ministration representatives 

Use of the speech act of apology by: Management group Administration group

Number Percentage Number Percentage 

Directness 

Direct apology 9 75% 7 70%

Indirect apology 3 25% 3 30%

Apology strategy 

Explanation 5 41.67% 7 70%

Responsibility / / 1 10%

Repair 7 58.33% 4 40%

Promise of forbearance / / 3 30%
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41.67% of the cases and the repair strat-
egy in 58.33% of the cases. The admin-
istration group mainly used the explana-

Figure 3

Visual presentation of the overall use of the speech act of apology by both groups 
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tion strategy in 70% of the cases. A visual 
presentation of these results is shown 
with Figure 3. 

Note: DA – Direct apology; IA – Indi-
rect Apology; Exp. – Explanation strat-
egy; Res. – Responsibility strategy; Rep. 
– Repair strategy; PoF – Promise of for-
bearance strategy. 

The last speech act investigated is the 
speech act of compliment. The speech act 
of compliment in this section is analysed 
through the levels of directness (direct, 
indirect and compliment with external 
modiic7tion̜ 7nd the compleƗitƘ ̛sim-
ple and complex). Same as with the oth-
er two speech acts, there are three tables 
(see Table 11, Table 12, and Table 13) that 
show the responses of the management 
group in both situations, administration 
group in both situations, and overall use 
by both groups, respectively. Table 11 
shows the numbers and percentages of 
the use of this speech act by the manage-
ment group in horizontal and downward 
communic7tion. In the iũst scen7ũio, 
with their fellow colleagues, 33.33% of 

them responded with direct compliment, 
16.67% responded with indirect compli-
ment and 50% of them responded with 
compliment ƒith eƗteũn7l modiic7tion. 
In the second scenario, with their sub-
ordinates, 50% of them responded with 
direct compliment, 16.67% responded 
with indirect compliment and 33.33% re-
sponded with compliment with external 
modiic7tion. In both scen7ũios, ːˏˏ% of 
the participants used complex compli-
ments. 

Table 12 presents the results from the 
responses of the administration group 
using the speech act of compliment in 
two scenarios: one with their fellow col-
leagues and another with their supe-
ũioũs. In the iũst scen7ũio, ƒheũe theƘ 
had to use compliment with their fellow 
colleague, 60% of them responded with 
direct compliment and 40% responded 
with indirect compliment. In the second 
scenario, where they used this speech 
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Table 11

Use of the speech act of compliment by the management representatives 

Use of the speech act of 
compliment by:

Use of the speech act of compliment in 
the case with colleagues on the same 

level 

Use of the speech act of compliment 
in the case with their subordinates 

Number Percentage Number Percentage 

Directness 

Direct compliment 2 33.33% 3 50%

Indirect compliment 1 16.67% 1 16.67%

Compliment with external 
modiic7tion 3 50% 2 33.33%

Complexity 

Simple compliment / / / /

Complex compliment 6 100% 6 100%

Table 12 

Use of the speech act of compliment by the administration representatives 

Use of the speech act of 
compliment by:

Use of the speech act of compliment in 
the case with colleagues on the same 

level 

Use of the speech act of compliment 
in the case with their superiors

Number Percentage Number Percentage 

Directness 

Direct compliment 3 60% 1 20%

Indirect compliment 2 40% 3 60%

Compliment with external 
modiic7tion / / 1 20%

Complexity 

Simple compliment 

Complex compliment 5 100% 5 100%

Table 13 

Comparison of the overall use of the speech act of compliment between the management 
and administration group 

Use of the speech act of 
compliment by:

Management group Administration group 

Number Percentage Number Percentage 

Directness 

Direct compliment 5 41.67% 4 40%

Indirect compliment 2 16.67% 5 50%

Compliment with external 
modiic7tion 5 41.67% 1 10%

Complexity 

Simple compliment 

Complex compliment 12 100% 10 100%
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pliments ƒith eƗteũn7l modiic7tion 
equally, or 41.67% of them. On the other 
hand, the administration group respond-
ed with direct compliment in 40% of the 
cases, with indirect compliment in 50% 
of the cases, and only 10% of them would 

use the compliment with external modi-
ic7tion. Both gũoups, in ːˏˏ% of the c7s-
es used complex compliments. A visual of 
the overall use of this speech act by both 
groups is presented with Figure 4. 

