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is the history of social, racial, and economic inequality in
American society. In this broader context, visits to any store
can become a charged event for African Americans, Thus,
according to Austin (1995: 32),

Any kind of ordinary face-to-face retail transaction can
turn into 2 hassle for a black person. For example, there
can hardly be a black in uwrban America who has not been
either denied entry to a store, closely watched, srlrubbed,
questioned about her or his ability to pay for an ilem, or
stopped and detained for shoplifting.

Specific features of small convenience/liquor s‘tor.es, such
as the ones studied here, exacerbate the potential for con-
Hlict. Prices in such stores are high, many customers ha}“;fe
low incomes, and the slorekeepers are seen by many as the
latest in a long line of economic exploitersz from outside t ‘e
African American community (Drake & (_Jayt_on 1945, Stur-
devant 1969, Chang 1990, 1993). Shoplifting is not uncom-
mon, and the late hours and cash basis of the stores ;r-1§211<-e
them appealing targets for robbery. Near.%y flu the retail el.‘j
interviewed had been robbed at guapoint; this hac% led SOB"N.],
to do business from behind bulletproof glass, making verba
interaction with customers difficult. .

In this socially, racially, and economically (fharged
context, subtle differences in the ways that respect 18 com-
municated in face-to-face interaction are of cons&deragile
significance, affecting relationships llmtween gro}tllpsl. 1 :s
[chapter| documents how differences in the V\fays thatimm \
grant Korean storekeepers and African American customtegs
communicate respect in service encount‘ers have ‘contrl
uted fo mutual, distinctively intense feelings of.dlsrespecl
between the two groups, and serve as an ongoing sourci
of tension. These contrasting practices for ?he display od
politeness and respect are empitically eviden-? in the talkﬂan |
behavior that occur in stores, and the negatwe perceptions
that result are salient in interviews of retailers and custom-

ers alike,

Resernor

The issue of “respect” in face-to-face encounters has been
stressed both in the media and in academic accounts of rela-
tions between African Americans and immlgr(a(nt Koria.r}
retailers. Ella Stewart (1991: 20) conclades that respect” is
important for both groups in service encounters:

Both groups declared rudeness as a salient inappropriate
behavior. The underlined themes for both groups appear
to be respect and courtesy shown toward each other.
Each group felt that more respect should be accorded
when communicating with each other, and that courtesy
should be shown through verbal and nonverba] interac-
tion by being more congenial, polite, considerate, and
tactful toward each other.

Such analysis suggests that good intentions are all that is

required to ameliorate relationships: each grous simply has
to show more “respect and courtesy” to the other, However,

the data presented in this [chapter] suggest that, evenlwhet
such good intentions seem to be present,rrespectbils n(_)\
effectively communicated and understood, The pro dexél is
that, in a given situation, there are fundamentally differ-
ent ways of showing respect in different cultures. Because
of different conventions for the display of rf.:spect,‘ groupi
may feel respect for each other, and may contmuou;lylw;(})lrt
at displaying their esteem - yet each group can fee N ah
they are being disrespected. This type of satuatm{‘z, in whic :
participants communicate at Cross-purposes, has bee'n Sna
lyzed most notably by Gumperz 1982a,b, 1992‘ regarding
intercultural communication, though not regarding respect
ifically,
SPEC%]CS Zommunication of respect is a lfundamentgi
dimension of everyday, face-to-face interaction. Ae\; Gmfh
man says (1967: 46}, “the person in our ﬂr‘ban.secuiaé
world is allotted a kind of sacredness that 1s‘d15p1aye
and confirmed by symbolic acts” These symbohc_ acts are
achieved, often unconsciously, througl".; the @anzpulatxon
of a variety of communicative channels'mcludlng pm‘sogy,
choice of words and topic, proxemic distance, and timing
of utterances. Gumperz 1982a, 1992 has shov‘vn }}ow cul-
tural differences in the use of such contex&uahmhqn C}:ies
- at levels ranging from the perceptian. a.n.d categorization
of sounds to the global framing of activities - can lead to
misunderstandings in intercultural commﬂmcatlo'n. Thef:
focus of this article is the ways in which con.stellaﬂons 0
interactional features can communicate (dis)respect in
service encounters.
i’WVITC}{;:Bfnterc:u?l‘uml {(mis}communication <‘3f respect
between African American custorers and }mmlgram
Korean retailers is particularly signihcan.t for mtereih{l]zC
relations because behavior that is percewed.to be lact—
ing in respect is typically interpreted as actively ;l:xr;;)_
ening. Thus, according to Brown & ;Levmso-n (198 d ;
“non-communication of the polite attitude will be read no
merely as the absence of that attitudi, but as the 11“:\?::)16;
the holding of an aggressive attitude! When conv)en EC e
for paying respect in service encounters differ betyiva;;l o
tures, as they do between immigrant Korean:@ and Afri cas
Americans, individuals may read each other’s b.eilavmiesn
not simply strange or lacking in social grace, but as agg
i é nistic. _
Swezj:\:;go& Levinson posit a classification sy‘st‘em tf}(;é
politeness practices that is useful for c.oncgptuahzigfreaﬂ
contrasting interactional practices of 1mm1grar{t -
retailers and African American customers. Follow‘l‘ngd.meu_
heim 1915 and Goffman 1971, they suggest two basic 1FAC£
sions of individuals' desire for ;’espec.t: NEGAT,IV]?'S“the
wants and POSITIVE FACE wants. Negatzve face‘want_ (lms o
want of every ‘competent adult member’ that !n§ a’c; hie .
unimpeded by others,” while positive facg want‘ isleast -
of every member that his wants be desirabie to a ol
others” (Brown & Levinson, 62}, Stated %no.re 8it };gft,}. o
ple do not want to be imposed on (nggatlve f‘ace Vémg :and
they do want expressions of approval, -L'lndflét?:“posjiﬁ\’e”
solidarity (positive face want}. Because the labe

and “negative” have misleading conn Otations, I use the word
invelvement to refer Lo positive politeness phenomena, and
RESTRAINT to refer tg negative politenesg phenomena. Thege
terms denote the phenomena to which they refer moye Mmne-
monically than the tepms POSITIVE and NEGATIVE,

Strategies for Paying respect include acts of “involye-
ment politeness” and acts of “restraint politeness” Invojye.
ment politeness includes those behaviops which express
approval of the self or “personality” of the other. It includes
acts which express solidarity between interactors - e.g
compliments, friendly jokes, agreement, demonstrationg
of personal interest, offers, and the use of in-group identity
markers, Data from store interactions show that these acts
are relatively more frequent in the Service encounter talk of
Alfrican Americans than of Immigrant Koreans,

Restraint politeness includes actions which, mark the
interactor’s unwillingnessto Imposeon others, or which lessen
Potential imposition, These Strategies can include hedging
statements, making requests indirect, being apologetic, or
simply NoT demanding the other’s attention 1o begin with,
Restraint face wans are basically concerned with the degire
to be free of imposition from others, where even the distrac-
tion of onek attention <an be seen ag Imposition. Behaviors
that minimize the communicative demands op another - e g,
NOT asking questions, not telling jokes that would call for a
response, and nor introducing personal topics of conversa-
tion ~ can be eXpressions of restraint politeness ar respect,
Such acts of restraint are typical of the Participation of immj.
grant Korean store-owners in service encounters,

ethnographic observation and interviewing in immigrant
Korean stores, interviews with African Americans outside
of store contexts, and videotaping of service encounters in
stores,

I'made repeated visits 1o SiX stores in the Culver City
area, five in South Central, and two in Koreatown, Viits (o
stores typically lasted from one-half hour to rwo hours; with
repeated visits, 1 Spent over 10 hours at each of three storeg
in Culver City and one in Sout, Central, and over fve hours
in one Koreatown store.

Service encounters in two Immigrant Korean stores,
one in Cylver City and one in Koteatown, were videotaped
for a total of four hours in each store, Video cameras were
Setup in plain view, byt drew virtaally no atten tion, perhaps

ecause there were afready multiple surveillance cameras
in cach store. The tapes from the Koreatown store are used
for the current study because the Cylyer City store had no
Korean customers and a lower proportion of African Amer;.
fan customers, During the four hoyrs of taping in this Kore-
atown store, there were 12 African American customers and
13 immigrant Korean customers,
Ihe encounters with African American customers were
transcribed using the conventions of conversation analysis
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{Atkinson & Heritage 1984),! resulting in over 3¢ pages of
transcripts, The encounters in Korean were ranscribed bya
Korean American bilingual assistant according to McCype.
Reischauer conventions, and then transiated into English.
Transcription and translation of Korean encounters weye
accompanied by interpretation and explanation - some of
which was audio-recorded - by the bilingnal assistant while
watching the videotapes. In addition, the storekeeper whe
appears throughout the four hours of videotape watched

segiments of the tapes and gave background information op

some of the customers Appearing in the tapes, e.g. how reg.

ularly they came to the store. Transcripts of encounters in

Korean comprise over 25 pages.

