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Ñòàòòÿ âèêîíàíà â ðàêóðñ³ àíòðîïîöåíòðè÷íî¿ ë³íãâ³ñòè÷íî¿ ïàðàäèãìè. Âîíà
ïðèñâÿ÷åíà âèâ÷åííþ ñåìàíòè÷íîãî òà êîìóí³êàòèâíî-ôóíêö³îíàëüíîãî àñïåêòó
ìåòàêîìóí³êàòèâíèõ ïèòàíü ó ìîâëåíí³ îáñëóãîâóþ÷îãî ïåðñîíàëó. Ó ðîáîò³ óâàãà
àêöåíòóºòüñÿ íà òîìó, ùî ñïåöèô³êà ïðîôåñ³éíîãî äèñêóðñó îáñëóãîâóþ÷îãî
ïåðñîíàëó ïåðåäáà÷àº øèðîêå âèêîðèñòàííÿ ôàòè÷íî¿ ìåòàêîìóí³êàö³¿.
Ðîçãëÿäàþòüñÿ åòàïè âñòàíîâëåííÿ òà çàâåðøåííÿ ìîâëåííºâîãî êîíòàêòó çà
äîïîìîãîþ ìåòàêîìóí³êàòèâíèõ ïèòàíü. Äîñë³äæóþòüñÿ ôîðìàëüí³ òà íåôîðìàëüí³
ìåòàêîìóí³êàòèâí³ ïèòàííÿ. Òàê³ ïèòàííÿ º âàãîìîþ ÷àñòèíîþ ìîâëåííºâîãî åòèêåòó
ïðîôåñ³éíîãî äèñêóðñó îáñëóãîâóþ÷îãî ïåðñîíàëó.
Êëþ÷îâ³ ñëîâà: àíòðîïîöåíòðè÷íà ë³íãâ³ñòè÷íà ïàðàäèãìà, ñåìàíòè÷íèé,
êîìóí³êàòèâíî-ôóíêö³îíàëüíèé, ìåòàêîìóí³êàëüíèé, ïðîôåñ³éíèé äèñêóðñ.

Ñòàòüÿ âûïîëíåíà â ðàêóðñå àíòðîïîöåíòðè÷åñêîé ëèíãâèñòè÷åñêîé ïàðàäèãìû.
Îíà ïîñâÿùåíà èçó÷åíèþ ñåìàíòè÷åñêîãî è êîììóíèêàòèâíî-ôóíêöèîíàëüíîãî
àñïåêòà ìåòàêîììóíèêàòèâíûõ âîïðîñîâ â ðå÷è îáñëóæèâàþùåãî ïåðñîíàëà. Â
ðàáîòå âíèìàíèå àêöåíòèðóåòñÿ íà òîì, ÷òî ñïåöèôèêà ïðîôåññèîíàëüíîãî
äèñêóðñà îáñëóæèâàþùåãî ïåðñîíàëà ïðåäóñìàòðèâàåò øèðîêîå èñïîëüçîâàíèå
ôàòè÷åñêîé ìåòàêîììóíèêàöèè. Ðàññìàòðèâàþòñÿ ýòàïû óñòàíîâëåíèÿ è
çàâåðøåíèÿ ðå÷åâîãî êîíòàêòà ñ ïîìîùüþ ìåòàêîììóíèêàòèâíûõ âîïðîñîâ.
Èññëåäóþòñÿ ôîðìàëüíûå è íåôîðìàëüíûå ìåòàêîììóíèêàòèâíûå âîïðîñû.
Òàêèå âîïðîñû ÿâëÿþòñÿ âåñîìîé ÷àñòüþ ðå÷åâîãî ýòèêåòà ïðîôåññèîíàëüíîãî
äèñêóðñà îáñëóæèâàþùåãî ïåðñîíàëà.
Êëþ÷åâûå ñëîâà: àíòðîïîöåíòðè÷åñêàÿ ëèíãâèñòè÷åñêàÿ ïàðàäèãìà,
ñåìàíòè÷åñêèé, êîììóíèêàòèâíî-ôóíêöèîíàëüíûé, ìåòàêîììóíèêàëüíûé,
ïðîôåññèîíàëüíûé äèñêóðñ.

The article is written within the anthropocentric linguistic paradigm. The paper
examines semantic and communicative-functional aspect of metacommunicative
questions in the speech of service personnel. The work focuses on the fact that
specificity of professional discourse in the sphere of service personnel provides an
extensive use of phatic metacommunication. The stages of establishing and
terminating speech contact are analyzed. The article also investigates formal and
informal metacommunicative questions. Such questions are an integral part of speech
etiquette in professional discourse of personnel.
Key words: anthropocentric linguistic paradigm, semantic, communicative-functional,
metakommunicative, professional discourse.

