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Introduction
During social or professional interactions, it is common to wonder how different
individuals should be addressed. When is it appropriate to use the given name (Carol,

Brian)? When should the title plus surname be used (Miss/Ms./Mrs./Mr. Henderson)?

In Spanish, as well as English, the title plus family name is considered a more formal
type of address than the first name, which is more informal. Generally, the formal
address is used with strangers, with people who are older than the speaker, and with
someone worthy of respect.

In addition to first and last names, second-person pronouns are also forms of address. In
English there exists only one form, you, in both singular and plural (plus the dialectal

variants y'all, you guys, and yinz in the plural). However, in Spanish one must choose

between tu, vos (in some parts of Latin America), and usted for the singular. For the

plural, in parts of Spain, a speaker must choose between vosotros/vosotras and ustedes,

while only ustedes is used for the plural in Latin America.

Verbal forms corresponding to the second-person pronouns are as follows in the
present indicative:

tl + second-person singular (estudias/comprendes/escribes)



usted + third-person singular (estudia/comprende/escribe)

vosotros/as + second-person plural (estudiais/comprendéis/escribis)

ustedes + third-person plural (estudian/comprenden/escriben)

Regarding the social meaning of second-person singular pronouns of address in Spanish,

the formal usted could be characterized as more polite than the informal td and vos.

Methodology
This study? is part of a larger project, begun in 1995, collecting business documents and
studying address forms in the workplace in Santiago de Chile, Buenos Aires, Bogota,
Caracas, San Jose de Costa Rica, Mexico City, San Luis Potosi, San Juan de Puerto Rico,
Santo Domingo, Santiago de los Caballeros, and Madrid (see Uber 1997, 1999a, 1999b,
1999c, 2000a, 2000b, 2004a, 2004b, 2004c, 2005, 2008a, 2008b, 2010, 2011, 2012).
Data from workplaces in Madrid, Spain illustrate some issues that are important for
conducting international business. A complete understanding of the culture and
pragmatics of business must include the concepts of

» respect, and

» politeness,
as well as how these concepts are reflected in the forms used to address the customer.
Forms of Address
Spanish-language address forms reflect these concepts of respect and politeness in the
workplace. With age and higher rank comes respect, which would dictate usage of the

more formal address: usted.



People with whom a worker is not acquainted are also addressed with usted, such as
walk-in customers.
Norms of politeness dictate that one should be accommodating toward the addressee.
(The idea is something like: “Be nice, so that the customer does not lose face.”)
Politeness can be manifest in the form of the respectful, deferential
» usted in the singular and
» ustedes in the plural (for Madrid),
plus the corresponding verb forms.
Alternatively, politeness can also dictate informal address:
» tuin the singular, and
» vosotros in the plural (for Madrid),
plus the corresponding verb forms.
This informal address can be used:
= toward those sharing equal social status (in all types of usages and situations), or
= to show confidence and solidarity toward the consumer in business encounters,

advertising and marketing.

Examples

Examples from marketing and advertising will illustrate these different usages geared
toward different audiences. Included are newspaper advertisements, surveys and forms
to be filled out, product labels, and instructions to the customer.

Newspapers



Advertisements from newspapers employ different address forms for different target
markets.
Surveys and Forms

+ Given that they are generally distributed to unknown people, surveys employ

usted.
+ Forms to fill out upon registration at a hotel employ usted, because the employees
are generally not acquainted with the clients at check-in.

Product labels and instructions
Address usage can vary in such marketing tools. For example, a colorful sticker on the
front of a product employs t. Instructions on the back of a label, and on the fold-up
technical information use infinitives, because they are addressed to no one in particular.
A specific recommendation to the consumer uses usted, because it is more direct.
Use of Usted
Ads directed to business executives or to elderly people generally show respect, and tend
to use usted.
Advertisements for financial assistance address the targeted customer with usted also, to
show respect, and to try to not make the customer feel embarrassed about needing help
with finances.
Use of Tu
On the other hand, public service announcements try to establish solidarity and
togetherness with local residents.
Ads directed toward women, young people, students, families, and movie buffs also

employ tu as a way of showing informality.