SERVICE ENE@EJNTER ﬁNTERACM@N

In the following sections, T first consider the general stryc-
ture of service encounters as an activity, delineating two
LYPes: SOCIALLY MINTMAZ vs. SOCIALLY RXPANDED service
€ncounters. Second, T consider the characteristics of conve-
nience store service encounters betweey immigrant Kore-
ans, presenting examples from transcripts that show socialty
minimal service encounters o be the common form. Third,
! consider the characteristics of service encounters between
immigrant Korean storekeepers and African American cus-
tomers, using transcripts of two such encounterg to demaon-
strate the contrasting forms of participation in them.
Merritt (1976 321} defines 4 service encounter as:

n instance of face-to-face interaction between » server
who is “officially posted” in some service area and a cus-
tomer who is present in that service area, that interaction
being oriented to the satisfaction of the customer’ pre-
suined desire for some service and the server’s obligation
to provide that service, A typical service encounter isone
in which a cusiomer buys something at a store

Service encounters in stores fall undey the broader category
of institutional talk, the defining characteristic of which
is its goal-orientation (Drew & Heritage 19924}, Levinsop
{1992: 71) sees the organization, or structure, of such activi.
ties as flowing directly from their goals: “wherever possible
Lwould like to view these structural elements as rationally
and functionaHy adapted to the point or goal of the activity
in question, that is the function or functions that members
of the society see the activity as having”

The stractyral differences between Korean-Korean
service encounters apnd those with African American cus-
tomers that wil] be described betow suggest that the twe
groups have different Pereeptions of the functions of such
eacounters. Fven when goals are seen 1o overlap, partici-
Pants in intercaltyya) encounters frequenﬂy utilize contrast-

Although  African American custamers and immigrant
Kotean shopkeepers might agree that they are involved in a
Service encounter, they have different fotions of the types of
activities that constitute a service encounter and the appro-
priate means for achieving those activities,
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. R s
The service encounters involving n‘nmlg.ran; -$0§iicle
and African Americans that are iranscribed in this aaﬂd ¢
took place in a Koreatown liquor store betvgeen r31 ;tz\flse e
sday in April 1995, The store does
p.M. on a Thursday in Apri . s notuse Dol
[ glass the cash register one :
letproof glass, and from e has an unov
i sight throughout the store.
structed line of sight t . e degnee
loyee with an undergra
31-year-old male emp rgrauate dopres
; 1 graduate school briefly,
from Korea; he attended pretly, in o
in microbiology. He has be
Korea and the US, in micr : ! ’
for four years and worked in this store for about three an
a half years. ' . -
Sz{vice encoumters in this corpus vary .Wid;iz’ bortmge
i f talk they contain. They
length and in the types o o
s that involve only a few words,
from encounters that invo 05 and st Jus
interactions that last as long as seven 1
seconds, to interactions .  Iinutes
and cover such wide-ranging topics as custc;\f/[nersczﬁll;on
: i re
i ions, and race relations. Mo
Chicago, knee operations, e commen
however, are encounte
than these two extremes, : ¢
following, in which an immigrant Korean woman of abo

40 buys cigarettes:

. Annydng haseyo. .
Cost ‘Helfo/ﬁow are you?” {(Customer has just entered
store.})
Cust:  Annydnyg haseyo. ,
‘Hello/How are you?
Cust:  Tambae!
‘Cigarettes!”
oy
Cash:  Twnbae tirydyo! , ‘
“ “You would like cigarettes?” {(Cashier reaches for
cigarettes under counter.))
ash:  Ydgi issimnida. .
. ‘Heg;e you are’ ({Cashier takes customer’s money and
hands her cigarettes; customer turns o leave.)}
Cash:  Annyonghi kaseyo.
‘Good-bye!
Cust:  Nye.
‘Okay’
o . .
The basic communicative activities of this encouréter. a;ss
iati n
{a) greetings or openings, (b) negotiation of the busi
exchange, and {c) closing of the enc’?unter. o1 79),
Greetings, as “access rituals” (Goffman : >
i i i SOTY
mark a transition to a period of heightened mter}z;l‘; ona
I i i as 5-
tings typicaily occur ‘
access. In these stores, gree e
: he doorway, unless the s
tomer passes through t : eeper s
alread‘_}f) busy serving another customer. ('}reet}ngs }1; i’ham
circumstances include Hi, Hello, Hou;:; g ‘?f;ﬂi, ,‘r:you?’
¢ ‘Helio/How 3 ¢
? - or, in Korean, Annyong haseyo How §
T e ivity is iation of the busi
i the negotiati
The second basic activity is e
i ich includes such elements as
ness transaction, which inc e
the price of the merchandise brought to ?he cognée; ‘:Zk e
customer, or counting out chanie 1as it 15 hana ned e
ile explicit verbal greetings
the customer, While exp nd cosings
i ded encounter, each ¢
do not occur in every recor ‘ h ¢ ne a
verbal negotiation of the transaction. The negc?txatxon 0 e
business exchange can be fong and full of a&;acenc{y Ef)or .
{Scheglofl & Sacks 1973) - involving, e.g., requests

roduct from behind the counter, questions about af prg;:e,
IrJepairs (Schegloff et al. 1977), and requests or”oﬁecrls (;l ea iv:i
Merritt calls these adjacency pa'nis ;;séu};ie;t}s,thaar; . Eowf e
i hart (1976:
detailed structural flow ¢ . . hat :
iaength and potential complexity of this phase of a service
fer. ‘
emo}ll}rlle third and final activity of these encounters} t;hf
closing, often includes formulaic exchingkes: Seei émé dc;) ;e:
’ Annydnghi kaseyo 'Go .
Take care, Have a good day, ot oo Goodbye
g rds used to close the neg
Trequently, however, the word . _
;23: of thz business exchange also serve to close the entire

encounier:

Cash:  One two three four five ten twenty {(Counting back
change.))

Cash:  (Thank you/okay)

Cast:  Alright

This type of encounter — limited to no more t{xal‘} greeti
This o
ings/openings, negotiation of the exchange, azlfh € isali?(gm !
service encounter, The
call a SOCIALLY MINIMAL . ein i
siness transaction,
; irely to aspects of the busin ‘
refers almost entirely . 1ess ransaction.
s for money; it does not in
the exchange of goods . de discus
i it interpersonal topics, e.g. €xp .
sion of more sociable, in nal nees
outside the store or the customer’s unique personal relat
ip with the storekeeper. .
Shlp However, many service encounters do NOT mat.ch
, ED service
this socially minimal pattern. SOCIALLY EXPANDE; seribeé
encounters lypically include the basic ;?erﬁ?nﬁi % Escmter—
i ctivities that highlig
above, but also include a i che nter
i i stomers and storekeep
lationship between cus 3
e d ; re characterized
jall anded encounters a
ers. These socially expan e chancerized
i i ¢ interpersonal invo ,
by practices that increas ' ivemens 1.
i i trategies such as making j ‘
involvement politeness s ' ng Jokes
iscuss rsonal experiences fr
smali-talk, discussing pe . o outside
the store, and explicitly referring to the personal re
ship between custorner and storekee.per, e encoun.
The inittation of a social expansion of a se?flc oot
ter is evident in the following excerpt. The Ahnf;m Amert
can customer has exchanged greetm}%s v;'ft {::ieve(i o
‘ i re
ier of the store; the cashier has ]
owner and cashier o hie reieved b
customer’s habitual purchase, and i)egmst IF) ring ;}tl léfl her
cu;toan{ however, then reframes the activity in whi i
are engaged, initiating (marked in boldface) a ne::\fhgfd !
f ; H 3 H ]. -~ .
a personable discussion of his recent sojourn in g
which lasts for several minutes.

" e
gtalssls %th?sit. {(Cashier rings up Purchases.)) ({1.5))
Cust: I haven't seen yo:: for a while

“ash: here you been
élalil }(l;lhiia‘ga. ((Cﬁs—l:ie;: bags purchase.))
Cash:  Oh really? »
The customer’s comment I haven't seen you icz}rt; e
instantiates and initiates & new type of E}CHVH-Y a e
discussion of the customer’s thme in Chmagol 115 ?n L ser-
tally different type of talk fm;.n ‘Fhat of S(?c1£{ ‘yé by tal th
vice encounters. Specificaily, it is characterize

Joking with their Korean custom

tively long, intimate conversations.
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is not directly tied to the execu
tion at hand, but rather focus
between the customer and st
fomer’s trip to Chicago both

tion of the business transac-
€s on the ongoing relationship
orekeeper, Discussing the cus-

indexes this personal relatiop-
ship and, at the same time, contributes to jtg maintenance.

Such sharing of information helps constitute social cat-
egories and co-membership. To quote Sacks (1975: 72},

Information varies as to whom it may be given to. Some
matters may be told to a aeighbor, others not; some o
2 best friend, others, while they may be told to a best

friend, may only be told t0 a best friend after another has
been told, e.g, a spouse,

In introducing talk of his trip to Chicago, the customer
asserts solidarity with the cashier: they are co-members
of a group who can not only exchange greetings and make
business exchanges, but who can also talk ab
experiences far removed from the store,

This type of talk, which indexes and reinforces inter-
personal relationships, distinguishes socially expanded ser-
vice encounters from minimal ones. My data contain a wide
range of such talk which enhances personal involvement.
Specific practices include, among many others, talk about

the weather and current events {Some big hotel down in Ho-

bywood, all the windows blew out), jokes (I need whiskey, no
soda, I only buy whiskey),

references to commaonly known
third parties (Mr. Choi going to have some ice?}, comments
on interlocutors’ demeanor (Whats the matter with you
today?}, and direct assertions of desired intimacy {I want
yout fo know me.) 2 Through their talk, customers and retail-
ers create, maintain, or avoid Intimacy and involvement
with each other. These individual service encounters - an
everyday form of contact between many African Americans
and immigrant Koreans - are fundam
activities that shape the nature and ¢
tions on a broader scaie.

out personal

ental, discrete socia]
enor of interethnic refa-

SERVICE EncounTrRs Berwaen
ImMmIeranT Korpans

Before examining immigrant Korean interaction with Afri-
can Americans, I consider service encounters in which the
customers as well as the storekeepers are immigrant Kore-
ans. These Korean-Korean interactions provide a basis for
comparison with African American encounters with Kore-
ans. If, for example, the taciturnity
in their interaction with African A
to racism, one would expect to fi

and restraint of retailers
mericans were due solely
nd retailers chatting and
ers and engaging in rela-

In fact, the retajlers in Korean-Korean encounters

dispiay the same taciturn, impersonal patterns of talk and
behavior that they display with African Americ
€IS, even in the absence of linguistic and cultu
The Korean-Korean interactions are even short
less intimacy than the corresponding interactions with Afyj.
tan American customers. Ten of the 13 servic

an custom-
ral barriers.
er and show

€ cncounters
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- with immigrant Korean Customers were socially minimal,
while only 3 of the 12 encounters with African Americ
were socially minimal. Unlike their African American
counterparts, immigrant Korean Customers generally do
not engage in practices through which they could display
and develop a more personal relationship during the service
encounter, e.g. making small talk or introducing personal
topics. The example of a Korean woman buying cigarettes,
transcribed above, ig typical of encounters between Kotean
merchants and customers, Racism or disrespect are not nec-
essarily reasons for what African Armericans perceive ag dis-
tant, laconic behavior in service encounters.

