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Abstract
This Ethnographic-Conversation Analysis study aimed to explore cosmetic business
talk between salespersons and customers, turn-taking, the techniques used and the
use of selling theory during interaction. Data were collected in 11 Changwats (or
provinces), namely Nakhonpathom, Samutsongkhram, Ratchaburi, Phetchaburi,
Kanchanaburi, Chiangrai, Chonburi, Khon Kaen, Chaiyaphum, Roi Et and Phatthalung.
Five salespersons and 30 customers were asked to sign informed consents for video
and audio recording their talks about selling cosmetics. In-depth interviews with 8 other
informants and direct observation supplemented the data collection. Results showed
that this business talk was in 4 stages: 1) opening, 2) talking about the previous selling
3) illustration of new products, complaints management and others and 4) closing the
conversation. The topics discussed varied: they were selling and its progress, new
product offerings, complaints about products and premiums, staff behavior, family
matters of the salespersons and customers, customers' experience, the work and
behavior of product consultants, sales promaotion, leisure, drinking entertainment, and
private personal matters. Turn-taking between interlocutors seemed to be asymmetric.
Salespersons controlled the talk when customers needed special offers. Interlocutors
constructed their turns by single words, phrases, sentences and gestures. Transitional
relevance places were possible using the words "nia”, “er”, "no”, English words such
as “ML", "OK”, gestures and stretching at the end of the word “good”. Salespersons
and customers applied the techniques of rapport, the use of insertion sequences,
refusal to buy and objection and management. Salespersons applied theoretical
knowledge from training when unapproved products

needed to return and salespersons wanted to close selling.



