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A Use Course ec}}l{ ogy }iT manuals in
%e\eral

BX{se pre\rqqulsl‘:;?/a target student

des‘@@tlon&o se objectives, and a skills
inventory to properly set students’
%pectatlc})s for the course.

/

AN

\ C Set uﬁ“é/classroom to teach this course.

I:\)\Get support for setting up and teaching this
course.
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iv Business Etiquette

Topic A: About the manual

Course Technology ILT philosophy \ \.

Our goal at Course Technology is to make you, the instructor, as succes‘/gful as possible. - N
To that end, our manuals facilitate students’ learning by providing structured 1nter§ct10n

with the subject itself. While we provide text to help you explain concepts tne activities
are the focus of our courses. Leading the students through these /GCtIVItleS will t\each ﬁle o
concepts effectively. A \\
We believe strongly in the instructor-led classroom. For many stu%lents havmg a /\‘
thinking, feeling instructor in front of them will always be the most fortable way to”
learn. Because the students’ focus should be on you, our manuals are designed and -
written to facilitate your interaction with the studen];§ and not t(/i call /attentlon to.

manuals themselves. <\ / /

/

We believe in the basic approach of setting expectatlons then teachmg, and prowdlng
summary and review afterwards. For this reason 1essonsT)eg1n with objectWes and end
with summaries. We also provide overall c‘ourse objc cctives and a course Surnmary to
provide both an introduction to and closure on the entire course \\ /

Our goal is your success. We encourage yOur feedback in helang us to continually

improve our manuals to meet your needs N )i
\\ \ \\\
Manual components
/ = ‘\\
The manuals contain thesé major components:
e Table of contents T~ )
AN — /
. Introductlon J/ /
/
/ / ~
e Units / / / \\>
/ )
. Course sumynary/ VAN
\ // / \\
° \ / / / >
Glossary / / /
. Index Q\ / /

Eac /eIernenKls descrlbed below
\\ //
Table of contents N/
/ A4
/" The table of contents acts as a learning roadmap for you and the students.
// / g

N Introduct}on

/
/
/
/

T ’lee 1ntroduct1on contains information about our training philosophy and our manual
// N components features and conventions. It contains target student, prerequisite,

ya B Ob_] ect1ve, and sétup information for the specific course. Finally, the introduction
SN Contalns support information.
/ { /

{ \\\/ ! /
/
N 4
\\\ : AN
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Introduction v

Units /N
/ \

Units are the largest structural component of the actual course contenit. A u}m begins
with a title page that lists objectives for each major subdivision, or t(ﬁmc Wlth\b(l the unit.
Within each topic, conceptual and explanatory information alte;nates Wh actrv\tres

Units conclude with a summary comprising one paragraph for ‘each topic, \and review
questions that give students an opportunity to practice the SKHS they’ve learned.

\\

The conceptual information takes the form of text paragraphs %Xhlblt&, lists, and tables/
The activities contain various types of questions, ansWers \aqtrvmes graphlcs and other
information. Throughout a unit, instructor notes areyfound n theﬂﬁt margrn

~ ~
/N ~ \
/ . - \

Course summary / > ~ >

/ ~ /
/ ~
V /

This section provides a text summary of the/entlre/course tis useful for provrdrng
closure at the end of the course. The course sun;ﬁrary also indicates the next course in
this series, if there is one, and lists addmonal resources s;ﬁdent;; mrght find useful as
they continue to learn about the subj ect / /

Glossary /N . \V

Index / AN AN

The index enables you and the students to\qulckly fi ;id information about a particular
topic or concept in the course N/

\ /
N\
N\
\

Manual canventlons \

We’ve tI‘le tokeep the number of elements and the types of formatting to a minimum
in the manual§ We think this aids in clarrty and makes the manuals more classically
eleganf Ioolgmg But there are some conventions and icons you should know about.

/\
/ /
[ / \\

Instructor note/icon / Conve ﬂtlon - Description

// \ / / / /> . .
<\ Italic text / / I’ conceptual text, indicates a new term or feature.
- / Y.

N
N - / //

. \ // //
N\ N\ / . . . .
PN Bo]eLtext /~ In unit summaries, indicates a key term or concept.
\\ \ //

/ \ \ /

/. \ N / . . . . .
Instructor notes. “‘ N ya In the left margin, provide tips, hints, and warnings for the

/ N | N/ .
/S ) S instructor.