Figure 4

Visual presentation of the overall use of the speech act of compliment by management and 
administration group 
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Note: DC - Direct compliment; IC - In-
direct compliment; CEM – Compliment 
ƒith eƗteũn7l modiic7tion; SC – Simple 
compliment; CC – Complex compliment; 

˒.˓ The oƑeũ7ll efectiƑeness of the oũ-
ganizational communication seen 
through the use of politeness strategies 
by the management and administration 
representatives 

The third and last section of this chap-
ter aims to respond to the third research 
question: Оh7t is the oƑeũ7ll efectiƑeness 
of the organizational communication at 
UACS seen from the perspective of man-
agement and administration level? This 
question stems from the fact that “one 
of the most efectiƑe ƒ7Ƙs to ensuũe 7nd 
accomplish communication is the use 
of politeness strategies.” (Shabeeb and  

Jibreen, 2008). Having in mind this, in 
both questionnaires the answers that the 
participants provided will be analysed 
from the point of politeness in order to 
see the efectiƑeness of the communic7-
tion process in the organization. When 
using speech acts, the level of politeness 
can be measured according to many strat-
egies th7t 7ũe used in difeũent speech 
acts. Each speech act that is investigated 
here will be analysed through its own po-
liteness strategies, except for the speech 
act of compliment which is considered to 
be politeness strategy itself in commu-
nication, or as Al-Azzawi (2011) says in 
his study about compliments: “Polite-
ness can be expressed in many ways but 
paying a compliment is one of the most 
obvious.” 
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The parameters according to which the 
politeness level was determined in the 
speech acts of request and apology are 
shown in Table 14 below. This table was 
put together by the authors, based on 
the indings 7bout the link betƒeen di-
rectness strategies and politeness level, 
in the works of Aydin (2013), Clark and 
Schunk (1980), and Cohen and Olshtain, 
1983. (cited in Aydin, 2013).

The iũst p7ũt of this section ƒill 7n7lƘse 
the level of politeness in the use of the 
speech act of request. The analysis will be 
done b7sed on thũee c7tegoũies: iũst, the 
politeness level in the language used by 
the management group in horizontal and 
downward communication in the case of 
the speech act of request (see Table 15); 
second, the politeness level in the lan-
guage used by the administration group 

Table 14 

Levels of politeness in the use of the speech acts of request and apology according to speech 
act strategy 

Speech act Strategy Politeness level

Request

Direct request Less polite

Indirect request Polite 

Declarative form Less polite 

Interrogative form Polite 

Imperative form The least polite 

Imposition Relatively polite 

Ability Relatively polite

Memory Less polite

Permission The Politest

Obligation The least polite 

Hearer oriented Less polite 

Speaker oriented Polite 

Speaker and hearer oriented Relatively polite 

Impersonal orientation The politest 

Apology

Direct apology Less polite 

Indirect apology Polite 

Explanation Less polite 

Responsibility Relatively polite 

Repair Polite 

Promise of forbearance The politest

Table 15 

Use of politeness strategies by the management representatives in downward and horizontal 
communication in the speech act of request 

Management representatives 

Politeness level when using 
the speech act of request

Downward communication Horizontal communication

Number Percentage Number Percentage 

Politest 1 4.55% 1 4.35%

Polite 5 22.73% 10 43.48%

Relatively polite 3 13.64% 4 17.39%

Less polite 12 54.55% 8 34.78%

Least polite 1 4.55% / /
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in horizontal and upward communica-
tion (see Table 16); and the last one is the 
overall politeness level in the language 
used by both groups in the case of request 
(see Table 17).

Table 15 presents the results from the re-
sponses of the management represent-
atives in both instances. In the scenar-
io with their subordinates, the majority 
of 54.55% used less polite strategy, and 
22.73% used polite strategy. In the sec-
ond scenario, where they used the speech 
act of request in horizontal communi-
cation, the majority or 43.48% used po-
lite strategy and 34.78% used less polite 
strategy. Nobody in this scenario used 
impolite strategy. 