I have no recorded data of service encounters involy-
ing African American store-owners with which (o compare
these encounters with Immigrant Korean ones. did, how-
ever, observe many interactions between African Ameri-
“an customers and African American cashiers who were
employed in stores owned by immigrant Koreans, Inter-
actions between customers and such African American
cashiers were consistently longer, and included more social
expansions and affective involvement, than the correspond-

ing encounters with immigrant Korean cashiers in the same
stores.

ans

Of the three socially expanded service encounters
among immigrant Koreans, two involve personal friends of
the cashier from contexts outside the store, and the third is
with a child of about 10 years who is a regular customer at
the store, According to Scollop & Scollon {1994 137}, the
communicative behavior that Fast Asians display toward
those whom they know and with whom they have an ongo-
ing personal relationship { “insiders”) differs drastically from
the behavior displayed toward thos

e in relatively anonymous
service encounters ( “outsiders”):

One sees quite a different pattern {

from “inside” encoun-
ters]

in Asia when one observes “outside” or service
relationships. These are the situations in which the partic-
ipants are and remain strangers to each other, such as in
taxis, train ticket sales, and banks. In “outside” (or nonre-
lational encounters) one sees a pattern which if anything
is more directly informational thag what one sees in the
West. In fact, Westerners often are struck with the con-

trast they see between the highty palite and deferential

Asians they meet in their business, educational, and gov-

ernmental contacts and the rude, pushy, and aggressive
Astans [by Western standards for subway-riding behav-
ior} they meet on the subways of Asias major cities,

In my data, service encounler communicative behay-

for among Korean adults could be predicted by the presence
or absence of personal friendship from contexts outside the
store. Socially expanded encounters with immigrant Korean
adults occurred only when those
friends of the cashier, with whom he had contact outside
the store. The cashier did not have a relationship with the
child customer outside the store; but criteria for expanding
encounters with children, and the nature of the expansions,
may be different than for adulss, In this case, the social

adults were personal
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expansion included a lecture to thf-: child (:Hlll thzliilciz&u;);
of working long hours, and the child fcn.fma ¥ a
released from the interaction before turning to go. .
Even in socially expanded service enco}mte‘r; ~(m11 i
adult Korean friends, interlocutors may al tzrlnes? {[sg)e e?cf) N
relatively high degree of ;estraint. i?é;);aqm?;} ;:lr e lo
lowing segment, the cashier encounters 2 ho. e
mate whormn he has not seen in severa}years, w .y
o red the store as a customer. The cashier an 111:“?
lei::loii:: 'tljaé shared an apartmel?at for twlo monthst zlrl i:rtl)s
Angeles, more than three years prior to this ex;courll i ,
the customer had later moved away from Los Angeles. N
When the customer enters the store, he displays nc;l vh_g
ible surprise or emotion at tl‘lis‘chance encoun:r v:lime r18
former roommrate. He in'ztcilally gl\;:s ;:o ii%lg ,:Ses E: v:ay hiers
repeated queries, “Where do you live? ,. sazes awa o
ier as if nothing had been said. After being a .
t{i}; E:lr;};seiv;serlef he }ivef he gives a relatively uninformative

answer, “Where else but home?”

Cash: O

" ‘He:y? ({Recognizing customer whe has entered
store. Cashier reaches out and takes cust011n~
er’s hand. Customer pulls away and opens cooler
door.}) {(3.0))

Cash:  Odi sard. s
“‘Where are you living?

Cash: 07
‘Huh? {((7.0))

Cash:  Odi sard. ,
‘Where are you living?” ({.5))

Cash:  Odi sard, , ‘

' “Where are you living?’ ((Cashier and customer

stand at the counter across from each other))
((25))

Cash:  ©¥

cashier, Cashier gazes at customer.))
Cash:  Odi sard:: o
) ’ C'mon, where are you living? ({1.0))
Cust: (V)
Cash:  O¢

intains gaz : er;
‘Huh? ({Cashier maintains gaze toward custom

customer continues to gaze at display.)) ((7.0))
Cash:  Odi sanyanikka? ’
® ‘S0, where are you living?’ ((3.0})
Cust:  Odi salgin, chibe salji. )
i ‘Where else, but home?” ((3.0})
Cash: 07
‘huh?’
Cash:  Chibi ddi nyago? )
‘So where is your house?

In this opening segment of transcr.ip‘t, the caghxer T:;Sl;;f
the customer six times where he lives — 10 times i e o
low-up Huh?’s are included. The customer does not révthree
his former roommate where he lives, even as he stands

feet away from him, directly across the counter.

‘Huh? {(Customer gazes at display away from

The customer’s initial unresponsiveness in tl_}is erllzzzﬁ:
ter is striking by Western standards of cm?velsatloriag oo 2)0
eration {Grice 1975). The cashier, h()WEYCi, does not s e
treat the customer’s behaviot as e:.(cesswely snczzp}efor his,
e.g. by becoming angry or demaridi}iiil;ip Eﬁje ; -; éan 1 his
interlocutor’s lack of engagement. a an c
;ztl:;i;ot suggested that the customer’s resira’mt was ;1;115111 1;1(:2
of disrespect, but of exnbarrassment (perhaps I’GE o fiegg
lack of career progress), which cpuid explain the ¢ '
relative patience with uninformative responses. N
This apparent resistance tq engagenfle.nt, gmeﬂc;bm
precisely the type of behavior cﬁe-d by A ican . Oﬁmmi:
as insulting, and as evidence of racism on the pa

grant Korean storeleepers:

When I went in they wouldn't acknowledge me. Like if
I'm at your counter and I'm lookzirag at your merch?n—
dise, where someone would say “Hi, how are you tod zty,
is there anything 1-" they completely ignored me. It was
like they didr(t care one way or the other, .

They wouldn't look at you at ali.v”Ihey wotl R,
acknowledge you in any way, Nothing You. vxierc
nobody. .. Theyd look over you or around you, (46-year-

old African American woman) .
to me, many, not all, many of them perceive

y e .
Blacks as a non-entity. We are treated as if wc. do no
exist. (50-year-old African American male gift shop

ownet)

‘the customer’s refuctance to acknowledge the”ca‘lgl'ne)z ::1;
bally or to respond to his guestions - an.d the cas iiramn,s
of anger at this — indicate that, at lleas{ in s?zne_ s; Ot inte;
relatively dispassionate and impasssve E:‘eehav;olr is
preted by Koreans as insulting or dmjespe‘c‘t'u ; con and
The taciturnity of the customer in this interactio e, nd
of immigrant Korean storekeep‘e{sr and Cl.ll.‘stOII‘}eI‘S {r)r:[);n Cge "
erally, is consistent with descnpnonﬁs of the_ nnpg e
nunchi among Koreans ~ rou.g:ly 2er(!c\;p;\;flxz 19,79\ wer
i s face, or ‘sensitivity with eyes (M. Pa ;
ilr;gS?}ﬁiz Szei,igrean imeraztional ideal to be able to under-

ini : read
stand an interfocutor with minimat talk, to be e;bieft(;elnce
the other’s face and the situation without verbal re le nee
Speaking, and forcing the interlocutor to reat-:t},1 can }eliﬁng
T ) ) ) e
i ition: vide someone with som
as an imposition: "to pro > ( e
before being asked is regarded as true service sm‘ce 011n ‘
having asked, the requester has put the other person

< s [ LR AT . m.
predicament of answering “yes’ or ‘no’” (Yum 1987: 8 )

This ideal, of communicating an:d ur%derst:ei;idiilf
withous tatk, is present in the two most ;mpqi‘tan;nd Bgud‘
phﬂbsophical traditions of Korea - Confuc%amsjn;d Wﬁ{jgg,
dhism. Confucian education stresses re?d;ng cl T
rather than speaking. Talk cannot be entirely tru

held in relatively low regard:

Io rea as L8 Lt rs 8 at OE
reac was the pr f SSiOl’l Df SChOla S, to chak ﬂ a

. (= ed t “ CT [ m cah
menials. Peopl€ Were wart d A A OOE( d ge

be straig ru i istake it
i 4 i & buta smgle mista
- & ‘&htened evernt b") bbing; b hoe

’ i e w
your speech cannet be corrected. There is no o
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can chain your tongue. As one is liable to make a mistake
in speech, fasten your tongue at all times. This is truly a
profound and urgent lesson .. ” {(Yum 1987: 79}

In Buddhism, communication through words is gener-
ally devalued: “there is a general distrust of communica-
tion, written or spoken, since it is incomplete, limited, and
ill-equipped to bring out true meaning” (Yam 1987: 83),
Enlightenment and understanding in Korean Buddhism is
achieved internally, unmediated by explicit utterances: “The
quest for wordless truth - this has been the spirit of Korean
Buddhism, and it still remains its raison détre” (Keel 1993
19}

The data from service encounters presented here suggest
that this cultural ideal, of understanding without recourse
fo words, exists not only in religio-philosophical traditions,
but may extend in certain siluations to ideals of behavior in
everyday face-to-face interaction,

SBERVICE Encoumrens Berween
ImMicranT Korbans anD ABRRICAN
AMERICANS

As noted above, the service encounters with African Ameri-
“an customers are characterized by more personal, sociable
mnvolvement and talk than the Korean-Korean encounters.
While social expansions with Korean adult customers
occurred only with personal friends of the cashier from con-
texts outside the store, only one of the nine African Ameri-
“an customers in socially expanded encounters was friends
with the cashier outside the store context,

Although the encounters with African Americans are
longer and in maly ways more intimate than the corre-
sponding ones with Korean customers, close examination
reveals consistently contrasting forms of participation in
the service encounters, Overwhelmingly, it is the African
American customers who make the conversational moves
that make the encounters more than terse encounters focys-
ing solely on the business transaction. Repeatedly, African
American custormers, unlike the immigrant Korean store-
keepers and customers, treat the interaction not just as a
business exchange, but as a sociable, interpersonal activity
- by introducing topics for small-talk, making jokes, dis-
playing affect in making assessments, and explicitly refer-
ring to the interpersonal relationship between cashier and
Customer.