Advertising directed toward local consumers generally uses tu, again to show solidarity.
(The idea is something like: “You are one of us.” “ You belong here.”)
Similarly, we find t0 used in ads for products for the home, showing solidarity with

those who live in the area, and in ads for entertainment (showing informality).

Examples from Newspapers

Fig. 1. Ad directed to international business executives uses usted (su negocio, cuente

con, le ofrecemos, necesita, informese).






Fig. 2. Ad for hearing aids directed to elderly people (showing man with white hair) uses
usted (si es usted; su carnet; obtendrd; para usted, que necesita; le realizamos; su

audifono; Solicite).

csA |CENTRO SOCIAI —
DEL AUDIFONO iPor qué Elegir Ef Centro
‘ Social del Audifono ?
S es usted Jubilado, presentando su camet de pensionista B i

en cualquiera de nuestros centros, obtendra
 EXCELENTES VENTAJAS SOCIALES,

| www.centrosocialdelaudifono.es '
hfurrrm jonen| info@ cwn!rosoualdelaudnonues

¥ £ | ot 3€
o) 00735 35 50/

Avda. Felipe || 6 - B 1zq Paseo de Ias Acacias, 4 - Loca C/ Dr. Calero, 38 local - Maiadahondo

el 91 435 37 82 Teft: 91 506 22 31 Telf: 91 639 71 55

uc 3A mas cercano|




Fig. 3. Ad directed to businesses for safety product, which could be used in geriatric

centers for elderly people, uses usted (Evite, Supere, Haga su pedido).

vestuarios y spas, hoteles, geriatricos.
Tratamiento liquido, transparente ¢ inocuo

Garantizado para 2 anos

iUDRIE 148 INspeCol

;-"t!; 0% surlng ='j'”'i"£ ey

Anlidesiizamtes CAMOR 8.1

Haga su pe

Fig. 4. Ad for financial assistance uses usted (¢ Tiene...?, jjLIamenos!!) to avoid having

the potential customer feel embarrassed.




Fig. 5. Another ad for financial assistance uses usted (su disposicion, le ayudard, sus

problemas, si llama).
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Fig. 6. Another ad for financial assistance uses usted (Si tiene, propiedad suya, su

familia, le damos, consulte).

HIPOTECAS Y REHIPOTECAS URGENTES DIRIGIDAS A PARTICULARES, AUTONOMOS
Y EMPRESAS QUE TIENEN PROBLEMAS ECONOMICOS Y NECESIDAD URGENTE E
INMEDIATA DE DINERO PARA CUALQUIER FINALIDAD, SIN JUSTIFICACION DE
INGRESOS, SIN IMPORTAR ASNEF, RAI, EMBARGOS, IMPAGADOS NI DEUDAS

: CONSULTA  IMAXIMA
. A ® GRATUITA  RAPIDEZY
CIlﬂ'ord uckland

CONSULTORES DE HIPOTECAS Y REHIPOTECAS URGENTES , ‘ 533 2, 6 ‘

C/ Rios Rosas, 46 - 6°A 28003 Madrid www.cliffordauckland.es
T ow T TS T e ot oty pe s

111 DINERO |
“IURGENTE!”

PARA CUALQUIER FINALIDAD, SIN . Il] s TIFIC CION I"li INGRESOS
SIN IMPORTAR ASNEF, RAI, E f\.l'll AR ZI!'-_Z-_ II'\‘H !\{_ ADOS NI DEUDAS

—_— TAMBIEN PARA MAYDRES DE 65 AHOS

AMPLIACION DE HIPOTECAS, REAGRUPACION Y REFINANCIACION DE DEUDAS
Y ADEMAS DINERO PUENTE HASTA VENDER SU CASA U OTRA PROPIEDAD

S| TIENE PROBLEMAS ECONOMICOS Y TIENE UNA
VIVIENDA U OTRA PROPIEDAD SUYA O DE SU FAMILIA,
SIN HIPOTECA O CON MUY POCA HIPOTECA

SOLOCONELD.N.1Y
LAS ESCRITURAS, DE INMEDIATO

LE DAMOS LA SOLUCION HIPOTECARIA

B SOLUCIONAMOS SITUACIONES DIFICILES IR
- CONSULTE EN LA WEB NUESTRO PLAN DE AYUDA SOCIAL -

ESPARA. Ln promaciona es de tlhwwlﬂudl

: mcﬂm%ﬁ%ﬁﬁwm% hm%m%;uME%ﬂ

CON LOS NIVELES MAS ALTOS EN CALIDAD Y
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Fig. 7. Yet another ad for financial assistance uses usted (Necesita, nadie se lo da, Tiene,
su hipoteca, ¢Le van a embargar la casa?, jjjLlamenos!!!, su propiedad, le damos
solucion).