The results from the responses of the ad-
ministration representatives are shown 
in T7ble ː˕. The iũst column shoƒs the 
politeness level in their request in upward 

communication, and the second column 
shows the politeness level in horizontal 
communication. In upward communica-
tion, the majority of the administration 
representatives or 53.33% used the po-
lite strategy, whereas when requesting 
something from their fellow colleagues 
on the same hierarchical level, 62.5% of 
this group used less polite strategy.

In the last table for this speech act, the 
overall use of the politeness strategies 
by both groups is shown. The responses 
show that the majority of the manage-
ment representatives or 44.44% used the 
less polite strategy and 33.33% of them 
used the polite strategy. In the second 
group, the majority 48.39% used the less 
polite strategy and 41.94% used the po-
lite strategy. There is no application of 
the impolite strategy in this group when 
using the speech act of request. 

Table 16 

Use of politeness strategies by the administration representatives in upward and horizontal 
communication in the speech act of request 

Administration representatives 

Politeness level when using 
the speech act of request

Upward communication Horizontal communication

Number Percentage Number Percentage 

Politest 2 13.33% / /

Polite 8 53.33% 5 31.25%

Relatively polite / / 1 6.25%

Less polite 5 33.33% 10 62.5%

Least polite / / / /

Table 17 
Overall use of politeness strategies by management and administration representatives in 
the speech act of request 

Overall use of politeness strategies 

Politeness level when using the 
speech act of request

Management representatives Administration representatives 

Number Percentage Number Percentage 

Politest 2 4.44% 2 6.45%

Polite 15 33.33% 13 41.94%

Relatively polite 7 15.56% 1 3.23%

Less polite 20 44.44% 15 48.39%

Least polite 1 2.22% / /



Post-Pandemic Sustainability in Europe

75

The second speech act to be analysed in 
terms of politeness levels is the speech 
act of apology. Same as with the speech 
act of request, the level of politeness that 
is applied when using the speech act of 
apology will be scaled from the politest 
to the least polite or impolite. This will be 
shoƒn in thũee sections: iũst the use of 
politeness strategies by the management 
group in both scenarios (see Table 18), 
then the use of politeness strategies by 
the administration group in both scenar-
ios (see Table 19) and, lastly, the overall 
use of the politeness strategies by both 
groups (see Table 20).

Table 18 gives the results from the re-
sponses of the management representa-
tives in the cases of using the speech act 
of apology in horizontal and downward 
communication. In downward commu-

nication, the management representa-
tives used two politeness strategies: one 
is the polite strategy used by the ma-
jority of the participants or 53.85%, and 
the less polite strategy used by 46.15% 
of the participants. In the second sce-
nario, when apologizing to their fellow 
colleagues, management representatives 
used the less polite strategy in 72.73% of 
the cases and polite strategy in 27.27% of 
the cases. 

Table 19 presents the results received 
from the responses of the administra-
tion representatives in both scenarios. 
The iũst column giƑes the ũesponses in 
upward communication, and the second 
column gives the responses in horizon-
tal communication. Namely, the majority 
46.15% of the participants used the less 
polite strategy in their apologies to their 

Table 18 
Use of politeness strategies by the management representatives in downward and  
horizontal communication in the speech act of apology 

Management group 

Politeness level when using the 
speech act of apology

Downward communication Horizontal communication 

Number Percentage Number Percentage 

Politest / / / /

Polite 7 53.85% 3 27.27%

Relatively polite / / / /

Less polite 6 46.15% 8 72.73%

Least polite / / / /

Table 19 

Use of politeness strategies by the administration representatives in upward and horizontal 
communication in the speech act of apology 

Administration group 

Politeness level when using the 
speech act of apology

Upward communication Horizontal communication

Number Percentage Number Percentage 

Politest 1 7.69% 2 16.67%

Polite 5 38.46% 2 16.67%

Relatively polite 1 7.69% / /

Less polite 6 46.15% 8 66.67%

Least polite / / / /
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superiors, and 38.46% of them used the 
polite strategy. In the second scenario, 
where they apologized to a fellow col-
league, the numbers show that the ma-
jority of them or 66.67% used the less 
polite strategy, and the rest are equally 
divided between polite and the politest 
strategy with 16.67% for each strategy. 