Ñüîãîäí³ ìîâëåííºâà ä³ÿëüí³ñòü ðîçãëÿäàºòüñÿ
êð³çü ïðèçìó àíòðîïîöåíòðèçìó – íàóêîâ³ îá’ºêòè
âèâ÷àþòüñÿ ç ïîçèö³¿ ¿õ ðîë³ äëÿ ëþäèíè. Àíòðîïî-
öåíòðè÷íèé ï³äõ³ä ïåðåäáà÷àº íå ëèøå âðàõóâàííÿ
³íòåíö³é àäðåñàíòà, àëå é îð³ºíòàö³þ íà àäðåñàòà,
òîáòî âçàºìîä³þ êîìóí³êàíò³â ó êîíêðåòí³é êîìóí³êà-
òèâí³é ñèòóàö³¿ ç äîòðèìàííÿì íèìè åòèêåòíî¿
ìîâëåííºâî¿ ïîâåä³íêè [3, ñ. 93; 5, ñ. 75]. Åòèêåòíà
ìîâëåííºâà ïîâåä³íêà – öå íàñàìïåðåä ââ³÷ëèâå

ñï³ëêóâàííÿ, âñòàíîâëåííÿ äîáðîçè÷ëèâèõ ëþä-
ñüêèõ â³äíîñèí, ÿê³ º îñíîâîþ äëÿ âò³ëåííÿ ïðèíöèïó
êîíòàêòîâñòàíîâëåííÿ, ïîâ’ÿçàíîãî ç íåîáõ³äí³ñòþ
çðîáèòè ïîñèëüíèé “âêëàä â ðîçìîâó â ò³é ñèòóàö³¿,
â ÿê³é öÿ ðîçìîâà â³äáóâàºòüñÿ, ç äîïóñòèìèì
çàâäàííÿì ÷è íàïðÿìîì ðîçìîâè, â ÿê³é âè áåðåòå
ó÷àñòü” [12, ñ. 41].

Ó ñèòóàö³¿ êîíòàêòó íåîáõ³äíèé âêëàä ó ðîçìîâó,
îêð³ì ïðîïîçèö³îíàëüíî çíà÷óùîãî, ³íôîðìàòèâíî
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âàæëèâîãî, çä³éñíþºòüñÿ çà äîïîìîãîþ êîíòàê-
òîâñòàíîâëþþ÷èõ òà êîíòàêòîï³äòðèìóþ÷èõ çàñîá³â
ìîâè. Óñë³ä çà Ì.-Ë.À.Äðàçäàóñêåíå [1, ñ. 3–4], äî
÷èñëà ñèòóàö³é êîíòàêòó ìè â³äíîñèìî íàñòóïí³:
çíàéîìñòâî, ïåðåáóâàííÿ ðàçîì íà çàõîä³, âå÷³ðö³,
ó äðóç³â ³ çíàéîìèõ, ïóáë³÷íèõ ì³ñöÿõ â³äïî÷èíêó
(êàôå, ðåñòîðàí, òåàòð), ï³ä ÷àñ ðîçìîâè ïî
òåëåôîíó, ïåðåáóâàííÿ ðàçîì ó áóäí³ (ó áàòüê³â-
ñüêîìó äîì³, êâàðòèðàõ äîíüîê òîùî), ïî¿çäêè ó
ïîòÿç³, çóñòð³÷³ íà âóëèö³, ó êàðòèíí³é ãàëåðå¿,
á³áë³îòåö³, àâòîìîá³ë³ òîùî.

²ñíóº ö³ëà ñèñòåìà ìîâíèõ çàñîá³â, ñïåö³àëüíî
ïðèçíà÷åíèõ äëÿ ðîçâèòêó ìîâëåííºâîãî êîíòàêòó
â ñï³ëêóâàíí³. Âîíè âèêîíóþòü ôóíêö³þ ôàòè÷íî¿
ìåòàêîìóí³êàö³¿. Ç-ïîì³æ ³íøèõ äî ÷èñëà ìîâíèõ
çàñîá³â ó ôóíêö³¿ ôàòè÷íî¿ ìåòàêîìóí³êàö³¿ ìè
â³äíîñèìî ìåòàêîìóí³êàòèâí³ ïèòàííÿ. Ñàìå âæè-
âàííÿ ìåòàêîìóí³êàòèâíèõ ïèòàíü íà ñòàä³¿ âñòàíîâ-
ëåííÿ òà çàâåðøåííÿ ìîâëåííºâîãî êîíòàêòó º
îá’ºêòîì íàøîãî äîñë³äæåííÿ. Ïðåäìåòîì àíàë³çó
º ñåìàíòè÷íèé òà êîìóí³êàòèâíî-ôóíêö³îíàëüíèé
àñïåêò ìåòàêîìóí³êàòèâíèõ ïèòàíü, ùî ñïîñòåð³ãà-
þòüñÿ â ïðîôåñ³éíîìó äèñêóðñ³, â íàøîìó âèïàäêó,
ó ìîâëåíí³ îáñëóãîâóþ÷îãî ïåðñîíàëó, ç ìåòîþ
âñòàíîâëåííÿ ³ çàâåðøåííÿ ìîâëåííºâîãî êîíòàêòó,
³ ÿê³ òèì ñàìèì ðåàë³çóþòü ìåòàêîìóí³êàòèâíó
ôóíêö³þ â àíãëîìîâíîìó ä³àëîã³÷íîìó äèñêóðñ³.
Ìåòà äîñë³äæåííÿ – ðîçãëÿíóòè äâà åòàïè ³íòåðàêö³¿
çà äîïîìîãîþ ìåòàêîìóí³êàòèâíèõ ïèòàíü ÿê
çàñîá³â ¿õ ðåàë³çàö³¿.

