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Abstract

This study aimed at examining the conversations between
5 salespersons and 30 customers in a context of cosmetics business.
The techniques of conversation analysis and ethnography were applied
to this study. The data collection was conducted by recording 30
conversational case studies, showing the interaction between the
salespersons and customers. Based on the results from the analyses,
using the technique of Conversation Analysis, it was shown that, during
the demonstration, many communicative strategies were used by
the salespersons, including building a rapport with customers and
encouraging participation, testing the products with customers, miming,
laughing and taking a shorter turn of talking, as well as allocating
longer time for the customers to speak in a conversational turn-taking.
All these techniques allowed the customers to take a higher role of
authority to make a purchasing decision. Finally, the demonstration
during the sale was found different from the conversations at the
beginning, where the salespersons were more likely to ask questions
and produce a lengthy tumn of talking. These detailed findings have never

been mentioned in the theories of sale and marketing communication.

Keywords: Demonstration, Personal Selling, Salesperson, Marketing Communication,

Conversation Analysis
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winNueTransaeisetiveg uimenvedmde Wesenaudusefiue1vin

Tuussvindl 10 wiinmwunevaseddaud Tunsmeaeddauimluussail
anduisnsaieussenmalunsueliduiuesivanm wazdunmsilisies
naunduluAuAanssuiigniidW iR wiinewnedandafaiusuiunii
vosn Fausngamami 2 SeueitiAstulunmd 2 Wuvesniswaagluussin
7 10 Fadurredintnauueiwdnsusiundefidsvrvemuies msUfiam
voswiinumelursionavhliaunsafinnauldndululén nssauldudnsu
ufugnifunisadreenuiidausan (participation) Tufanssuitita 2 idwheg)
uazthlugnsainsussennedia ﬂ’ﬁw“Gm%amiﬂﬁﬁam‘iué’ﬂwmzﬁmaqwﬁﬂmuéma
\unsuansmnuessavienunluiugndn eldnwazvsnisairsduiuduie

ﬁnmﬂé’aﬂqwﬁ'&m'jﬂ rapport (Clark et al., 2003)
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(Han: Inlsand layw, 2561, Wi 92)
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4 6 waz 8 oradululiinsuaseligndyadunislignAndruniiduson
Tumswe n1stignAnddusanlunisvieduisnsdrdglunszuiunisee
(William, 2012, p. 86)

wenandl wilnnuedmeenai1aussenalunsneluuRTyvin
Tfianuduiuewhensiisgasusingluienisaumn wu Tundalunisyn
vosntnnuveluussini 12 uay 14

N5l INEINITIATIZINITAUNUI AT IERNITATA I UTENINNI1TY
viliunedavieiBnsiomsiitlenududou ferumarsnueivazinuf
nsdeanslunditenverldiidddafivay wideisdmseiludnvusndasondn
(turn by tumn basis) u,azLs?ias,ﬂmﬁ“uLLmﬁmu,azmqwﬁ’tuL%"aamim%miumima
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Afe 3T Inemsiwsigdimsaunuivielisniuin wiasaudmnausuay
gnénsamiudoasluszninenisandnenils uaswiinaueadneeidls (how

to conduct)
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9EedAaNI1 MINTeI (action) vesmlnNUELaEgNATAN YL NAYA19AIN
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A U fada . a ¢ o a =
VOIIANUTITINGT (Heritage, 1984) nMTiATIzUNISHaALUaguUNITHA FeLdu
#d8lun15IATIEYA (unit of analysis) MIUWUINIBY Sacks, Schegloff, &
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