Immigrant Korean retailers in these encounters are
iﬂteractionaliy reactive, rather than proactive, in ¢o-
comstructing conversation. Videotaped records reveal, for
example, repeated instances where African American cus-
tomers finish turns when discussing issues not related to the
business transaction, and then re-initiate talk when no reply
Is forthcoming from the storekeepers. African American
“ustomers carry the burden of creati ng and maintaining the
interpersonal involvement.

When immigrant Korean storekeepers do respond to
taik, many responses display an understanding of referential

333

content ozf ulterances ~ b)ut no alignment with the emotig nal
stance, of the customer’s falk, e.g. humor or indignation,
Consider the reaction to ASSESSMENTS, ie. evaluative State-
ments that show ones personal alignment toward 4 phenom-
enon (Goodwin & Goodwin 1992). These are ot met by
storekeepers with second-assessments of agreemeng, When
they do respond to assessments with affect, e.g. smiling a¢
a customer’s joke and subsequent laughter, their displayed
levels of affect and interpersonal involvement are typically
not commensarate with those of the customers.

The relative restraint of storekeepers in interaction with
African American customers is not only a function of cyl-
tural preference for socially minimal service encounters and
situated, interactional restraint; it alsc reflects limited Eng-
lish proficiency. It is more difficult to make small-talk, to
joke, or to get to know the details of 4 customers life if com -
munication is difficult. Restraing politeness can be expressed
by NOT using the verbal channei, ie. silence; but involve-
ment politeness requires more complex verbal activities -
&8 using in-group identity markers, showing interest in the
other’s interests, and joking.

The phonological, morphological, and syntactic dif.
ferences belween Korean, an Altaic language, and Engtish,
an Indo-European one, make it difficult to achieve fluency,
and store-owners have limited opportuaities for study. Even
among those who have been in America for 20 years, many
cannot understand English spoken at native speed, and
many express embarrassment about speaking it because of
Hmited proficiency,

Videotaped records of interaction do NOT reveal con-
stant hostility and confrontations between immigrant
Korean retailers and African Arnerican customers; this
finding is consistent with many hours of observation in
stores. Some  relationships, particularly those between
retailers and regular customers, are overtly friendly: cus-
tomers angd storekeepers greet each other, engage in some
smail talk, and part amicably, Observation and videotape
do not reveal the stereotype of the inscrutably silent, non-
greeting, gaze-avoiding, and non-smiling Korean store.
keepers which were cited by African Americans in media
accounts and in interviews with me. However, videotaped
records do reveal subtle but consistent differences between
African Americans and tmigrant Koreans in the forms of
tatk and behavior in service encounters, These differences,
when interpreted through culture-specific frameworks, can
contribute to and reinforce pejorative stereotypes of store-
owners as unfriendly and racist, and of customers as selfish
and poorly bred,

In the following section I detail these differences in
interactional patterns in transcripts of two socially expanded
service encounters. The first interaction is with a middie-
aged African American man who is & regular at the store.
1The cashier was able to identify him immediately on vid-
eotape in a follow-up interview; he said that the customer
had been coming to the store two or three times a week for
at least three and 2 half years. This encounter shows nota-
bly good and comfortable relations, typical of encounters
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with regular customers, but at the same tim.e ité dils)pljzs ;-hhi
trical pattern of involvement described abo . ._{h ‘
asz::gjmeraction is a much longer one that oc;utls vx;ore
;zmyear-old customer who is new to the a;rez;l ailat thz time?
d who may be under the influence of 2 cn 0§ e time.
?Zr:}ntrasting Iforms of participation are particularly e
in this second interaction.

Encounter 1

In this interaction, a neatly dressed African‘A::i:;::?O:iﬁ
in his 40s, carrying a c;elluiargixci):z,;zii 1{1{: o he siore 1o
e S(')éa a?iiiiiffa;géoge had been away in Chicago for
N theniinéﬁe cashier is behind the counter, and the sior:
2;1113(; is standing amid displays in Fhe mld(.lle ;f:};g ;eca}is:
The store-owner, about 40, has been in Ame'r}llcaumversity .
He received his undergraduate dngree from 1dec Untversity o
California, Los Angeles; he studleq math an : Oog i

nce, he iold me, because his Enghsh‘was no ”glk cnoug
Fcl)r c;ther subjects. He is more outgoing and. }a E) z:;- i
customers than most of the storekeepers of his age, )
e WLEC O;S er:feczz-tings, the customer begins to treat the

ti 1;0 12:; j{itbas a business transantion, but as an opg:;;
aC “; {o be sociable, e.g. by introducing personal narra §
Zéfié’ his long absence from Los Angeles and his experi

ences in Chicago:

((Customer enters store and goes to soda cooler.))
Cust: [Hi % )

: How arle you? ‘ -
(C()gt?stmser takes soda toward cash register and motions
) 1 displays. 7.5)) |
tCO W?r ‘ dz\ilig jfi}u{éuys moved a lot of things around .
C];:};' Hello:, ({Cashier stands up from where he was

den behind the counter.})
: h heh o
gas}lj Iliiw are you? {{Cashier retrieves customer’s liquor
sash .
ves toward register)) o
Cust ﬁﬂaﬁogomg on man? {(Cashier gets cup for cus
ust:
tomer’s liquor.}) ((.8))
Cust:  How've you been?
Cash:  Sleeping
Cust:  eh heh heh ({1.8})
Cash:  Thats it? _ hases)) ((15)
Cust:  Thait’s it ({Cashier rings up purchases.
Cust: [ haven't seen you for a while
“ash : been
Cash:  hehe Where you ‘
Cizt: Chicago. ((Cashier bags purchase.))
Cash:  Oh really?
Cust:  fyeah] -
Casl:  [How] long?
Cust:  For about a month ({(1.2))
Cash:  How’s there.
Cust: Coil
Cash: . [Cold?}

Cust:  [heh ] hehheh heh
: s Chicago cold? .
(C“)WT- w:h! {(lateral headshakes)} ({1/.1)) man I gdot Sh
a {n.e plane and walked out the airport I said “Ob
shit”
st:  heh heh heh ' . |
g‘lﬁ; Iet;mt;ght it’s gonna be nice spring season over
W
there o
is is : th- I been there
; il not now this is about a mon
cst ;'/V\iasnthere for about a month but you know (.)
famn {{lateral headshakes}) . —
E(Cnstomer moves away from cash register toward
owner.)) ((1.4))
Cust:  Too col’
Cust: T mean this was really cold .
¢ (They have snowy) season‘t ere
(?::t:l %’ve lZnown it to snow on Iznster Sunday ((.})
Cust: Alright this Sunday it'll be Easter ((.})
Cust:  T've seen it snow LEaster Sunday e i hidh e
{({15-second discussion, not clearly and}b e, in which the
owné;r asks if there are mountains in Chicago, an ¢
lains that there are not.))
tcom:: r eX%:e th- this— California weather almost never
ust:
hanges. . o
t: ({:(Spogken slowly and clearly as for non natzvi
et speaker.)} back there it's 2 seasonal change, you go
fall, winter, spring
Own: mmhm
: know -,
guss 31{3(311I bzck there the weather sshhh ((lateral head
st
shake}) 1
o It’s cold up until June ' |
gu;t I mean these guys like they- they wearing lon:g
. john:s from September untit June
: s hot season, June) ) ,
gwrtl' (IEIteS h(;lere it’s hot, but there its ({lateral head
ust; -
shake}} '
Cust:  {Really ) {{Customer moves toward exit.))
Own:  Kay [see you later]
Cust: [see you later]
Cust:  Nice talking to you

Although this customer has come inFo'the ;;);; ;o::;y
a soda and liguor, he also disgia?fs mtere;tt;lr; zlimate P
ticularly about his sojourn in Chicago an el
After the initial greetings, he comments onq bt of
store displays have changed: an you\fg‘rny T
things around. This comment is Coml.btenf el such
that he’s been away; it provides an opening E A,
‘W moved those a long time ago, or anothe L
as We t would display acknowledgment that tlhe C-L o
menf ?};3 Win the store for some time. But nelth&f&lse "
Eijncfwrfglresponds to his comment. The cr;tstor::i sp ; oseld
the present perfect tense (How've ynu beenﬁomg?) R
ent tense {How are you? or How ya ) e
ot to the fact that he hasn't had conltdclhw e
jtt(t)ilellt(ls;ers for a period of time beginning in the pas

Assessments provide a locus for inter]
Omimon understanding and orient
and/or non-verbai markers of agree
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ending as he speaks; again th
that he hasn't been to the

store for an unusuaily long time,
The cashier answers the

question How've you been? with
Sleeping, treating it as referring to the present. The English
present perfect tense s expressed with
Korean, and may have led the cashier ¢
tion as a form of present tense,

