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Abstract

In order to see how conversation between older adults
and younger adults differ, and how those differences or
problems are treated by younger adults, we analyzed 18
real dialogue data at a costumer call center of a food
company. Based on the framework of the collaborative
problem solving only by verbal conversation, 10
categories of problems in conversation with older adults
were picked up, summed up from 21 subcategories. In
this article, four examples were introduced with the
matched categories, showing problems on the processes
of collaborative problem solving, and also some
demonstration of asymmetrical some social power,
which may come from age differences and/or social roles
of the customer call center.
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