The last table in the case of the speech act 
of apology presents the overall use of the 
politeness strategies by both groups. In 
the case of the management group, the 
responses indicated that the majority of 
58.33% would use the less polite strate-
gy when apologizing to a colleague at the 
workplace, regardless of the hierarchy. 
In the case of the administration group, 
again the majority or 56% would use the 
less polite strategy.

Table 21

Overall use of politeness strategies in the organizational communication seen through the 
speech acts of request, apology and compliment 

Overall use of politeness strategies in the organizational communication at UACS 

Politeness level in the speech acts of request, 
apology and compliment

All participants 

Number Percentage

Politest 7 5.15%

Polite 56 41.18%

Relatively polite 9 6.62%

Less polite 63 46.32%

Least polite 1 0.74%

As mentioned earlier, in the case of the 
speech act of compliment, there will be 
no scaled analysis of the politeness strat-
egies used as in the previous two speech 
acts since the speech act itself is consid-
ered to be politeness strategy in com-
munication. Since all the participants in 
both groups have used the speech act of 
compliment, we will consider that 100% 
of them use the polite strategy in com-
munication and as such it will be added to 
the statistics. 

Table 21 presents the overall use of po-
liteness strategies by all participants. 
The results show that the polite and less 
polite strategies are the ones mostly used 
in the overall communication process, or 
with numbers - 46.32% go for the less 
polite strategy and 41.18% go for the po-
lite strategy. 

Table 20

Overall use of politeness strategies by management and administration representatives in 
the speech act of apology

Overall use of politeness strategies 

Politeness level when using the 
speech act of apology

Management group Administration group 

Number Percentage Number Percentage 

Politest / 3 12%

Polite 10 41.67% 7 28%

Relatively polite / / 1 4%

Less polite 14 58.33% 14 56%

Least polite / / / /
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As mentioned earlier, in the case of the 
speech act of compliment, there will be no 
scaled analysis of the politeness strategies 
used as in the previous two speech acts 
since the speech act itself is considered to 
be politeness strategy in communication. 
Since all the participants in both groups 
have used the speech act of compliment, 
we will consider that 100% of them use 
the polite strategy in communication and 
as such it will be added to the statistics. 

Table 21 presents the overall use of po-
liteness strategies by all participants. The 
results show that the polite and less po-
lite strategies are the ones mostly used 
in the overall communication process, or 
with numbers - 46.32% go for the less po-
lite strategy and 41.18% go for the polite 
strategy. 

DISCUSSION 

This section describes the data analysis 
based on the results that are presented in 
the previous section. The analysis will be 
done in three subsections as answers to 
the research questions.

RQ1: WHICH DIRECTNESS STRATEGY IS AP-
PLIED WHEN USING THE SPEECH ACTS OF 
REQUEST, APOLOGY, AND COMPLIMENT IN 
UPWARD, DOWNWARD AND HORIZONTAL 
COMMUNICATION?

The directness strategy in most of the 
speech acts is the main distinction be-
tween polite or less polite communica-
tion. Since this study is focused on organ-
izational communication in general and in 
particular at UACS as a case organization, 
the analysis of the data will be conducted 
in the direction of what it means to have 
efectiƑe communic7tion in 7n oũg7niz7-
tional setting. Jan et al. (2015) claim that 
“higher level of indirectness may result in 
higher level of politeness”. 

The use of directness strategy in the speech 
acts of request, apology and compliment in 
downward communication 

The iũst section ƒill focus on the use of 
directness strategies in downward com-
munication. The results show that the 
management representatives mostly use 
the direct strategy with the speech acts 
of apology and compliment, and indirect 

Figure 5

shows a visual presentation of the use of politeness strategies in the organizational com-
munication at UACS through the use of the speech acts of request, apology and compliment. 
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strategy when using the speech act of re-
quest. If we see the overall use of direct-
ness strategy in the three speech acts, the 
majority of the participants use the direct 
strategy when communicating with their 
subordinates. According to the theory that 
direct is less polite and indirect is more 
polite, these results show that the man-
agement representatives are being polite 
when they request something from their 
employees. 