The cashier places the customers habityal
fliquor on the counter without the customer ze
ftem. In doing so, the cashier, without tal,
knows the customer, at least his business exchange habits, As
the cashier Tigs up the purchase, the customer again uses
the present perfect tense, indexing his relatively long absence
from the store, sommenting: I haven’t seen you for a while.
This comment not only indexes his long absence from the
store, but draws the caghier into conversation, The comment

is typically made by a person who has temained in one place
while another has left and come bac

a past tense form in
> interpret the ues-

ly preferred
questing the
shows that he

k. In this case there is ne
away. In fact, as an immij.
grant Korean working in a liguor store, he probably spends 0
or more hours a week in the store, up to 52 weeks each year.
‘the customers seeming reversal of roles - speaking as
if the cashier, rather than he, had been away ~ has the func-
tion, however, of drawing the cashier into conversation. The
Cuistomer does not simply introduce the topic he wants to
discuss; he compels the cashier to ask him about the topic.
If the customer had simply stated, Pve been i, Chicago for
@ month and it was cold, hig audience could simply have
nodded and acknowledged it. Instead the speaker chooses
an interactional strategy that compels a question from kis
interlocutors, increasing interpersonal involvement,
The customer’s del ivery displays a refatively high leve] of
affective personal involvement; he yses profanity {0} shit},

falsetto voice, hyperbale {they wearing lon

g johns from Sep-
tember yngil June, elements of African American English

syntax (they wearing) and phonology (col’), and rel
high-volume laughter. The cashier a
not display such a high e

atively
nd owner, however, do
vel of affective personal involve.
nent in the interaction, even through channels which are
not dependent on linguistic proficiency. They do not laugh
during the encounter, for example, and the owner i looking
down unsmiling when the customer recounts his reaction
(Oh shity when getting off the plane in Chicago,

This disparity in levels of personal involvement is par-
ticularly apparent as the customer makes repeated assess-
Ments that display his alignment toward the weather in
Chicago, According to Goodwin & Goodwin (1992 i66),

this alignment can be of some
significant attribytes of the
the way in which he or sh
he or she perceives, 1 is t

moment in revealing such
aCtor as his or her taste and
¢ evaluates the phenomeng
herefore not surprising that
displaying congrueni understanding can be ap issue of
some importance to the Participants.

ecutors to show 4
ation through verbal
ment with the assess.

is invites discussion of the fact

Jrom September yntil June; and there i [

appreciation. The owner’s respon
ments tend toward checks of £
IS gonna be njce Spring season over there,
June, The Korean storekeepers show titt)
cold of Chicago, thereby £a
play solidarity with the customer
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ment. Bven when an individual h
referent of al assessment, Positi
ment will show emotiona]
with the assessor.

Explicit practices for displaying this alignment are
highly developed among African Americans in the inter.
actional pattern of “caﬂ~and-response,” in which one actor
words or actions receive ap immediate, often overlapping,
response and confirmation from others (Smitherman
1977). Call-and-responge marks involvement ang congru-
ent understanding with explicit vocal and non-verbal acts,
Responses that overlap the caller’s action are not seen as
disrespectful interruptions, but rather as a means of dis-
Playing approval and of bringing caller and responder
closer together.

While most often studied in forma) performances - e
concerts, speeches, or sermong . relatively animated Back-
channel responses also characterjze everyday talk of (and
particularly amang) many African Americans, Smitherman
(1977: 118) points out that diﬂ’"ering €Xpectations and prac-

tices of back-chanpel respenses can lead to the breakdown
of interethnic communication:

as little knowledge of the
Ve response to the a35¢e88-
understand.ing and alignment

“call-response” can be disconcerting to both parties in
black-white communication... When the black person is
speaking, the whize person... does not
i the response brocess, remaining relatively passive, per-
haps voicing an occasional subdued ‘Mmmmmmbhm”
Judging from (he white individuals seeming lack of
invoivemeny, the black communicator gets the feeling
that the white isi't listening.. . the white person gets the
feeling that the black petson isi't listening, because he
“keeps interrupting and turiting his back on me”

obvicusly engage

In the encounter under consideration, the storekeeperg
display little reaction to the customer’s assessients — much

00 col’s this was really cold: back there the
weather sshhh; it’s cold up until June; they Wwearing lon:g john:s
fateral headshake]
shit and tmimediately
§ gelno such show of
ses to these dramatic assess.
acts: Is Chicago coldde: 1 thought
and Its hot season,
€ appreciation for the
iting to align themselves and dis-
making these assessments,
Following two of these assessments (co:l and J got off

the plane and walked out the airport I said “Op shit™), the
Customer laughs. Accs}rding to fefferson {1979. 933},

Laughter can be Wanaged as a sequence in
of an utterance invites recipient
accepts that invitation, (ne tec}
ter is the placement, by spe
pletion of an utterance,

which speaker
to laugh and recipient
nique for inviting taugh-
aker, of a laugh just at com-
and one technique for accepting
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that invitation is the placement, by recipient, of a laugh
just after onset of speaker’s laughter.

The customer’s faughter following his utterances matches
this pattern precisely, but cashier and owner do not accept
the invitation to laugh. Not only do they fail to accept the
imvitation to laugh, but the owner actively declines the invi-
tation to laugh. He does this not through silence, which
would allow the speaker to pursue recipient laughter fur-
ther, but by responding to the customer’s laughter with seri-
ous tall of facts, Le. the temperature in Chicago: Is Chicago
cold? and I thought its gonna be nice spring season over there.

As Jefferson says,

In order to terminate the relevance of laughter, recipient
must actively decline to laugh. One techrigue for declin-
ing a postcompletion invitation to laugh is the placement
of speech, by recipient, just after onset of speaker’s faugh-
ter, that speech providing serious pursuit of topic as a
counter 1o the pursuit of laughter.

The owner’s response to the customer’s invitation to laugh
serves as an effective counter to the invitation.

Finally, the customers comment upon leaving (Nice
talking to you) suggests his attitude toward this service
encounter: it wasn't just an encounter about doing a busi-
ness transaction, it was a time to enjoy tatking personally
and make connections to people. Such an attitude is con-
sistent with observations and videotaped records, which
show African American customers consistently engaging in
a relatively high degree of sociable, interpersonal interaction
in service encounters.

The customer’s parting comment, Nice falking to you,
has ro equivalent in Korean. The closest expression rmight
be sugo haseo, which has a literal meaning close to ‘Keep up
the good work, but is used to mean “Thank you and good-
bye. Reference to work may serve as a more appropriate

social currency (‘Keep up the geod world) than reference to
talk (‘Nice talking to you'), consistent with cultural ideals of
refative taciturnity in service encounters.

This asymmetrical pattern of interaction occurs
despite apparent attempts by both parties to accom-
modate to the perceived style or linguistic proficiency
of the other. Both cashier and ownez, for example, make
repeated inquiries about the customer’s trip to Chicago

{How long?; How¥ there.) and the weather there (Is Chi-
cago cold?; They have snowy season there). Showing interest
in one’s interlocutor’s interests is a basic form of involve-
ment politeness (Brown & Levinson 1987: 103), and one
that is absent in the encounters between immigrant Kore-
ans that do not involve intimate friends or children. The
cashier and owner are adopting a relatively involved style.
The customer also appears to adapt his speech behavior
to his interlocutors, in this case for non-native speakers.
He explains and repeats his assessments after they draw
no second-assessment of agreement (I've known it to snow
on Easter Sunday . .. Alright this Sunday it'll be Easter. . I've
seent it snow Easter Sunday); and he shifts to a slow and

enunciated register to explain the seasonal weather of Chi-
cago (back there its a seasonal change, you gof fall, win-
ter, spring). Thus both parties accommedate fo the other,
narrowing differences in communication patterns; but the
accommodation is not necessarily of the type or degree
that can be appreciated by the other, to resalt in a more
synchronous, symmetrical interaction.

FEncounter 2

This second encounter of a Korean immigrant shop-owner
and cashier with an African American customer is much
longer, lasting about 7 minutes, with distinct episodes -
including two instances when the customer moves to the
exit as if to leave, and then returns to re-initiate conversa-
tion. Five excerpts from the encounter are presented and
discussed.

The customer’s talk and communicative behavior are
in sharp contrast to that of immigrant Korean customers.
He not only engages in interactional practices that increase
interpersonal involvement, e.g. talk of personal topics; he
also explicitly states that he wants the storekeepers to know
him, and he pledges extreme solidarity with them - e.g.
he tells them to cali him to their aid if their store is threat-
ened in future “riots” His interaction with the storekeepers
suggests that he has different ideas about the relationship
between customers and storekeepers than do immigrant
Koreans, and different ideas about the corresponding ser-
vice encounter style.

This customer’s explicit expressions of solidarity and
intimacy with the storekeepers are matched with an inter-
actional style that includes many of the characteristics — e.g.
relatively high volume, volubility, and use of profanity - that
immigrant Korean retailers have characterized as disrespect-
ful (Ella Stewart 1989, 1991, Bailey 1996). While this cus-
tomer’s interactional style is “emotionally intense, dynamic,
and demonstrative” (Kochman 1981: 106}, relative to most
of the African American customers at this Koreatown store,
it shares many features with the style regularly observed in
stores in tow-income South Ceniral Los Angeles.
The customer, a male in his 50s, has visited the store
just once before, the previous night. He is accompanied
by his nephew, who does not speak during the encounter.
The customer is wearing a warm-up suit and has sunglasses
resting on top of his head. His extreme expressions of co-
membership with the storekeepers as he talks to them, along
with the jerkiness of some of his arm motions, suggest that
he may have been drinking. It is not uncommon for custom-
ers at mom-and-pop liquor stores to display signs of aicohol
use when they are at the store. This customer’s speech is not
slurred, however, and he does not appear to be unsteady 0D
his feet.
This new customer arrives at the store speaking 1o his
nephew at relatively high volume. The encounter proceec?s
as a socially minimal service encounter until the Afri-
can American customer, following the pattern described
above, reframes the activity by intreducing a personal

R 4 p e
M C(}mm n
(:liAP] E & HlllC(—l{iOli ﬂf I{es ect m Illte?x eﬂ]illc Se,f Vice E! C(
u e 5

:‘loplc fr{;m outside the store context (his
1 area) and referrin i

g to his pers
the cashier: pesons

I((Customer arrives ta
identified as his nephew.))
Cust: ¢ thirty-ge
Y-seven years old (in thig) g
gust: Motherfucker ((1.09) i his) s
ng {}‘I{l (()Cu.s‘fomf:r approaches counter.)) {{,2))
; WS It going partner? eyh ((Cashier nods 3

((1.0))
gusi: ‘E[ogl got them little bottles?
ash: eh) ((Customer’s gaze f i
o 1er's gaze falls on the line bottles.))
Cust:  One seventy-f:ve!
bottles.)) {(2.00
g'ust: T{ou 4Tt got no bourbon? ({12
c.'I.Sh: I}JO: we don't have bourbon ((1.00)
gust: Il get a beer then.
Lst: ‘(j;uz;n; to nephew)) What would you like to drink?
at do you want? ( (Customer sefect .
‘ 5 bevera
i ;nd bfli‘télgs&hem to the cash register.}) (7 5§)nges
: Wwo nifty ({Cashier rin ase a
b?er.)) KA &S up purchase and bags
Cust: 1 just moved in the area. [ tatked 1o
Cas day. You [remember me|?
ash: O i
o veur [{8)3) yesterday }last night
ééSh,: [{O:h yeah ) ({Cashier smiles angd nods. )}
Oust. [Goddamn, shit] [then youdont- | .
Wil i
inew neighbor, huh?] ¢ {Customer
turns halfway 1o the side toward
.- the owner.))
ust:  Then you don’t know me

Cash:  [(1 know ou ashi
regiso y ) 1 ((Cashier gets change at
Cust; [T want vou to know} me so when I waik in here

y k W - ke 105107 3. Ot
Ol 10 me I Smo, W SO (

Cash; [Yerah}
gus}f;: {The yoJung guy
asn: There you go ({Cashier ‘
cosh Ok {heng} {{Cashier proffers change.))