Ôàòè÷íà ìåòàêîìóí³êàö³ÿ – öå ðåãóëÿòèâí³
ìîâëåííºâ³ ä³¿, ÿê³ âèêîíóþòüñÿ íà êîðèñòü àäðåñàòà
³ òèì ñàìèì ï³äòðèìóþòü éîãî ðåïóòàö³þ. Âîíè
äîïîìàãàþòü êîìóí³êàíòàì ó äîñÿãíåíí³ êîìïðîì³ñó
â ñï³ëêóâàíí³ òà óíèêíåíí³ êîíôë³êòó ³ º âàæëèâîþ
óìîâîþ åôåêòèâíîñò³ ñï³ëêóâàííÿ. Ôàòè÷íà
ìåòàêîìóí³êàö³ÿ ñïðÿìîâàíà íà ãàðìîí³çàö³þ
ìîâëåííºâî¿ âçàºìîä³¿ êîìóí³êàíò³â òà çàäîâîëåííÿ
êîìóí³êàòèâíèõ ïîòðåá àäðåñàòà â³äïîâ³äíî äî
ñîö³àëüíî-êóëüòóðíèõ òà ïðàãìàòè÷íèõ êîíâåíö³é
ñï³ëêóâàííÿ.

Íà ïîãëÿä äåÿêèõ äîñë³äíèê³â, ôàòè÷íà ìåòàêî-
ìóí³êàö³ÿ îð³ºíòîâàíà íà ñòâîðåííÿ àòìîñôåðè
ïñèõîëîã³÷íîãî êîìôîðòó é äîáðîçè÷ëèâèõ ñòî-
ñóíê³â ì³æ êîìóí³êàíòàìè ³ òàê çâàíå ñîö³àëüíå
“ïåñòóâàííÿ” [9, ñ. 25]. Å.Áåðí ðîçóì³º ï³ä “ïåñòó-
âàííÿì” áóäü-ÿêèé ìîâëåííºâèé àêò, ÿêèé ï³ä-
êðåñëþº âèçíàííÿ ïðèñóòíîñò³ ³íøî¿ ëþäèíè. Òàêó
æ ôóíêö³þ âèêîíóþòü ³ “ñëîâåñí³ ïîãëàäæóâàííÿ”,
ÿê³ ïðåäñòàâëåí³ ïåðåâàæíî ñòåðåîòèïíèìè
âèñëîâëåííÿìè ìîâëåííºâîãî åòèêåòó [7]. Çàçâè÷àé
ñþäè â³äíîñÿòüñÿ ïðèâ³òàííÿ, ïîçäîðîâëåííÿ,
êîìïë³ìåíòè, ïèòàííÿ òèïó “How is it going on?” Âîíè
º ìåòàêîìóí³êàòèâíèìè çà ïðèðîäîþ, àäæå íå
ïåðåäáà÷àþòü îòðèìàííÿ ³íôîðìàö³¿ ïðî ðåàëüíèé
ñòàí ñïðàâ ñï³âðîçìîâíèêà, à ñëóãóþòü çàñîáîì
âñòàíîâëåííÿ êîíòàêòó.

Òàê³ ïèòàííÿ ìè, óñë³ä çà Ò.×õåò³àí³ [8], âèçíà-
÷àºìî ÿê ìåòàêîìóí³êàòèâí³. Ìåòàêîìóí³êàòèâí³
ïèòàííÿ â³äð³çíÿþòüñÿ â³ä âëàñíå ïèòàíü òèì, ùî
âîíè íå ì³ñòÿòü çàïèòó ïðîïîçèö³îíàëüíî çíà÷óùî¿
³íôîðìàö³¿. Ìåòàêîìóí³êàòèâí³ ïèòàííÿ – öå ïè-
òàëüí³ çà ñâîºþ ôîðìîþ ðå÷åííÿ, çà äîïîìîãîþ
ÿêèõ ñï³âðîçìîâíèêè âèð³øóþòü ïðîáëåìó âñòàíîâ-
ëåííÿ, ï³äòðèìóâàííÿ òà çàâåðøåííÿ ìîâëåííºâîãî