The use of directness strategy in the speech 
acts of request, apology and compliment in 
upward communication 

In the case of upward communication, 
or the use of these speech acts by the ad-
ministration group directed towards their 
supeũioũs, the ũesults shoƒ 7 bit difeũent 
picture than in the case of the manage-
ment group, which, considering the hi-
erarchy is to be expected up to a certain 
level. Namely, the representatives of the 
administration mainly use the indirect 
strategy when using the speech acts of re-
quest, apology and compliment with their 
superiors. This indicates that the majori-
ty of the administration group would use 
more polite strategy when using these 
three speech acts with their superiors. If 
these results are analysed according to 
the theoretical parameters, it is expected 
that the employees that are on the lower 
hierarchical level would use more polite 
strategies, to show respect and avoid any 
possible threatening feeling of the listen-
er (in the case, the superior). 

The use of directness strategy in the speech 
acts of request, apology and compliment in 
horizontal communication 

In the case with horizontal communica-
tion, all the responses from both groups 
will be analysed at one time, and as a 
whole. In this scenario, the participants 
needed to use the speech act of request, 
apology and compliment with their fellow 
colleagues on the same hierarchical lev-
el. When the participants had to request 

something from their colleagues, they 
mostly used the indirect strategy, or the 
more polite strategy, and if considering 
that the particular request in the scenario 
is in the form of asking for a favour, the 
polite strategy is expected to be used. In 
the use of the other two speech acts, the 
majority used the indirect strategy in the 
case of apology and the direct strategy in 
the case of compliment. If we take into 
consideration the politeness factor in the 
process of apologizing, then yes, it is a 
better choice when apologizing for some-
thing. Overall, in all three speech acts, 
when communicating with their fellow 
colleagues, the employees at UACS use 
the direct strategy, which does not nec-
essarily mean a less polite strategy, but a 
strategy to be used among people who are 
familiar to each other. 

RQ2: WHAT ARE THE DIFFERENCES OR SIM-
ILARITIES WHEN USING THE SPEECH ACTS 
OF REQUEST, APOLOGY AND COMPLIMENT 
BETWEEN THE MANAGEMENT AND ADMINIS-
TRATION REPRESENTATIVES?

Since the efectiƑeness of the oũg7niz7-
tional communication depends on each 
employee, regardless of the hierarchical 
level, it is important to see if there are any 
difeũences oũ/7nd simil7ũities in the l7n-
guage used between the two investigated 
gũoups ƒho belong to 7 difeũent hieũ7ũ-
chic7l leƑel, 7nd if these difeũences oũ/
7nd simil7ũities somehoƒ inluence on 
the efectiƑeness of the oƑeũ7ll communi-
cation. 

Comparison in the use of the speech act of 
request between the management and ad-
ministration representatives 

Levinson and Brown (1978), cited in 
Blum-Kulk7 7nd Olsht7in ̛ː˘˗˓̜, deined 
requests as face-threatening speech acts 
(p. 201), or, in other words, “by making 
a request, the speaker impinges on the 
hearer’s claim to freedom of action and 
freedom from imposition”. Hence, for a 
communic7tion pũocess to be efectiƑe, 
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the speaker should try to minimize the 
imposition efect of the ũeŨuest. One ceũ-
tain way to do this is to apply the indirect 
strategy when using this speech act. The 
parameters according to which the re-
quest as speech act is analysed are all con-
nected on the basis of being polite when 
uttering a certain speech act or the direct-
ness strategy. 

When using the speech act of request in 
their overall use, the management repre-
sentatives mostly use the indirect request 
or the more polite form of the speech act. 
In terms of the form of the request, half of 
them used declarative form and the other 
half used interrogative form. The declara-
tive form is considered to be in the middle 
of politeness when taking into account the 
three syntactic forms: the interrogative, 
the declarative and the imperative form. 
According to Blum-Kulka and Olshtain 
(1984, p. 203), the speaker can use syn-
tactic downgraders to down tone the im-
position that the speech act of request is 
making. Hence, if we compare “Do it! And 
“Will you, do it?̧ the difeũence in the im-
position is obvious. Therefore, if we take 
into consideration this theoretical view 
with regards to the syntax of the utter-
ance, the management representatives 
use the polite and less polite form when 
using the speech act of request. When it 
comes to the indirect request, there are 
strategies that scale the politeness level 
from the most to the least polite strat-
egy. Namely, in this categorization, the 
management representatives respond-
ed with the relatively polite strategies in 
almost 67% of the cases, which means 
th7t the efectiƑeness of communic7ting 
the speech act of request from this point 
is high. The last parameter according to 
ƒhich the efectiƑeness of the ũeŨuest is 
measured in this study is the point of ori-
entation. The majority in this category 
or 83.33% of the participants responded 
with hearer orientation which is the less 
polite strategy when using the speech act 
of request, since it places the pressure on 
the hearer for the performance of the re-