DINERO URGENTE
916390347

¢ NECESITA DINERQ URGENTE Y NADIE Sk O DA? e
{TENERONENS CONELPIGODESURRoteca? - MGE | 27

DINERO URGENTE
¢ LE VAN A ENBARGAR LA CASA”? 91 6390347

: o] lamenos!!l | owero uReeTE
o005 &ros pomnes Tee SOLUCION L o1 390347

Jolocon l DNy los esritres; e su propieci s domos solcion 01 63903 47 DINERQ URGENTE
916390347

OTROS SERVICIOS
S DINERO URGENTE
ABOGADOS  REFORMAS  INMOBILIARIA o4 639047‘
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Fig. 8. Public service announcement for public transportation uses tu (¢y Tu?, Participa).

This is directed toward local consumers, thus showing solidarity.

WY aw my
W R arbE b bEat AN LR B @3 b

Yo también, Transporte Publico \_)

Daniel, Nanda, Juan, Ignacio, Maria, Christian, Antén, Natalia, Angela,
Locha, Luis, Maria, Lara, Jesus, Jennifer, Rostiaslav, Lucia, Benaka,
Gon, Juan Victor, Miguel Angel, Luz Veronica, Kim... y Tu

unimos Personas

iCumplimos anos y queremos
celebrarlo contigo!
Participa en los proximos eventos
La Suma de Todos del Transperte Publico

s e Toda la informacién en:
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Fig. 9. Ads directed toward young women use td (Entra, tu ahorro), showing solidarity.

B enpro
PERD aAhpr ro

[-m-—r-—-—-———.-—— o TR o i e e e =

OMER

www.ccloranca.com

Co@wu




14

Fig. 10. Ads directed toward older women also use ti (Ven, Elimina, Olvidate de tu

edad) to show solidarity and to try to make them feel younger.

1
i

j
.

Més de 20 afios de experiencic
INSTIMED
Muiricidn - Medicina y Cirugio Esfético

www.instimed.es
N° de Regisira Sonitoric CS9514 i

& Elimina las arrugas
¢ Rejuvenecimiento facial
* Hidratacién profunda de la piel

- Tto. Botox* + Peeling Scrub ..... 395€
- Relleno**  + Peeling Scrubs ...... 295€
- Tto. Botox + Relleno _

+ Peeling Scrub ..ccesneressesenssss OFP0E
- 50% Dto. en Mesoterapia Facial

MADRID
C/ Sarfiago de Compostela, 50

MOSTOLES ;
C/ Simén Heméndez 24 y 30 1°8 |

Telf.: 91 323 44 55 8
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Fig. 11. Ad directed toward young mothers uses ta (Tu siempre les cuidas a ellos. Y ati,

¢Quién te cuida?, tu seguro, tu poliza, te cuida).

E%’ . TU SIEMPRE LES CUIDAS A ELLOS.
& Y A Tl, ;QUIEN TE CUIDA?

Ahora queremos cuidarte ahorrando en tu seguro de coche.

POLIZA MAMA

Para madres con nifios entre 0 y 3 afnos.

0/ de descgento
0 o n tu Se H;m.‘

fGene5|s 902,.\555 204

Nadie te cuida como yo ) géneSIS es
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Fig. 12. Ad directed toward prospective students uses ti (Mejora y crece, Inférmate, te

interesa, no pierdas, tu cualificacion).