êîíòàêòó. Çà Å.Ãîôôìàíîì, ïðèçíà÷åííÿ ìåòàêîìó-
í³êàòèâíèõ ïèòàíü ïîëÿãàº â îòðèìàíí³ ðåñïîíñèâ-
íî¿ ðåàêö³¿ (response), à íå ³íôîðìàòèâíî¿ â³äïîâ³ä³
(reply) [11, ñ. 35]. Ðåñïîíñèâí³ ðåàêö³¿ º êàíàëîì
çâîðîòíîãî çâ’ÿçêó (back channel feedback), ÿêèé
ñèãíàë³çóº ïðî òå, ùî ñï³âðîçìîâíèê ñëóõàº ³
ïîãîäæóºòüñÿ ç òâåðäæåííÿì ìîâöÿ. Ðåñïîíñèâí³
ðåàêö³¿ òèïó uh-huh, yes íå ïðèçâîäÿòü äî
÷åðãóâàííÿ êîìóí³êàòèâíî¿ ðîë³, à íàâïàêè, ñòâåð-
äæóþòü ïðàâî ìîâöÿ ïðîäîâæóâàòè ðîçìîâó. Öå
ïîÿñíþºòüñÿ òèì, ùî â ä³àäè÷í³é ³íòåðàêö³¿, êîëè
ìîâåöü ïðîäîâæóº ðîçìîâó, ñëóõà÷ íå ìîæå çàëè-
øàòèñÿ ìîâ÷àçíèì. Â³í ïîâèíåí ðåàãóâàòè òàê, ùîá
çàñâ³ä÷èòè ñâîþ çàö³êàâëåí³ñòü ó òîìó, ùî ïîâ³äîì-
ëÿºòüñÿ. Ôóíêö³þ ðåñïîíñèâíèõ ðåàêö³é ÷àñòî
âèêîíóþòü ìåòàêîìóí³êàòèâí³ ïèòàííÿ. Ìåòàêîìó-
í³êàòèâí³ ïèòàííÿ ùå íàçèâàþòü ïîì’ÿêøó-
âàëüíèìè, çàñïîê³éëèâèìè ïèòàííÿìè (mitigators),
çà äîïîìîãîþ ÿêèõ ó äåÿêèõ ñèòóàö³ÿõ ìîâö³
íàìàãàþòüñÿ çíèçèòè êàòåãîðè÷í³ñòü ìîâëåííÿ,
çðîáèòè ñï³ëêóâàííÿ ââ³÷ëèâèì, äåë³êàòíèì,
åìîö³éíî ì’ÿêèì, ùî ñïðèÿº ðîçâèòêó ìîâëåí-
íºâîãî êîíòàêòà [10]. Â öüîìó ïðîÿâëÿºòüñÿ ôàòè÷íà
ôóíêö³ÿ ìåòàêîìóí³êàòèâíèõ ïèòàíü. Íàïðèêëàä, äî
ôàòè÷íèõ ìåòàêîìóí³êàòèâíèõ ïèòàíü íà ñòàä³¿
âñòàíîâëåííÿ ìîâëåííºâîãî êîíòàêòó â³äíîñÿòüñÿ
ðîçïèòóâàííÿ ïðî ñòàí çäîðîâ’ÿ “How are you?”,
êîìåíòàð³ ïðî ïîãîäó “Dull morning, isn’t it?”,
ðîçïèòóâàííÿ ïðî íàéâàæëèâ³ø³ î÷åâèäí³ ðå÷³, ÿê³
ôàêòè÷íî º ôîðìóëàìè ïðèâ³òàííÿ “How do you do?”
“Where do you come from?”

Ìåòàêîìóí³êàòèâí³ ïèòàííÿ º ÿñêðàâî âèðàæå-
íèì ïðèêëàäîì ñòàíäàðòèçîâàíî¿ ìîâëåííºâî¿
ïîâåä³íêè, ÿêà âò³ëþºòüñÿ ó ñòåðåîòèïàõ. ßê â³äîìî,
ìîâí³ ñòåðåîòèïè – öå ³íäåêñàëüí³ îäèíèö³, ñò³éê³
âèñëîâëåííÿ, ÿê³ âèíèêàþòü ïîñò³éíî â àáñîëþòíî
îäíàêîâ³é ôîðì³ çà îäíèõ ³ òèõ ñàìèõ óìîâ [4; 6].
Òàêèìè ìîâíèìè ñòåðåîòèïàìè ó íàøîìó äîñë³-
äæåíí³ º ìåòàêîìóí³êàòèâí³ ïèòàííÿ òèïó “Nice
weather, isn’t it?” “How’s life treating you?” “Shall I call
you some day?” Ðîçãëÿíåìî ¿õ êîíêðåòíî íà äâîõ
ñòàä³ÿõ ñï³ëêóâàííÿ, à ñàìå ó ôóíêö³¿ êîíòàêòîâñòà-
íîâëåííÿ òà êîíòàêòîçàâåðøåííÿ â ïðîôåñ³éíîìó
äèñêóðñ³, ïîâ’ÿçàíîãî ç³ ñôåðîþ îáñëóãîâóâàííÿ.

Ó ñôåð³ îáñëóãîâóâàííÿ ââ³÷ëèâ³ñòü çàðàõîâó-
ºòüñÿ äî ïðîôåñ³éíèõ âèìîã ³ ÿêîñòåé ëþäèíè. Â
í³é êóëüòóðà ñï³ëêóâàííÿ º æèòòºâî âàæëèâîþ, òîìó
ùî ïðè íåäîòðèìóâàíí³ ïðàâèë óâ³÷ëèâîñò³ ïðàö³â-
íèêà çâ³ëüíÿþòü ç ðîáîòè. Ð³âåíü âîëîä³ííÿ ìîâ-
ëåííºâèì åòèêåòîì òà óì³ííÿ êîðèñòóâàòèñÿ
ìîâíèìè ñòåðåîòèïàìè â ïðîöåñ³ ñï³ëêóâàííÿ
âèçíà÷àþòü ð³âåíü ïðîôåñ³éíî¿ ïðèäàòíîñò³
ñïåö³àë³ñò³â, ÿê³ ïðàöþþòü ç ëþäüìè, çíàõîäÿòüñÿ ç
íèìè ó ïîñò³éíîìó êîíòàêò³. Öå, ïåðø çà âñå,
ñòîñóºòüñÿ òàêèõ ïðàö³âíèê³â ñôåðè îáñëóãîâóâàííÿ,
ÿê ìåíåäæåðè, ïðîäàâö³ â ìàãàçèíàõ, àïòåêàõ,
îô³ö³àíòè â ðåñòîðàíàõ òîùîanthropocentric linguistic
paradigm, semantic, communicative-functional,
metakommunikal'nyy, professional diskurs [7].