quested action. However, if the strategies 
used in the previous categories are taken 
into consideration, that is, all of them are 
either polite or relatively polite, then it is 
safe to say that the management repre-
sent7tiƑe communic7te efectiƑelƘ ƒhen 
using the speech act of request with their 
fellow colleagues and their subordinates. 

Compared to the management group in 
the case of the speech act of request, the 
administration group uses both the direct 
and indirect strategy almost the same, 
or 55.56% go for the direct strategy and 
44.44% go for the indirect strategy. How-
ever, if we see the separate responses in 
the case with their superiors and in the 
case with their fellow colleagues, the re-
sults say that almost everyone or 80% of 
them would use the direct strategy with 
their fellow colleagues and 75% of them 
would use the indirect, started with their 
superiors. This says that these respond-
ents are more comfortable with their fel-
low colleagues and they prefer to use di-
rect requests and, on the other hand, they 
respect the hierarchy and use the more 
polite strategy when requesting some-
thing from their superiors. In the case of 
the syntactic form of the request, the re-
sults are almost equally divided between 
the declarative and interrogative form, 
which indicates again the use of polite 
and relatively polite strategy. When it 
comes to the strategies for those who have 
used the indirect request, 50% of the re-
spondents answered with the permission 
strategy which is the politest one, and the 
other half are divided between the abili-
ty and commitment strategies which are 
relatively polite and less polite respec-
tively. Considering that the indirect strat-
egy itself is the polite strategy, and that 
75% of the participants responded with a 
polite strategy, then it is safe to say that 
in this section theƘ h7Ƒe used efectiƑe 
or polite communication. In the last part 
of this comparison, the results show that 
the majority of the participants or almost 
56% have used the hearer-oriented strat-
egy and the rest of them have used the 
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speaker orientation. Here it is important 
to mention that the speaker-orientation 
strategy was 100% used in the case with 
the superiors, which again shows the re-
spect toward the hierarchy, that is the use 
of the more polite strategy, and the hear-
er orientation was used 100% in the case 
with their fellow colleagues which shows 
the informality and comfort with their 
colleagues on the same hierarchical level. 

Comparison in the use of the speech act of 
apology between the management and ad-
ministration representatives 

According to Aydin (2013), the rule for di-
rectness applies with this speech acts as 
well, or the more direct the apology, the 
less polite and vice versa. The apologies 
in this paper were analysed through two 
aspects, one is direct – indirect apology 
based on the study of Aydin (2013), and 
the other is through the scale of direct-
ness strategies of Cohen and Olshtain, 
1983, (cited in Aydin, 2013) that go from 
the most direct or explicit apology to the 
least direct one. 

Having into consideration these param-
eters, both groups of respondents have 
mostly used the direct apology in terms of 
(in) directness. The direct apology is not 
necessarily the “negative” strategy for 
apology, but is a better one when it comes 
to clarity of the message. The indirect 
apology can often be ambiguous for the 
hearer. In terms of the scale of directness 
strategies, the management’s group ma-
jority responded with the repair strategy 
which is almost at the bottom of directness 
and the administration group responded 
difeũentlƘ mostlƘ ƒith the eƗpl7n7tion 
strategy which is at the top of the direct-
ness scale. According to the theory, the 
m7n7gement gũoup is moũe efectiƑe in 
communicating an apology in this section 
7s theƘ ofeũed to ũep7iũ ƒh7teƑeũ theƘ did 
wrong, comparing to the administration 
gũoup ƒho mostlƘ ofeũed onlƘ 7n eƗpl7-
nation for the wrong doing. 