N .
G v e

— . ] . &
BNt N L L,

Inférmate sobre el

curso que te interesa &

Formacion Profesional _

s Erio
y no pierdas la ¥ 2
oportunidad de el Centro de Informacion para la Formacion
mejorar tu

cualificacion

de forma gratuita.

ceifor@cepyme.es ® www.ceifor.cepyme.es

ke
EAS

CEPYME | - 00
FaRe Lo TRles IS 1Y B AW



17

Fig 13. Ad for products for the home uses ti (tu casa & ti). Such potential customers

would be local residents. The photo shows a young couple.

de REBAJAS

Hasta un

(509

de descuento en JULIO Y

muebles la fabrica

a5, km. 1,3 - ARROYOMOLINOS Centro Comercial Xanadd - Ctra. A-5, km. 23,5 - o/Puerto de Navacerrada, s/n
MADRID Centro Comercial La Gavia - Ctra. A-3 salida 10 - Ensanche do Vallecas - MAIADANGND A Pargue Comercial €l Carralero - OCiruela, 16 - M-503 Salida 10-B N° 2
MOSTOLES Cantro Comercial Carrefour El Soto - Ctra. de Extremadura, km. 19

Nuestros centros disponen de parking gratuito

Transporte y montaje gratuitos a toda |a comunidad de Madrid -
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Fig. 14. Ad directed toward local moviegoers (for a film on the 1981 Spanish coup
attempt, which would be of interest mostly to Spaniards and to madrilefios specifically)

uses td (Gana con WB y Qué, manda un email, and especially: ¢ Donde estabas tu el 23-

F?).

BN OINES 23 FEBRERO

PELIEULA APTR PARR TOOGS LIS POBLICES

EL MIERCOLES 23 DE FEBRERO A LAS 21:00H.
EN EL CINE CAPITOL C/ Gran Via, 41. Madrid

Contaremos con la presencia del Director
y los Actores protagonistas.

Para participar, manda un email a: promocionwarner@que.es,
contestando a la siguiente pregunta:

;Ddnde estabas tii el 23-F?

Pramocian valida desde el 18 al 22 de Febrero de 2011.
www.23flapelicula.com Eﬁﬁﬁ#ﬁ'&%’
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Fig. 15. Ad for family-oriented entertainment uses tu (no te va a faltar, tu bebé,
divertirte, Prepara tu fiesta, lo que necesitas, lo tienes, entra en ... y participa). This

shows solidarity. In addition, children would be involved in this activity.

M) 20113

WEAD R | D
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Fig. 16. Ad for apartments (some furnished and on the beach) starting at 70,000 € uses tu
(Esperabas tu momento, visitanos). Note the young woman running on the beach,

showing informal, fun-type of living.

MAHERSOL

VISITANOS EN C/STA. ENGRACIA, 61

l
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Fig. 17. In contrast, an ad for apartments starting at 195,000 € uses usted (Visitelos), in

order to show respect toward wealthier potential consumers.

PISOS EN VENTA - San Marcos 9

VISITELOS

- SIN CITA PREVIA

Manana 2 Ade mavzo
Ae 11 A 2O k.

Pisos entre 48 y 134 m2, También disponible
piso de 78 m? con 41 m? de terraza.

|

195.000 €

> RENTA

Informacion:

678 60 30 94
91 575 04 62

www. rentacorporacion.com
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Example from a promotional brochure

Fig. 18. Promotional literature directed toward local consumers (who would employ a
catering service) use tu (Disfruta, que estés, contactanos, garantizarte tu pedido,
confirmalo, puedes, consulta, darte, ven, te lo llevamos, tu pedido, nos das tu direccion y

te lo enviamos, tu evento).

Plisfriitz) el puasire 2c|iisite sa80r
clorjel e|tiizrz) ¢|lia a5tas
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Examples from Product Labeling and Instructions
Fig. 19. Colorful product label on front at top of Listerine bottle uses td (Limpia tu

boca).

DinamitafcontralialRiaca

However, the directions on the back of the Listerine label, and factory-supplied fold-up

inserts with technical instructions, employ infinitives. Perhaps this is to avoid choosing
an address form, because these instructions are directed to no one in particular. This is
also a way of being somewhat more formal than using tu.
Listerine instructions

+ Usar dos veces al dia.

