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ABSTRACT

This descriptive study analyzed the structure of telephone conversations at the
Metropolitan Electricity Authority Call Center and investigated the strategies used by
agent and customer.

This study found that the structure of conversations at the MEA is composed
of 5 elements: an opening stage, aim announcement, body of conversation, pre-closing
and closing stage. The general characteristic of conversations between the agent and
customer occur in a rather stereotyped pattern, this includes a limited greeting or
introduction in the conversation. The task of initiating the starters generally falls to the
agent. The language used for introduction in on MEA telephone conversation differs
from a casual telephone conversation with agents informing callers of their name and/
or offering a greeting.

The closing of the telephone calls reveal a dominant use of thanking and leave-
taking. This type of thanking and leave-taking differs from casual leave-taking. The
findings also showed the strategy of direct asking used by the agent ranging from high
to low frequency, are Conductive questions 34%, Follow up questions 31.2%,
Repetition questions 20.3% and Hypothetical questions 14.5%. The direct asking
strategy used by customers occurred as follows: Follow up questions 29.7%,
Conductive questions 29.3%, Hypothetical questions 20.7% and repetition questions
20.3%.

The direct answering strategy was rated from high to low depending on the
agent’s usage: Representative 31.9%, Directive27.0%, Expressive 15.8%,
Pause+Representative 14.9% and Commissive 10.4%. The customer direct answering
strategy occurred to the following percentages: Expressive 28.5%, Representative
25.8%, Directive 21.5%, Pause+Representative 16.0% and Commissive 8.2%.
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