Cash:  [Three four] fve t
e ten {{Cashier « .
counter.)) {(Cashier steps back

{{Customer gazes at display of

you the other

from

qocmﬂyen? tffracil.lon with the storekeepers proceeds as a
5 mnimal service encounter ung;
ntil the cast
unteers personal informati e
mation about himseff (7 ]
b ’ 2 inf : self (1 just moved
GgShcgea(}Iand raises the history of his refationship with th:
A]thmj ‘ tlf.‘;zlked t.o you the other day. You remember me?)
o gt " e cashier shows that he remembers the cus‘tom.e .
resterday, last night), the L he
yeste . customer conti
o : nues as if th
@ nl;;er Sfdnt know or remember him. The customers ode
umenf)st zf‘.. .. then you don’t know me is spoker at highfr/ob
z[hu W}i)th a smlle., suggesting humor rather than anger.
ough the cashier acknowledges having seen the cu;k

tome 2, hi i
t before, his turns are oriented toward completing the

recent move to
i relationship with

lking to his companion, who is later
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transaction, Except for the words last night, his ac
kments of this customer’s history with tie ]stoliea;l
Wf:;gsyzsé Egrzzlh).are §p01<e11 in overfap with the CUstomey,
ﬁ;e don ¥ mdresponse to the customer’s assertiong h
home st ::;r oss n‘ot‘ackn{)wledge it when the casl:lier
ot e e embers him. Perhaps the recognition doeg
1ne), but o requires p.roqqpting (Then you don’s kngw
ooty T her Iinust be d0n§ lmmedia'teiy and sponzggg
o st ner then explicitly states that he wants the
e and ;m owner to know him (he moves his gaze back
) . ‘ : -4 Smoke Winstons, Your
" 1;):»; ::;"l;;i -:':L;:tomerrzs concerned with the stt}rekeepecﬁ
future store ViSi;ES Z;?E{: giedz]'gg oot i 10w and o
the other employees (your son) a;r:afg;tinfiﬁii Toneet

c N
C;L;:fe}z:? gfi siorekefspers frequentiy ready a customer’s
larettes wamsqttlo.li) without l?eing asked; minimally, thig
however, suggestsothztif‘lll({;‘gxz'm fhiS Wa-}’-“ et -
p‘ersonai, intimate reiatioﬁsh.i;linjin{?;;v :Ilj IL'H'VOIV‘{3 o oo
cific types of talk and behavior. # fovolves spe-
remﬂ”gj: ia]t; IX?;e~nled here suggest that immigrant Korean
notione g ican American customers have differin
poto Ot waat it means to “know” someone in a a:onmj—g
e ; s};ore .C?I:ITBX{, al?d differing ideas about the kinds
b tiXthflf;tmtief; entaiied by “Rnowz’ng” someone in this;
con ma.y al firen‘t 1Qeas about w.rhat it means to know SOme-
e fé)a}; not just to service encounters, as described
o (1979? ;;}ciimcé i)et:}\ieen refative strangers. Thus
Kor?aqs are restrained 'ffd i;npei;n?e);l \v:rii;}ti;l Lo
tot intimate friends or Part of a known groﬁp' e ho are

The age- iche, ©

o l*1ge old cliché, “Koreans are the most courtequs
fm ple in the.East is rather rightly applied only to

zer-—persc)na% interaction among ingroups or hierarchi

Ca 9 > 3 -
i gr;)ups. Kozeans tend to he [by Western standards]
: po m.‘or even rude when they interact with cutgr

like outsiders or stran .
is 111{?1}7 to be treated with curiosity or ¢
bit of suspicion. .

[t p b d ﬁi t f th 5E k 3, s o Xten
”}dy e i CU! 01 €5¢ § ore L“EPGI cXte

stranger,

: ke at
timate communicative style to a relative

o In Almerica, many communicative
8, 811 smali-talk i
frigends al i?, aFd sde‘}—taH\ ~oceur in interactions both with
en. dn with relative strangers. The communicative st 1
" ‘ T ; style
ed to both strangers and friends relatively emphasize&;

the expression of :
§ " casual solidari - o
of personal details, v and explicit recognition

activities - e.g. greet-

Pers i
N (i)inai treatment in American life includes use of
e - iy 147
TSt name, recognition of biographical details

and ackn ifi
acknowledgements of specific acts, appearances,
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preferences and choices of the individual. Cultural mod-
els are given by salesmen and airline hostesses. Their
pleasant smiles, feigned and innocuous invasions of pri-
vacy, “kidding” and swapping of personal experiences
consiitute stereotypes of persenal behavior.. Signs of
friendship, the glad handshake, the ready smile, the slap
on the back.. have become part of the normal way of
behavior, (Bdward Stewart 1972: 55, 58)

Everyday speech behavior among sirangers in America
includes practices that would be reserved for talk among
relative intimates in Korea.

Such differing assumptions about appropriate com-
municative style in service encounters, and about the rela-
tionship between customer and server, may underlie the
contrasting forms of participation in the encounter under
consideration. When the customer states that he wants the
storekeepers to know him, the cashier’s Yeah and subsequent
There you go, as he hands back change, fail to engage the
topic of knowing the customer. The cashier is reframing the
activity as a business transaction, specifically the closing of
the business negotiation component, and perhaps the entire
encounter. The return and counting of change (There you go;
Three four five ten) is used in many service encounters as a
way of closing not only the business negotiation, but also the
entire interaction.

The customer however, does not treat this as the end
of the encounter. Instead, he treats this as a time to discuss

details of his life outside the store:

Cust:  And then [- I've got three months to be out here.

Cash:  How's [here i ({(Cashier steps back from coun-
ter and gazes down.})

Cust: [T'm going] to school

Cash:  How'’ here

Cust:  I'm going to- (.2} locksmith schoo}

Cash:  Oh really

Cust:  Yeah. so after that- because T had a (.) knee oper-
ation {(Customer rolls up pant leg to show scars.}}
({4.2))

Cust: 1 had a total knee so my company is retiring my-
old black ass at fifty-four ((Customer smiles and
gazes at owner.)) ((.6))

Own: (mmhb) ((Owner shakes his head laterally and
gazes away from the customer.})

Cust:  And they give me some money

Cash:  Huh ({(Cashier bares his teeth briefly in a smile.))

Cust:  So I'm spending my money at your store on
liguor heh heh heh heh hah hah halb hah hsh
{{Customer laughs animatedty, turning toward
the owner who does not smile, but who continues
lateral headshakes as he takes a few steps fo the
side.})

Own:  You still can work?

The business exchange has been completed, and the
customer initiates discussion of a series of personal topics.
He volunteers how long he will be in Los Angeles, what he

is doing there, details of his medical history, and his current
employment status. He goes so far as to roll up his pant-leg
to show the scars from his knee replacement operation. He
has said that he wants these storekeepers to “know™ him,
and hes giving them some of the information they need io
know him. In doing so he is treating them as co-members
of an intimate group, ie. the circle of people whe can see
his knee scars, even though by some standards they are vir-
tual strangers. The customer is treating the social distance
between himself and the storekeepers as small; his inter-
actional style increases involvement between him and the
storekeepers.

The cashier’s talk displays some interest in the interac-
tion, e.g. his initial query How’ here displays understanding
of the customer’s statement (Ive gof three months to be out
here) and invites further comment. The cusfomer, however,
does not answer the question. The non-standard form How}
here (for “How do you like it here?’) may not have been
understood by the customer, and comprehension may have
been further hindered by the cashier’s non-verbal actions.
During the first How’s here, the cashier’s arm is in froat of his
face, and his gaze is not on the customer; during the second,
he’s shifting his weight to lean on a counter to the side. The
even intonalion contour of How’s here may also prevent the
customer from realizing that a question is being asked. Even
when a storekeeper expresses involvement in an interaction,
his or her limited English proficiency may prevent the cus-
tomer from understanding the expression of interest.

The customer concludes this introduction with a joke
that stresses the humorous nature of his relationship with
the liquor store owners: he is sharing the proceeds from his
disability payments with them. His smile and laughter at
this situation are an invitation to his audience to share in
his laughter {Jefferson 1979). The store-owner and cashier
fail to join in this laughter; the cashier displays a flecting,
stiff smile, and the owner none at all. Not only do cashier
and owner fail to accept the invitation to laughter, but as in
the previous encounter, the owner, through his subsequent
question, ACTIVELY DECLINES the invitation to laughter. His
question You still can work? is a serious pursuit of a topic
that effectively counters the customer’s pursuit of laughter.
The question proves his comprehension of the customer’s
prior talk, but displays no affective alignment or solidar-
ity with the customet’s humor. Even though the store-owner
can understand the referential content of the words, he does
not participate in the interactional activity of laughing - the
preferred response to the customer’s laughter.