¢+ Apretar. Girar. (in the instructions for opening and closing)

+ Verter 20 ml. en un vaso, realizar enjuagues alrededor de dientes y encias
durante 30 segundos y después escupir.
+ No consumir si al comprarlo el precinto esté roto.

+ No diluir, tragar o beber de la botella.

+ Mantener fuera del alcance de los nifios



Usted is used on a more direct and formal recommendation to the Listerine

consumer:

+ Le recomendamos que visite regularmente a su dentista.

Examples from Forms and Surveys

Fig. 20. Hotel registration form uses usted to show formality in addressing clients (sus

datos, su alojamiento, su salida).

Habit./Room Pax Nombre/Name In
L Out
Empresa Precio Habit. Desayuno:
Breakfast:
Room Rate
Pasaporte DN Fecha de nacim.

Sus datos serdn incluidos en un fichero cuyo responsable es Hotel Gran Versalles, para la gestion de su
alojamiento, de acuerde a la Ley Organica de Proteccion de Datos de 15/1999 tiene derecho de acceso,
rectificacién y cancelacién, enviando un escrito a nuestra direccién. £l Hotel no responde del efectivo, joyas,
ordenadores personales o valores que no sean entregados y declarados para su custodia en nuestras cajas
fuertes. Hora de salida 12 del mediodia.

El hotel tiene subscrito un seguro contra robo que cubre 1500 Euros del valor depositado en las Cajas
fuertes.

Your data will be included in a file property of Hotel Gran Versalles. Data will only be used for hosting and
services. According to the Organic Law 15/1999 at any time, you may access, rectify or eliminate your personal
data sending a letter to our address. We can not accept responsability for money, fewels, personal computers,
or other valuables objects unless deposited and declared on our safety boxes. Check out time 12 AT NOON.

The haotel has insurance coverage against stolen articles, for an amount of 1.500 Euros of the value deposited

in the safes,
IVA. incluido, VAT included
- Horario Desayune: de 7:00 a 10;00 horas,
X Breakfast Served from : 7:00 to 10:00 a.m.
2 Desayuno Fin de Semana/Breakfast Weekend: 7:00 - 11:00h a.m.

Acepto las condiciones del contrato
I'm acepting contract conditions

Grlgn \{eﬁail*es
t
e Madrid

Covarrubias, 4 y 6 . 26010 Madrid - Spain
Telf 91447 5700 . Fax: 91446 3987 Firma/Signature

e-mail: hgv@hotelgranversalles.es Gracias por entregar la llave el dia de su salida.

www.hotelgranversalles.es Thank you for giving the key back at check out time,
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Fig. 21. Instructions to patients to fill out hospital survey uses usted to show respect (su

paso, su servicio, su opinion, rellene, depositelo, su colaboracion).

danarolio
34N FRANCINCO DE Adid

AL SERVICIO DE LA VIDA Y DE LA ESPERANZA

Deseamos que su paso por el Sanatorio San Francisco de Asis
haya sido satisfactorio. Toda la organizacién y todos los medios
del sanatorio estdn a su servicio.

Nuestro objetivo es mejorar continuamente la atencién a los
pacientes y a sus acompafiantes, y para ello necesitamos conocer
su opinidn.

POR FAVOR RELLENE ESTE CUESTIONARIO Y
DEPOSITELO EN LOS BUZONES DE CLIENTES
SITUADOS EN LAS SALAS DE ESPERA

Gracias por su colaboracién

Encuesta de satisfaccion de pacientes
URGENCIAS
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Conclusions
Politeness dictates usage of usted in advertisements directed toward older and wealthier
clients, toward business executives, and in ads for financial assistance, in order to show
respect.
Usted is also used toward:

¢+ Unknown consumers (such as the hospital survey)

¢+ Toward hotel clients

+ In more formal directives (such as to visit the dentist regularly).
Politeness also dictates usage of tu in advertisements directed toward women, young
people, students, and families to show confidence, togetherness and solidarity toward
local consumers and toward those of similar social status. Tu is also used to make aging
women feel younger.
Thus, we have seen that the concepts of respect and politeness are reflected in the forms
used to address different consumers.
Of course, forms of respect and politeness do vary from one region to another. One must
learn the norms, or have local counterparts assist with which address form would be most

appropriate for that area.
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