Ìåòàêîìóí³êàòèâíà îá³çíàí³ñòü (awareness) [13,
ñ. 110] âèÿâëÿºòüñÿ ó ìîâëåííºâîìó åòèêåò³ ÿê
çíàííÿ ñîö³àëüíèõ ïðàâèë ó ìîâ³ (ñëîâà òà âèñëîâ-
ëåííÿ, ùî â³äïîâ³äàþòü êîíêðåòí³é ñèòóàö³¿ ñï³ëêó-
âàííÿ, ìàíåðà âåäåííÿ ðîçìîâè òîùî). Òàê,
äîñë³äæåííÿ êàòåãîð³¿ ââ³÷ëèâîñò³ ïîêàçàëè, ùî
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æîäåí àíãë³éñüêèé ³íôîðìàíò íå ââàæàº ìîæëè-
âèì çâåðòàòèñÿ äî îô³ö³àíòà ó íàêàçîâîìó ñïîñîá³,
íàâ³òü ç³ ñëîâîì please òèïó “Bring me the menu,
please.” Ïðè îïèòóâàíí³ ìàéæå âñ³ àíãë³éñüê³ ³íôîð-
ìàíòè (98%) ââàæàþòü ïèòàëüí³ ðå÷åííÿ íàéá³ëüø
ìîæëèâîþ ôîðìîþ çâåðòàííÿ. Çâåðòàþ÷èñü äî
îô³ö³àíòà ó ïèòàëüí³é ôîðì³ “Could I see the menu,
please?”, ìîâåöü á³ëüø-ìåíø àâòîìàòè÷íî ñòàâèòü
âèùå ³íøèõ ö³íí³ñòü îñîáèñò³ñíî¿ àâòîíîì³¿ àäðå-
ñàòà. Â³í ãîâîðèòü òàê, íà÷åáòî íå çíàº, ÷è ïðèíåñå
éîìó ìåíþ îô³ö³àíò ÷è í³, íà÷åáòî â³í âèçíàº, ùî
îô³ö³àíò – â³ëüíà ëþäèíà, ó ÿêî¿ º âèá³ð çàäîâîëü-
íèòè ÷è íå çàäîâîëüíèòè ïðîõàííÿ â³äâ³äóâà÷à
ðåñòîðàíó [2, ñ. 2].

Íà ñòàä³¿ âñòàíîâëåííÿ ìîâëåííºâîãî êîíòàêòó
âåëèêó ðîëü â³ä³ãðàº ðåãóëÿòèâíà ä³ÿëüí³ñòü, àäæå
ïðîòÿãîì ñòàä³¿ êîíòàêòîâñòàíîâëåííÿ êîìóí³êàíòè
çàêëàäàþòü îñíîâè ïîäàëüøî¿ âçàºìîä³¿, äåìîí-
ñòðóþòü ñâîþ ãîòîâí³ñòü ÷è íåãîòîâí³ñòü ï³ä-
òðèìóâàòè ³íòåðàêö³þ. Öÿ ðåãóëÿòèâíà ä³ÿëüí³ñòü
çä³éñíþºòüñÿ, ç-ïîì³æ ³íøèõ, çàñîáàìè êîíòàêòî-
âñòàíîâëþþ÷èõ ìåòàêîìóí³êàòèâíèõ ïèòàíü ³
âèÿâëÿºòüñÿ â òîìó, ùîá ïðèâåðíóòè óâàãó
ñï³âðîçìîâíèêà. Ìåòàêîìóí³êàòèâí³ ïèòàííÿ íà ñòàä³¿
êîíòàêòîâñòàíîâëåííÿ ôîðìóþòü ñîö³àëüíó,
ì³æîñîáèñò³ñíó ³ òåìàòè÷íó ïëàòôîðìó ³íòåðàêö³¿.

Çà îçíàêîþ ïðèéíÿòíîñò³ âæèâàííÿ ìåòàêîìó-
í³êàòèâíèõ ïèòàíü ó ò³é ÷è ³íø³é ñîö³àëüí³é ñèòóàö³¿
ïðîôåñ³éíîãî äèñêóðñó ìîæíà âèä³ëèòè ôîð-
ìàëüí³ òà íåôîðìàëüí³ ìåòàêîìóí³êàòèâí³ ïèòàííÿ.
Äî ôîðìàëüíèõ ìåòàêîìóí³êàòèâíèõ ïèòàíü îáñëó-
ãîâóþ÷îãî ïåðñîíàëó äëÿ âñòàíîâëåííÿ ìîâëåí-
íºâîãî êîíòàêòó ìîæíà â³äíåñòè ïèòàííÿ òèïó “Can
I help you?” “What can I do for you?” “Would you like to
look around?” “Is there something specific I could help
you with?” Ôîðìàëüí³ ìåòàêîìóí³êàòèâí³ ïèòàííÿ
íàéá³ëüø ïðèðîäíî çâó÷àòü ó ïðîôåñ³éíîìó äèñ-
êóðñ³, îñê³ëüêè òóò âåëèêîãî çíà÷åííÿ íàáóâàº ïàðà-
ìåòð “ñîö³àëüíà äèñòàíö³ÿ” ì³æ êîìóí³êàíòàìè,
íàïðèêëàä:

(1) Indian Grocer: “Miss, can I help you?” the man
standing at the cash register asked. “You like some video?
We have subtitled versions, Miss,” the man continued.