It is also, of course, possible that the owner is display-
ing a dispreferred response because he does wor want
to display alignment: perhaps he thinks that people take
advantage of social programs when they could support
themselves through their own work - a sentiment voiced in
interviews with immigrant Korean retailers in a variety of
forms, This active declination to laugh, however, also occurs
in my data during talk about morally less sensitive topics,
e.g. the weather, with both African American and Korean
customers; this suggests a pattern of declining invitations

stf)rekeepers may be more proficient at
with customers than they are
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to faughter that is unrelate
topic at hand.
t In the next twe minutes of ta
ranscribe .

ascribed here), the customer gets change for a five

dollar bill, and
> then explaing tg t]
he owner is £
employer doesn't want him to wor that his former

d to personal opinions about the

Ik and interaction (not

ya);but he stops in the doorway,
res i i ,
. ume_ talkmg. He discusses the exact amount of m

€ receives per month for his disabiljt o the

v : _ ¥> compares it to the
money he made Previously, and reiterates thag jf

he goes ¢ w, his di
gfﬂsﬂt}o work now, his disability benefits will be cut off,
o }e} next‘segmeni, transcribed befow, the cusrome‘
Pralus that he is being re-trained for a new job, He beginz

to depart, and the i
art, D once again returns fro 3
the exit door to re-initiate talk:  thethreshaldof

Cust:  So ] gotta get another trade, Just |

: . ike if
hurt in the liquor store business o ot

e you gotta go get
For them to Pay me tie zioiiy?estoi{lffxlhzr e
another trade. But thep like— after | c% ;;“a!get
trade )they pay me (a sum) g lump samgofmouzic: e:

ot And I'm gonna do what T wanna do, {(.3)) .
 They only gonna give me ah
thousand. ((1.4))

gus:: I;hzs» my schooling- (( 1.0)

ust: o~ got to take i ittle bi
ot gtoward ke tl'f);:asy for a fittle bit, {(Customer
Cust:  Thats why I'm gonna by
(501 can take it)
Own; Alright, take care

Cust: Okay ((Customer pauses in doorway )]

out sixty or seventy

7 enough of your liquor

This s‘egn?ent is characterized by dramaticaily
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asymmetrical
the custome
but there is i ¢
: a noticeable ab
response t; 1ai ' i ol
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i opening fo
Pening for storekeepey Tecognition of his Patronage, eg

We appreciare your business i "
disp{gs restraint, but not h;‘t‘e;mes(t% ;ErlfgfoI\(f)inll}:;f ekecper
2 1immj ‘
espons iontr}r]l;gszntt Kor}ean stqekeepers’ lack of avert
the Ao e € stlomers talk forms a spark contrast with
b o nfaliazlge;t‘;f?é g)f(;all-;nd-response described
‘ ‘ : mphasizes the iy :
;:;i I];Zsfs(;nd;?lg to a speaker, xzegarciless of the fozfxogfa ?J?Z
e YOL; o c{rgs;ponses are correct’s the only ‘incorre(;t’
g you ca is not respoz}.d atall” By this standapd the
) tiels lack of response i inappropriate, e
i :egixot tie%gg]ent, although the customer has once
o 1€ door, and the owner has said goodbye
S Stz;\eimrs thc)e store and more talk follows. Aftez:
events ot A ig 9(;epers names, the customer invokes the
oo ol £ é)ir g .}}He tells the store-owners that he wil]
o 1o the if ¢ ey have problems in the future, and
© discuss his philosophy of race refations:

Cust: What’s your name? ((Customer re-
. approaches the owner.))
Own:  Hap Choi ({.6))

Cust:  Hape ({Customer shake,

enters store and

s hands with the OWner.))

- {(1.2))
ust; What's vour P
o) b name? ((Customer shakes cashier’s
Cash:  Shin
Cust:  Chin?
Cash:  No, [Shin ]
Cust; [Okay] ¢.) Shin?

Cash:  Yeah

Own:  Whars yours (then)?
Cust: Larry

Own: Larry

C N * - b
ust; émka gangsta from Chicago, Larry Smith Anybody
tuck with you, this black- § hem .
: ’ s =t seen them riots and
St:ngs. aréld }t]hf:y was fucking up with the Kore;ln
fes and the- and the whar’s hj
the- § name stores?
And I'was in Vietnam and everything like that "

Own; [(Our) neigh i
; ghbors friendly (1
Cust: [Well- (.) well let me 7 there)]

. { tell you some-
thing- nobody fuck with your store, if | CatC);] em ni:li

ing fuck with your store {-) you just ca:ll me dow:mn

Own:  Alright

sion with them,

T
ticu!arllle tack of verbaj fesponse to the customer’s 1alk is ar-
e Y noteworthy because he s making statements }t)hat
easy responses. The fact th s poi
at he’s going t
e going to get a lum
- (f Iinoney and do what I wanng do makes reigvant sucﬁ
o ds as,hHow much are you £oing to get? or Whar ére it
gOing to o w( En You get the money? The amount ofmoneyﬁe’
& L0 gel (sixty or seventy tho imi com.
“ usand) similarly invi

o , , ary invites com-
arent, e.g. ?hars &reat, or Thats a lot of money, o); again W;zn t

O ‘ . ) . ) 2 3 a
im,ii; Squomtg fo dobwztl"t it? The customer’s Plys my schooling

luestions about the details of i
e e ! § of the schooling, beyond
eartier) that it’s locksm ;
! mith school, Th

ors oo ! - L€ customn-
trence to buying enough of your liguor also provides

Cust: ;s %
ust tlhil (I)Cuck efnl up ((Customer reaches out and shakes
wier's iand; the ownery arm is li ‘
imp and he i
e guﬁ'ed off bai‘ance by the handshaice.}} ((}_) 8) he is
: 5 e:«;l/;se.l beheve.in people not Koreans, not Blacks
ot R?g o tﬁltes, (x(mt this, I believe in people. ((.4)) )
: ere. ({Customer taps the owner on | |
shit : s on the ch
twice, in rhythm with the two words right rhezre))est

The
customer, who has created and emphasized soli-

darity with the st

€ storekeepers throy i
darit . e
continues to reinforce hj i Interact

with them. After learns
hands - an act of Physic
assertions of solidarity.

. . Gn,
s solidarity and co-membership
ng their names angd shaking their
al intimacy - he makes two explicit

e e LR
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Hig initial assertion of solidarity is é.ramanc: léetpic;lﬁ;
ises with high volume and affect that he will respon Io '
: > i ing them o
- “ anyone who is harming o
call for help, and “fuck up” a Fthem ox
their store. He has seen the havoc of Los Angeles 1; A%T
1992 on TV; but he is a Vietnam veteran, so h? as {- i
capacity to deal with such events. The storekeepers ell}):i;zf
| -members
i ies; d the storekeepers are co-me
are his enemies; he an -me:
:m intimate group, a group whose members will risk harm
an i .
to protect each other. o .
’ He reiterates this sentiment of solidarity by explalimhn_g
. i
his readiness to act on their behalf based on his person;i p "
[ s, not Blacks,
i eople not Koreans, no
losophy: Because I believe in p : s ol S
it ial dis between him and these s p
not Whites, Social distance and storeke
ers is low; race is not a barrier. He emphasizes his mhmai)e/
with the store-ownet by tapping him on the cliaesl, once I;,lier
making physical contact, and citing this spec1ﬁ'c store-o
as an examptle of the people in whmﬁ i’z; l"lljas faltg.e e
i scribed above,

Following the segment trans b : e
minutes of talk (not transcribed here) du.r;ng which th; ;eéu
v di : iefs about the basic sameness o
tomer discusses his belie he Jame 0

is criticis those who make
: f race, and his criticisms o
B than 10 words for
i ist. T ' e utters more than
society racist. The customer : ! ' '
each gf the store-owner’s words during {hfs perl.oci. The sqer
vice encounter comes to an end with the following turns:

(('The customer speaks with high volume and animatim;, fj:j
: - during these penultimate two tarns.
sounds almost angry during t ' [ s
i i ing s hat his sunglasses beco
; gesticulating so strongly t es
}cilizij)sdgeé from atop his head and he has to reposition them
he taiks.)} ' | .
?C;Su:t' Okay what T'm saying is (.) if you thr(?w five }1:1ds
. (in the middle of the floor) and dogt teli- them
Wha‘t they are nothing like that they just grow up
to be people ({.)) ’
Cust:  They don’t even know () that they) Black. they éin{
o even know they Korean they don't know that they
White they don’t know this and that. It ha‘ve to be ag
old person like you or me, George Washz—ngton ann
all these motherfuckers. Martin Luther King and a
these motherfuclers. o
({The customer has begun moving toward the ex;; Hf;s v;);;i
i f low volume and affec
ister shifts suddenly to one of 1a 5
;i;g‘]final turn. He gazes first at the owner and then the cashier
as he waves goodbye.))
Cust:  Anyway- have a good day, '
Own:  Later {((Customer turns and exits.))