Comparison in the use of the speech act of 
compliment between the management and 
administration representatives 

As a speech act, the compliment act will 
not be analysed from the politeness point 
of view as the previous two speech acts, 
since the speech act itself is a politeness 
strategy in communication. Still, when 
using the compliment as a speech act, 
there are several strategies that can be 
applied which will determine the mean-
ing and the message sent with it. Farenkia 
(2012) recognizes three strategies to ex-
press compliments: direct compliments, 
indirect compliments and compliments 
ƒith eƗteũn7l modiic7tion. ”iũect com-
pliments are expressed in an unambigu-
ous or explicit manner with positive note, 
expressed directly to the addressee. Indi-
rect compliments are expressed in a more 
ambiguous way that requires certain level 
of supposition by the addressee in order to 
get the intended meaning of the compli-
ment. The third strategy, external modi-
ic7tion, ũefeũs to the 7cts th7t 7ũe s7id be-
fore or after the direct compliments, serv-
ing a purpose of intensifying or mitigat-
ing. As peũ F7ũenki7’s indings, the most 
commonly used compliment strategy is 
the direct strategy. Since the compliments 
are a very important tool in motivating 
employees and keeping a positive work-
ing environment, especially in downward 
communication, it is an essential speech 
act in the organizational communication 
th7t needs to be efectiƑe. 

In the scenario where the speech act of 
compliment had to be used, the manage-
ment group mostly used the direct strat-
egƘ 7nd the eƗteũn7l modiic7tion stũ7t-
egy. Namely, 50% of the participants 
used the direct strategy with their sub-
ordinates, which shows that they want to 
be explicit when giving a compliment to 
a subordinate, so that the listener feels 
recognized and valued. In the case with 
their fellow colleagues, 50% of the par-
ticipants responded with a compliment 
ƒith eƗteũn7l modiic7tion, ƒhich is 7n 
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intensiied diũect compliment, 7g7in 7 
positive strategy to use when communi-
cating a compliment. On the other hand, 
the administration group, in the case with 
their superiors, mostly responded with 
indirect strategy when complimenting 
on the success of their superior, which is 
not the case when using this speech act 
with their fellow colleagues. The numbers 
show that 60% of them used direct strat-
egy when complimenting a colleague. If 
the whole communication of the admin-
istration group to their superiors is taken 
into consideration, then it is safe to say 
that those 60% in giving an indirect com-
pliment show a respect towards a superior 
and hierarchical inferiority. This is even 
clearer given the fact that 60% of them 
used the direct strategy with their fellow 
colleagues. In terms of complexity, every 
p7ũticip7nt m7de 7n efoũt to giƑe 7 com-
plex compliment with a lot of adjectives 
and positivity. 

RQ3: WHAT IS THE OVERALL EFFECTIVENESS 
OF THE ORGANIZATIONAL COMMUNICATION 
AT UACS SEEN FROM THE PERSPECTIVE OF 
MANAGEMENT AND ADMINISTRATION LEVEL?

The use of politeness strategies in the speech 
act of request 

When the speech act of request is used in 
downward communication, even though 
bƘ deinition this speech 7ct is f7ce thũe7t-
ening, it can be used with a strategy that 
down tones that imposition. The supe-
riors at UACS, when using the speech act 
of request with their subordinates, most-
ly (almost 55%) applied the less polite 
strategy, opposing to almost 23% of them 
who used the polite strategy. With these 
results into consideration and the actual 
numbers from the responses of the par-
ticipants, it is clear that the management 
is efectiƑelƘ communic7ting the speech 
act of request with their subordinates. 

On the other hand, in the case with their 
fellow colleagues, the majority (almost 
44%) of them responded with polite 

strategy, and almost 35% responded with 
the less polite strategy. This again shows 
the comfort of the participants with a fel-
low colleague, or in other words, in a sit-
uation where the authority is on the same 
level, the level of comfort is higher in the 
communication. 

In the case with the administration group, 
the results are very distinct from the ones 
of the management group. Namely, in 
the scenario with the colleagues from the 
same hierarchical level, the results show 
that almost 63% of the participants used 
the less polite strategy, and in the scenar-
io with their superiors, almost 54% used 
the polite strategy. Here again, the ad-
ministration is communicating with their 
superiors, as expected - with higher po-
liteness considering the hierarchical po-
sitions of both groups. 