Miranda: “No,” Miranda said. “Thank you, no” [15,
c. 109].

²íä³éñüêèé òîðãîâåöü áàêàë³éíèìè òîâàðàìè äëÿ
âñòàíîâëåííÿ ìîâëåííºâîãî êîíòàêòó ç â³äâ³äó-
âà÷êîþ éîãî ìàãàçèíó ìîëîäîþ àìåðèêàíêîþ Ì³ðàí-
äîþ âæèâàº ôîðìàëüíå ìåòàêîìóí³êàòèâíå ïèòàííÿ
“Can I help you?” Ïîì³òèâøè, ùî ä³â÷èíà ðîçãëÿäàº
ïîëèö³ ç â³äåîêàñåòàìè, òîðãîâåöü ïðîïîíóº ¿é
ïðèäáàòè â³äåî ç ñóáòèòðàìè. Öÿ ïðîïîçèö³ÿ
ñóïðîâîäæóºòüñÿ øàíîáëèâèì çâåðòàííÿì Miss, ùî,
íà éîãî äóìêó, ïîâèííî áóëî âèêëèêàòè ïîçèòèâíó
ðåàêö³þ àäðåñàòà. Ïðîòå Ì³ðàíäà â³äìîâëÿºòüñÿ â³ä
éîãî äîïîìîãè òîìó, ùî çàéøëà äî ìàãàçèíó íå ç
ìåòîþ ïðèäáàòè ùîñü êîíêðåòíî, à ç ìåòîþ
îçíàéîì÷î¿ ïðîãóëÿíêè ïî êðà¿í³, â ÿê³é ïåðåáóâàëà.

Äî íåôîðìàëüíèõ ìåòàêîìóí³êàòèâíèõ ïèòàíü
îáñëóãîâóþ÷îãî ïåðñîíàëó íà ñòàä³¿ âñòàíîâëåííÿ
êîíòàêòó ìîæíà â³äíåñòè ïèòàííÿ “How are you?”
“How are you doing?” “How are things going?” òîùî,
ÿê³ º ðîçïèòóâàííÿìè ïðî ñòàí ñïðàâ ÷è çäîðîâ’ÿ.
Âîíè ôóíêö³îíóþòü ó ïðîôåñ³éíîìó äèñêóðñ³ çà
ïåâíî¿ ì³æîñîáèñò³ñíî¿ áëèçüêîñò³ ïàðòíåð³â ïî

êîìóí³êàö³¿ – ñåðåä çíàéîìèõ òà äðóç³â. Íåôîð-
ìàëüí³ ìåòàêîìóí³êàòèâí³ ïèòàííÿ ïðèçíà÷åí³ äëÿ
ðåãóëþâàííÿ åìîö³éíîñò³ ä³àëîã³÷íîãî äèñêóðñó ³
âèçíà÷àþòü éîãî òîíàëüí³ñòü. Ðîçïèòóâàííÿ ïðî ñòàí
ñïðàâ ÷è çäîðîâ’ÿ ïîâ’ÿçàí³ ç âòîðãíåííÿì â
îñîáèñòèé ïðîñò³ð ñï³âðîçìîâíèêà, ³ â ñèòóàö³¿, êîëè
àäðåñàò ïðèõèëüíî íàëàøòîâàíèé äî ñâîãî
ïàðòíåðà ïî êîìóí³êàö³¿, ¿õ âæèâàííÿ ïðèçâîäèòü
äî ñêîðî÷åííÿ äèñòàíö³¿ ì³æ ñï³âðîçìîâíèêàìè:

(2) Jack Torrance: A little slow tonight, isn’t it?
Lloyd (bartender): Yes, it is, Mr. Torrance. What will it be?
Jack Torrance: So here’s what: you slip me a bottle

of bourbon … a little glass and some ice.
Lloyd: How are things going, Mr. Torrance?
Jack Torrance: Things could be better. Things could

be a whole lot better.
Lloyd: I hope it’s nothing serious.
Jack Torrance: Nothing serious [16].
Äæåê Òîððåíñ, ÷àñòèé â³äâ³äóâà÷ áàðó, âæèâàº