& Warnin icon / // Warnings prepare instructors for potential classroom

9 ST management problems.

&
\\\ . . . . . .
1VTF\lcon N AN Tips give extra information the instructor can share with
N students.
/ N //
\\\ //
/ @ Setup notes provide a realistic business context for instructors to
Vi Setup icon. . . . .
Y share with students, or indicate additional setup steps required for
/ the current activity.

Projector notes indicate that there is a PowerPoint slide for the
adjacent content.
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vi Business Etiquette

Activities /N
The activities are the most important parts of our manuals. They are usually divided into
two columns, with questions or concepts on the left and answers and explanations\gn AN
the right. To the left, instructor notes provide tips, warnings, setups, and other N \\ N\
information for the instructor only. Here’s a sample: / T~ \\
/\\ \\
Do it! A-1: Steps for brainstorming . N N
~ \ T~ /
~ ~_/
. /

Exercises ~

1 Sequence the steps for brainstorming.
Begin generating ideas.
Select the purpose.
Organize for the session.
Ask questions and clarify ideas.

Review the rules.

PowerPoint presentatlons \ v

Each unit in this course hazs an accompanymg PowerPomt presentation. These slide
shows are designed to support your classroom 1nstruct10n while providing students with
a visual focus. Each one beglns with a list of unit ob}éctlves and ends with a unit
summary slide. We étrongly recommend that you 1 run these presentations from the
instructor’s statloﬁ as yqﬁ teaqh this course. A copy of PowerPoint Viewer is included,
S0 it is not neceésary ;o haye PoWerPomt installed on your computer.
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Introduction v

Topic B: Setting student expectations

y AN
/ N\
\.
Properly setting students’ expectations is essential to your success. Th\Kopm wrll help
you do that by providing: / \\
e A description of the target student at whom the course is armed ™ N\
N N
e A list of the objectives for the course N\ N /
e A skills assessment for the course SN N N\ N /

\ \
AN ™~ - \:
Target student SN TS \‘\/
Students will get the most out of this course {f they/are yees Superv1s()rs and
managers who want to learn how to apply/the rul«f:s of bu 51 ss ethuette to make work

life more successful and pleasant. /

Course objectives

Share these course objectives y/rth your\students at the begrnmng of the day. This will
give them an idea about what to expect, ahel will aTso help y()u identify students who
might be misplaced. Students are oonmdered misplaced when they lack the prerequisite
knowledge or when they already know. most of the subject matter covered in a course.

After completing this course students WllI\IQIOW hoW to:

e Create a professmnal 1mage, follow cubHoIe and office etiquette, and maintain
posrtrve office relatronshrps

e Use the Internet approprrately When at work and handle ethical dilemmas and
personal issues in the Workplace N

. Introduce people properly, be a good conversationalist, and follow proper
/ ethuette in meetlngs )
//o D{splay courtesy on the telephone, in voice mails, and in written
/ /cormnunrcatronS/ N

e F ollow/proper etrque/tte at business functions and dinners, and identify formal
\\ table ssttmgs for busmess dining.

//’ 7\ . Be a courteous t/raveler and prepare for international business trips.
/ \ - /
/ AN /
- | A /
/ yan . Vv
/ ya ‘
/ / p
// Y, /
<\\ B Y
.
N {
. . "
_ N AN
~ . \\\ \\\
L \\ h
. .
AN
- N
2N \\/
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— Prepaﬁng fgyf/international business trips

Business Etiquette

Skills inventory N\

\\

Use the following form to gauge students’ skill level entering the class (students/\have
copies in the introductions of their student manuals). For each skill listed, have students
rate their familiarity from 1 to 5, with 5 being the most familiar. Emphasizex that this\i§
not a test. Rather, it is intended to provide students with an idea of their startlng point zﬁ
the beginning of class. If a student is wholly unfamiliar with all the SkllIS\, he or she

might not be ready for the class. A student who seems to understand all ofihe skills, on.

<
N
NS

the other hand, might need to move on to the next Module in the serleS\ N\ N
Vi <\ N
- N ~— N \
skill | 1| 2| 3| 4] 5|
/ // ~
Creating a professional appearance / P T
/ / L
/ S )
Following cubicle and office etiquette / / N P
</ - \J / //

. .o . . . \\ // /| //

Developing positive office relationships N { /
. . // \\\ AN ’ /
Using the Internet appropriately / N \\ /
/ AN
h AN //
Handling ethical dilemmas and personal 1sSues at the N |/
N Ny
workplace /N \\ AN
< \ N N N S

. N\ \ \\ /

Introducing people properly N\ O/
. . . ‘\\\ N
Being a good conversathnallst
/ \
/// xx‘\ \\

Following etiquette in'meetings

Applying telephone cojﬁi‘cesy

/ \\

Following e/ﬁlail etiquette Vs

AN

/ < / / / AN
./ o /. ./ / N
Following ertlng\gﬁldel}nes / J
~N / / /

N \\ 7 % ]
Identifying cl\lfiqrent types-of busméss functions

. \. N . / .
/{ollowmg etiquette at business functions

NV

\“ r“ J——
/ I((entii;}‘/ing table settings.

