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ABSTRACT

The aim of this study is to analyze the conversational structure of Burmese
telephone conversations between Thai call center operators and Burmese customers.
The data consists of 80 conversations recorded from a call center. This study is based
on the framework of Sacks, Schegloff and Jefferson (1974), Schegloff et al. (1977),
and Schegloff (1968, 1979).

The findings point out that there are three sequences in opening sections:
summon-answer, greeting, and identification sequences. There are two sequences in
closing sections: possible pre-closing and closing. It was found that Thai call center
operators and Burmese customers use possible pre-closing strategies which are related
to their duty. In addition, in terms of turn taking, the most popular type of turn
allocation is that the current speaker selects the next speaker by using question and
request strategies. The overlapping is composed of “terminal overlapping,” “continue
overlapping,” “conditional access to the turn,” and “simultaneous talking”. Thai call
center operators produce terminal overlapping to interruptand Burmese customers
produce terminal overlapping to check understanding and produce continuous
overlapping to continue conversation. The backchannel responses contain short
verbalizations, *“yes” responses, repetition, and questions. The results show the
difference of using types and places of backchannel responses. Backchannel responses
produced by Thai call center operators usually occur after turn completion, while
backchannels produced by Burmese customers usually occur in overlapping positions

or after turn completion. The repairs consist of 1) self- initiation and self-repair, 2)
other-initiation and self-repair, and 3) other-initiation and other-repair. The second
type is most commonly found.
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