ìåòàêîìóí³êàòèâíå ðîçä³ëîâå ïèòàííÿ “A little slow
tonight, isn’t it?”, ùîá çàâ’ÿçàòè ðîçìîâó ç³ ñâî¿ì
çíàéîìèì, áàðìåíîì Ëëîéäîì, ùî ðàäøå º íå
çàïèòàííÿì, à ïîâ³äîìëåííÿì-ïðèïóùåííÿì ³íôîð-
ìàö³¿, íà ÿêå õî÷å îòðèìàòè ï³äòâåðäæåííÿ ç áîêó
áàðìåíà ùîäî òîãî, ùî â³äâ³äóâà÷³â òîãî âå÷îðà áóëî
ìàëî ³ òîðã³âëÿ éøëà ïîãàíî. Áàðìåí çà äîïîìîãîþ
ìåòàêîìóí³êàòèâíîãî ïèòàííÿ “How are things going,
Mr. Torrance?” âèÿâëÿº ³íòåðåñ äî ñï³âðîçìîâíèêà ³
âèçíà÷àº ñàìó ñèòóàö³þ ñï³ëêóâàííÿ ÿê òàêó, ùî ñïðèÿº
òðèâàë³é âçàºìîä³¿. Öå ïèòàííÿ áàðìåí äîïîâíþº
îô³ö³éíèì çâåðòàííÿì Mr. Torrance, ï³äêðåñëþþ÷è öèì
ñàìèì âèùèé ñîö³àëüíèé ñòàòóñ àäðåñàòà òà ñâîº
øàíîáëèâå ñòàâëåííÿ äî íüîãî ÿê çàìîâíèêà ³
çàëåæíèé ñâ³é ÿê îáñëóãîâóþ÷îãî ïåðñîíàëó.

Çàâåðøåííÿ ìîâëåííºâîãî êîíòàêòó, òàê ñàìî ÿê
³ âñòàíîâëåííÿ ìîâëåííºâîãî êîíòàêòó, º ðèòóàë³çî-
âàíîþ ñòàä³ºþ ñï³ëêóâàííÿ, äçåðêàëüíî ïðîòèëåæ-
íîþ âñòàíîâëåííþ, ÿêà ìàº ñâ³é íàá³ð êîíâåíö³éíèõ
ñòåðåîòèïíèõ îäèíèöü – ìåòàêîìóí³êàòèâíèõ
ïèòàíü, – çà äîïîìîãîþ ÿêèõ çàâåðøóºòüñÿ ïðîöåñ
êîìóí³êàö³¿. Íà ñòàä³¿ ïðîùàííÿ îäèí ç³ ñï³âðîçìîâ-
íèê³â ³íôîðìóº ïàðòíåðà ïî ñï³ëêóâàííþ ïðî
íåîáõ³äí³ñòü çàâåðøèòè êîìóí³êàòèâíó âçàºìîä³þ.
Â³äáóâàºòüñÿ îáì³í ïðîùàëüíèìè ôîðìóëàìè ³
ðîçìèêàííÿ ô³çè÷íîãî êàíàëó çâ’ÿçêó. Ìåòàêî-
ìóí³êàòèâí³ ïèòàííÿ âæèâàþòüñÿ íà äàí³é ñòàä³¿ ç
ìåòîþ ðåãóëþâàííÿ åìîö³éíîãî òà ñîö³àëüíî-åòè-
êåòíîãî êîíòàêòó, ïîì’ÿêøåííÿ ìîðàëüíî¿ øêîäè,
ÿêà çàâäàºòüñÿ ôàêòîì ðîçëóêè, çì³öíåííÿ
äîáðîçè÷ëèâèõ ñòîñóíê³â àáî âñòàíîâëåííÿ íîâèõ
ìîæëèâèõ êîíòàêò³â ïî çàê³í÷åííþ òåðì³íó ðîçëóêè.

Äî ôîðìàëüíèõ ìåòàêîìóí³êàòèâíèõ ïèòàíü
îáñëóãîâóþ÷îãî ïåðñîíàëó äëÿ çàâåðøåííÿ ìîâ-
ëåííºâîãî êîíòàêòó ìîæíà â³äíåñòè ïèòàííÿ òèïó
“Is everything okay?” “Can I be of any further help?”
“Can I do anything more for you?” “Did you like being
here?” Âæèâàþ÷è äàíå ïèòàííÿ, àäðåñàíò íàìàãà-
ºòüñÿ ñòâîðèòè ñïðèÿòëèâó ïëàòôîðìó äëÿ ìàé-
áóòí³õ ³íòåðàêö³é:

(3) Waiter:  Is everything all right, Miss?
Maggie: Oh, sure. It was fine. Thank you. Can I have

the check, please? [14, c. 49].
Îô³ö³àíò, áàæàþ÷è äîãîäèòè â³äâ³äóâà÷ö³ çà-

êëàäó Ìåãã³ òà ï³äêðåñëþþ÷è ¿¿ âèùèé ñîö³àëüíèé
ñòàòóñ, ï³ä ÷àñ çàâåðøåííÿ ìîâëåííºâîãî êîíòàêòó
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âæèâàº ôîðìàëüíå ìåòàêîìóí³êàòèâíå ïèòàííÿ “Is
everything all right, Miss?” Ìåãã³ äÿêóº éîìó òà ïðîñèòü
ïðèíåñòè ðàõóíîê, ùî ñëóãóº ìàðêåðîì âõîäæåííÿ
â çàêëþ÷íó ñòàä³þ ñï³ëêóâàííÿ.