The use of politeness strategies in the speech 
act of apology 

The politeness in the speech act of apolo-
gy is distinguished in the same manner as 
in the request, that is the more direct and 
explicit the apology, the less polite, and 
the more indirect the apology, the more 
polite it is. In terms of directness of the 
apology, there are several strategies that 
determine the level of directness, hence 
the level of politeness (see Table 15). 

The management representatives in the 
scenario where they needed to apolo-
gize to their subordinate, mostly (almost 
54%) used the polite strategy to do so. On 
the other hand, in the scenario with their 
fellow colleague, a big majority of almost 
73% used the less polite strategy. These 
results show that the management repre-
sentatives pay little more attention to the 
language used when apologizing to their 
subordinates despite the fact that they are 
on the superior position, which shows a 
great appreciation and respect towards 
their subordinates, which on some oth-
er level is a great way to keep the unity 
and respect between the two hierarchical 
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levels. While in the case with their fellow 
colleagues, the results show a little more 
comfort when expressing an apology. 

In the case of the administration group, 
the ũesults difeũ fũom those of theiũ su-
peũioũs. Speciic7llƘ, in the scen7ũio ƒheũe 
they needed to apologize to their superi-
or, almost 47% of them apologized with a 
less polite strategy and almost 39% with a 
polite strategy. In the scenario with their 
fellow colleagues, the majority of almost 
67% answered with a less polite strategy. 
Even though both are polite strategies in 
general, still, in the case of upward com-
munication, especially when it comes to 
apologizing to a superior, for the commu-
nic7tion to be efectiƑe, the polite stũ7tegƘ 
should have had the majority of the an-
swers. Other than that, the strategy used 
with their fellow colleagues, as in the case 
with the management representatives, is 
expected and acceptable. 

Overall use of politeness strategies at UACS 

The overall use of politeness strategies by 
all the participants or on the level of or-
ganization at UACS is represented through 
almost 46.32% of using the less polite 
strategies, and 41.18% of using the polite 
strategies of the speech acts in question 
(see Figure 4). These numbers show that 
the difeũence betƒeen the less polite 7nd 
polite answers is very small, and having in 
mind that both strategies are actually po-
lite strategies, only distinguished by one 
level, then it is safe to say that the em-
ployees at UACS represented by the man-
agement and administration group do 
communic7te efectiƑelƘ ƒhen using the 
speech acts of request, apology and com-
pliment. 

CONCLUSION 

The indings of this studƘ indic7te th7t 
the employees at UACS represented by 
the participants of both management 
and administration group communi-
c7te efectiƑelƘ. If conclusions 7ũe to be 

made separately by the type of com-
munication (downward, upward and  
hoũizont7l̜, then the indings shoƒ th7t 
in downward communication, the man-
agement representatives use the indirect 
strategy with the speech acts of apolo-
gy and compliment, which shows that 
they aim for more politeness in the cas-
es of these speech acts, therefore high-
eũ efectiƑeness. PositiƑe emph7sis is put 
on the management group when using 
the speech act of request or giving tasks 
to their subordinates, when they most-
ly used an indirect strategy, which indi-
cates great consideration towards their 
colleagues and ensures politeness rath-
er than face threatening and that is one 
of the essential strategies to ensure em-
ployee motivation and satisfaction. In 
the case of upward communication, the 
indings shoƒ th7t 7dministũ7tion ũep-
resentatives use the direct strategy when 
apologizing and complimenting and the 
indirect strategy when requesting some-
thing from their superiors. This choice of 
strategies indicates that this hierarchical 
level aims for politeness when requesting 
something from their superiors, which is 
expected considering the hierarchy, and 
aims for clarity when apologizing and 
complimenting in the case of the upward 
communic7tion. The indings shoƒ th7t, 
overall, both hierarchical groups use the 
direct strategies with these speech acts, 
which is an indication of familiarity and 
higher comfort in the communication 
process between colleagues that are on 
the same hierarchical level. Finally, the 
results from the collected data show that 
in downward communication the mostly 
used strategy is the direct one, in upward 
communication the mostly used strate-
gy is the indirect one, and in horizontal 
communication the mostly used strat-
egy is the direct strategy, which leads to 
a general conclusion that the communi-
cation process at UACS seen through the 
representatives of both hieratical levels is 
efectiƑe 7nd s7tisf7ctoũƘ. 
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