As this interaction progress;s, the siorefiiiii :SE(;E:;Z
maore and more reticent while the custome pecomes more
and maore outspoken. Although tl‘le cust‘omei' as c;l e
the talk throughout the interaction, his;g? ;méoi ¢ allect
level get higher as it progresses, and he holds the ran ever

i ortion of the time. In the final two mir s
zlgl{h et;f Z{L)llztomer is literally following the owner’fr(én;eplea;?
to place in the store, leaning over the shorter E}zm, aiq;ts D
edly touching him on the chest as h'e makes 1s;1 po jte.a -

This asymimelry in participation occurs desp 1 iﬁre_
ent efforts at accomumodation by both customer and

- hat
leepers, Thus the storekeepers ask moze qu;:,suor;:?‘ll{idn
i in! in the tomer - Hows here; You sti
display interest in the cus . ¥ n
woffc?y— than they ask of non-intimate adult KO[‘L.C].H CliSt{Jr;l
ers ?‘he customer adapts his speech for n(.mqg?tw(;s.;’; e? OZ
i ‘ in his job retraining (Just fike if y
using an example to explain . o
get hgurt in the liguor store business, you ggtta go geft amf <
trade); and he introduces a topic that might be cihp:r ;i;d
! ' ivi est that ¢
i ' Los Angeles civil unres
lar interest to them, e.g. S An ouid
threaten their store. As in the first encougteii howevez.,t ;};;
i ay not be of the degree or
mutual accommeodation may | b
that can be fully apprectated by the other party, or can re
in more symumetrical participation in Flae e.ncount.er: -
Mismatch in politeness orientations can ‘havc a sel
reinforcing, spiraling effect that exaggerz}tltcs dl!ference;ltr;
) i i g5 this ¢ cerbal
i 55§ interaction continues; this can exa
oliteness style as interac s this can e :
I;mquﬁderstandiﬂgs and mutual negative E,V(%luatmll]]i fhz
m(;re this African American customer checri‘u];y talks '15;:
. he
i ¢ ie with the store-owner, the more
stresses his camaraderie wi : ; the m
retailer withdraws and declines involvement. This may }?e a
ore general phenomenon in interethnic commumcat]lgg}.
B T (1981
ing « Bateson, 1972 Tannen
Borrowing a term from . : -
concludes that speakers from backgrounds wniflt C(?r}lrciéﬁg
liﬁgllistic practices frequently respond to s.a;h ot 1;1’ ;121 com-
i ic fashion™; i.e., “the verba s
lementary schismogenetic | . .
1ﬁsed by on); group cause speakers of the other group E}o react
by intensifying the opposing behavif>r, and vice versal .
Since, for many African Americans the nature of g 1
and respectful service encounter relations involves re ]je
) i (, this cust may
i t SON: Ivement, this customer
tively great personal invo this & ‘
redo};’t?iing his efforts to create solidarity as he encountteg Z
L ‘ 2 e encous
ailers’ increast ticence. For the store-owner,
the retailers’ increasing re ot eowner
iat a customer’s increasing intimacy
appropriate response to a ¢ 2 e
nfz}:y blz the silence or avoidance that demonstrates ;estrzfgfi
is i ern does not escalate out of control.
In this instance, the pattern : o
The owner maintains a degree of engagement, aith((;ugshn(}t
imes; ¢ stomer doe
table at times; and the cus
appears uncomfor customer docs o
i is being i d, although his increasing
react as if he is being ignored, es o
as the interaction proceeds may well be related to the
level of response he gets from the storekeepers. b o
However, this seif-escalating cycle may con nd e 1o
confrontations that have occurred elsewhere. I\feli fa e
i en retaiiers
i ‘ frontations between retai !
informant accounts of con ctwe e
African Americans often stress the seeming sudéeglltssSSive
which storekeepers, perceived to be inscrutably 1mpf; u
suddenly explode in anger at customers. As c1z§tom?ie pﬂ.w
sist in behaviors that the retailer perceives as }nvast k’m)w
storekeeper will remain silent; the customer ‘Vﬂﬂ noer o
that he or she is deing something that the.storek;ep. e
inappropriate, and will increase the intensity of t e; o
meit behaviors in reaction to the restramt'o-f .sl.(_n.ebzecfmes
When the weight of the trespass again.st s§951b1‘ht11u.‘hing -
too grave, the store-owner will feel justified in las e o
{Kcéojhman 1981: 118, 1984: 206). Conversely, theuls\ e
ingly restrained behavior of store-owners, fib t311;er .
éxpress ever-greater friendiiness, can 1ead.t0 uéstorekeepers
ions of storek acisri,
bursts and accusations of sl01e'keeper T O ey
report repeated instances in which customers

CHAPTER 46 Communication of Respectin Interethnic Service EnCOunters

(and to the storekeepers, inexplicably) accused them of being

racists.

ComncrLusion

Divergent practices for disp%aying fespect in service encoun.

ter interaction are an Ongoing cause of tension between

relationship between custorner and storekeeper, and differ-
ent ideas about the speech activities that are appropriate in
service encounters. The talk of immigrant Koreans focuses
almost exclusively on the business transaction at hand, while
the talk of African American customers includes efforts
toward more personal, sociable interaction,

The interactional patterns that are apparent in vid.
eotaped records are consistent with data that come from
dozens of hours of observation in various stores, and from
interviews with stereowners, custo

mers, and consultants.
The seeming avoidance of involvement on the part of immi-

grant Koreans is frequently seen by Aftican Americans as
acism. 'The relative stress on
interpersonal involvement among African Americans in ser-
vice encounters is typically perceived by immigrant Korean
retailers as a sign of selfishness, interpersonal imposition, or
poor breeding (Bailey 1996),

The focus of this article on miscommunication should

hat immigrant Korean merchants and
African American customers can never communicate effec-
tively, or never haye friendly relationships. The overwhelm-
ing majority of African American customers and Immigrant
Korean retailers that | observed get along, and relationships
between retailers and regular customers (40-80% of the clien-
tele at stores | visited) are often very positive. Retailers often
know regular customers tamily members and other details of
their lives; and many retailers engage in friendly smali-talk
with such customers, even when limited English proficiency
makes it difficult, This type of relationship, which ofien results
only after longer contact, can change mutyal perceptions, ag
described by an African American woman in her 50s:

Tand that they shy away from you until You get to know

them. Like this tady, the Korean store, I've been in the
aeighborhood for years and years, and she’s friendly with
everybody cause she knows everybody but when they
don’t know you, they're shy, and you think they're prej-
udice. They might be, but you just have  get o kpow
them. They're nice people once you get 1o kpgw them,

This article has focused on one source of interethnic
tensions: miscommunication due to cultural
tic differences. Socio-historical conditiong e.g. social,
“eonomic, and racia) inequality — are alsg clearly sources of
tensions between African Americans and immigrant Korean
Storekeepers. Within a social and historical context, how-
ever, there are specific linguistic and cultuyal practices that
“an ameliorate or exacerbate tensions between groups. The
goal of this essay has been to shed 1

and finguis-

ight on communicative

%3

- This category includes pract
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processes that can lead to tensions between TOUpPS in .0
to-face interaction, in the hope that Lmderstanéing linguistic
and cultural bases of differences in communication Patterpg
can make these differences jess inflammatory,

Notes

Initial fieldwork for this research wag funded by

a Research Ingy.
tute for Man/Landes Trainin

£ Grant. Many thanks to Alessandro
Duranti for extensive comments on repeated drafts of the UCLA
M.A. thesis an which this article is based. Thanks also to Jae Kim,
who transcribed and transiated the Korean service enceunters, and
who shared much with me about the language, lives, and percep-
tions of Korean immigrants in Los Angeles,

L Transcription conventions are as follows: Speakers are identified
with an abbreviation in the far feft column, e.g. “Cust” for “Cug.
tomer” “Cash” for “Cashier” and “Own” for “Owner” A question
mark in: this column indicates that the speaker’s identity s pot
clear to the transcriber. Descriptions of non-verbal activities are

in double parentheses, 2.g. ((Customer entery store.)) Note also

the following:

(4.3 Numbers in parentheses indicate the length of time
in seconds during which there is no talk, Single
Parentheses are used for intra-tirn silences, doubie
parentheses for silences between turns,

() A period in parentheses or double parentheses
indicates a stretch af time, lasting no more than two-

tenths of a second, during which there is no tafk,

A colon indicates that the preceding sound was

<longated in 4 marked pronunciation.

A question mark indicates 1 marked rising pitch.

A period indicates a marked falling pitch.

@] Parentheses that are empty indjcate that soinething

was said at that point, but it is not clear enough (o

transcribe. Parentheses around words indicate doubt

about the accuracy of the transcribed material, A

slash between words in parentheses indicates altern

possibilities,

s connected to 3 word indicate breathiness, ustally

assuciated with langheer,

ate

hhh

It Brackets enclose those portions of utterances that are
spoken in averlap with other talk. The overlapping

portions of talk are placed immediately above or belaw

each other on the page.

An exclamation point indicates an exclamatary tone.

) A comma indicates a marked contimung intonation in
the sound(s) preceding the comma,

_ Text that is underlined was pronourniced with

emphasis, L.e. same combinztion of higher volume,

pitch, and greater vowel length,

A single apostrophe replaces a letter that was not

pronounced, e.g. col’ for cold, when the dis not

prenounced,

A hyphen or dash indicates that speech was suddenly

cut-off during or after the preceding word.

Transcriptions of Korean data foliow Martin el al, {1967: xv).

ices that might seem to vary signifi-
cantly in degree of intimacy; however, immigrant Koreans do
ot treat such distinctions ag relevant in most encounters with
immigrant Korean customers. As deseribed in the section on
encounters between immigrant Koreans, small-talk about the
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weather (for example) does not occur independently of, or more
frequently than, talk of more personal matters.

3. This is not meant to deny the role of racism in tensions between
Africats Americans and immigrant Korean retailers. Racism
permeates Americarn society; and it provides a cogent expla-
nation for a wide variety of historical, social, and £Conomic
phenomena, including behavior in face-to-face interaction.
Quotes from store-owners interviewed in other studies (e.g.
Blla Stewart 1989, K. Park 1995), attest the blatant racism of
some storekeepers. The point here is not that immigrant Korean
merchants are or are not racist, but rather that many immigrant
Korean interactional practices upon which African American
customers base assumptions of racism are not valid indices of
racism, because retailers use identical practices with immigrant
Korean customers.

4. The difficulty of mastering English for adult speakers of Korean is
suggested by the grammatical interference evident in the follow-
ing utterance by a storekeeper who had been in Los Angeles over
20 years, When asked where her husband was, she replied: Hus-
band some merehandise buy (i.e, My husband is buying some
merchandise?) The subject-object-verb word order of Korean is
used, rather than the subject-verb-object word order of English.
The present tense form of buy is used, rather than present pro-
gressive; this paraliels Korean usage, in which the present tense
form of action verbs can indicate present progressive meaning.
The possessive pronoun iy is elided, since it would be under-
stood from context in Korean (Lee 1989 0.
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