Äî íåôîðìàëüíèõ ìåòàêîìóí³êàòèâíèõ ïèòàíü
îáñëóãîâóþ÷îãî ïåðñîíàëó íà ñòàä³¿ çàâåðøåííÿ
êîíòàêòó ìîæíà â³äíåñòè ïèòàííÿ òèïó “Did you enjoy
the meal?” “And how were the lobster tails?” “Hope a
chocolate cake met your expectations?” “Hope to see
you again in a not too distant future?” òà ïîä³áí³, ÿê³
ï³äñóìîâóþòü ³íòåðàêö³þ îáñëóãîâóþ÷îãî ïåðñîíàëó
ç â³äâ³äóâà÷àìè. Íåôîðìàëüí³ ìåòàêîìóí³êàòèâí³
ïèòàííÿ âæèâàþòüñÿ íà äàí³é ñòàä³¿ ç ìåòîþ
ðåãóëÿö³¿ åêñïðåñèâíîãî êîìïîíåíòà êîìóí³êàòèâíî¿
ñèòóàö³¿, îñê³ëüêè àäðåñàíò ñòàâèòü ïåðåä ñîáîþ
çàâäàííÿ ïîë³ïøèòè òà çàêð³ïèòè ì³æîñîáèñò³ñí³
ñòîñóíêè, âèêëèêàòè ó ñï³âðîçìîâíèêà ïîçèòèâíó
åìîö³éíó ðåàêö³þ, çàäîâîëåííÿ:

(4) Waiter: And how were the lobster tails?
Caitlin: It was fine, thanks.
Waiter: The lady was enjoying the Montrachet. And

sir, the Margaux. I hope it met your expectations? [pours
wine to each glass]

Jason: It was terrific. Thank you.
Waiter: We don’t get too many requests for the ’78.

It’s a bit too pricey for some of our patrons. I’ll just leave
this with you then [leaves the bill] [17].

Îô³ö³àíò âæèâàº ìåòàêîìóí³êàòèâí³ ïèòàííÿ
“And how were the lobster tails? I hope it met your

expectations?” ÿê ðåïë³êè äëÿ çàâåðøåííÿ ìîâëåí-
íºâîãî êîíòàêòó. Â³äâ³äóâà÷³ âèñëîâëþþòü ñâîº
çàäîâîëåííÿ â³ä ñïîæèòèõ ñòðàâ (“It was fine.” “It
was terrific.”), äîäàþ÷è ôîðìóëó âäÿ÷íîñò³ thank you
ç ìåòîþ äåìîíñòðàö³¿ ñâîº¿ ïîçèòèâíî¿ îö³íêè
îáñëóãîâóâàííþ. Îñòàííüîþ ðåïë³êîþ (“We don’t
get too many requests for the ’78. It’s a bit too pricey for
some of our patrons.”) îô³ö³àíò âèñëîâëþº êîìïë³-
ìåíò â³äâ³äóâà÷àì, ÷èì ðîáèòü ô³íàëüíó ñïðîáó
çäîáóòè ïðèõèëüí³ñòü ñï³âðîçìîâíèê³â.

ßê áà÷èìî ç ïîïåðåäí³õ ïðèêëàä³â, ñï³ëêóâàííÿ
îáñëóãîâóþ÷îãî ïåðñîíàëó ìàº çàçâè÷àé ôîð-
ìàëüíèé õàðàêòåð. Ïðîòå ìîæëèâ³ ³ âèíÿòêè – ó
ñï³ëêóâàíí³ îáñëóãîâóþ÷îãî ïåðñîíàëó ç ïîñò³é-
íèìè êë³ºíòàìè, ÿê³ â³ääàþòü ïåðåâàãó òîìó ÷è
³íøîìó çàêëàäó ³ òðèâàëèé ÷àñ â³äâ³äóþòü éîãî, à
òàêîæ ó ñèòóàö³¿, êîëè êë³ºíò º çíàéîìèì ÷è äðóãîì.
Ó òàêîìó ðàç³ îáñëóãîâóþ÷èé ïåðñîíàë ìîæå
ñï³ëêóâàòèñÿ ç â³äâ³äóâà÷åì ó íåôîðìàëüíîìó ñòèë³
³ â³äõèëÿòèñÿ ïåâíèì ÷èíîì â³ä òèïîâî¿ ìîâëåííºâî¿
ïîâåä³íêè, ïåðåäáà÷åíî¿ äëÿ äàíî¿ ñèòóàö³¿.

Òàêèì ÷èíîì, ìîæíà çðîáèòè âèñíîâîê, ùî ï³ä
÷àñ ÿê ôîðìàëüíîãî, òàê ³ íåôîðìàëüíîãî ñï³ëêó-
âàííÿ ç êë³ºíòàìè, îáñëóãîâóþ÷èì ïåðñîíàëîì
âèêîðèñòîâóþòüñÿ ôàòè÷í³ ìåòàêîìóí³êàòèâí³
ïèòàííÿ äëÿ âñòàíîâëåííÿ òà çàâåðøåííÿ ìîâëåí-
íºâîãî êîíòàêòó, ÿê³ º âàãîìîþ ÷àñòèíîþ ìîâ-
ëåííºâîãî åòèêåòó â ïðîôåñ³éíîìó äèñêóðñ³.
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