AN Applying ‘etique,tt@,,mfés to business dining

N \Fqllowing the guidelines to be a courteous traveler

\\
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Introduction ix

Topic C: Classroom setup

In addition to a manual, each student should be provided with a pad anﬁ _pens (; encils
for jotting down notes or questions. Students should have a comfortable p@ce to sit\and

ample table space to spread out their materials. / ~\ \.
\ \\

Computer requirements S~ N U~/

If you wish to use the PowerPoint presentation, yod’/ 11\ need the fb\llowiné\f\\
e A Pentium-class or better computer A ~ \
e A keyboard and a mouse /S S ~ /
e A sound card and speakers / \ /
e Windows 98, NT, 2000, or XP / W4 /
¢ A minimum of 32 MB of RAM dependmg on your Qperatmg system
e CD-ROM drive ya N 4 /

.
AN

. / . N
* A Super-VGA monitor’ AN AN
\\ \\ /
AN AN /

e An overhead monltor pro;ector N4

e PowerPoint 2000 or later or PowerPomt\Vlewer

.

\ \ AN

\ \ AN Vi
\\

Classroom requlrements
. Samples -of informal ]etters frorn magazmes or books.

e Sets of index cards dependlng On the number of students. The cards can have
themes of flowers, animals, sportsmen presidents, pop stars, actors, and so on.
Each set can have four to five c;xrds Each card in a set will have the name of an
/ elemeﬁt of that set written on it. For example, cards belonging to the set of
// ﬂoWers WﬂLhave rose, jasmine, chrysanthemum, tulip, or orchid written on
/ thern a4
/ </ // / VAN

/ . V / N
\/ / \5

Elrst-tlme/setup m/étructlons

/N

The first time yo\u teach thls course, you’ll need to download the PowerPoint

// p%esentahons for the gourse to your computer. Here’s how:
/ \
/ N | 1 Cennec} to www.courseilt. com/instructor _tools.html.
/ 7N /
/) 2 Chck the link for Business and Office Skills to display a page of course
/ [ /
/ / hsymgs, and then click the link for Business Etiquette.
h . N *3Chck the link for downloading the PowerPoint files, and follow the
B N \\ instructions that appear on your screen.
// \\\ \\ h N
// N\ h N
/ — \\
/ e N
/ / \
/ / (/\ Vi
/ \\\\// /
/
N {
\\\ h AN
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X Business Etiquette

Topic D:

Support

Your success is our primary concern. If you need help setting up this class or teaching a
particular unit, topic, or activity, please don’t hesitate to get in touch wi;h/(sfPIeasg
have the name of the course available when you call, and be as specific as possible
about the kind of help you need. \ .

S . \ N\
Phone support L \
You can call for support 24 hours a day at (888) 672-7500. If'y \dono\t connect to a \\
live operator, you can leave a message, and we pledge to return your call\withi\n 24

hours (except on Saturday and Sunday).

Web-based support

course outlines and answers to frequently as
to www.courseilt.com/instructor tools.ht
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1-2 Business Etiquette

Topic A: Office etiquette AN

Explanation Business etiquette is a code of behavior that makes business interactions predlctable and \\
professional. It combines common sense and consideration for others to estabhsh a set N\
of rules for professional behavior. When you apply these rules, you maké work life \
more successful and pleasant for you and your co-workers. N\ - N\

Importance of business etiquette ~ \

Q Business etiquette can influence your ability to succeed in your career It can elicit \\
desired responses from the people you interact with. It also’ organrzes and shapes your
behavior into a predictable and professional identity. When you(r behavior matches Whayt/
people expect, they can focus on your message and th Waste tlmp‘ an d e fort with

interpretation. { / V / \\
When your behavior contains unexpected elements, \1t can detract ﬁom the mességes
you want to communicate. As a result, you mlght encounter obstades 0 success. Good
manners are invisible, while bad manners ané clearly recogmzable and mlg;ht be the only

characteristic that others notice about you. \ \ /

Good manners can affect your ability to Workmccessfull}?\wnh yom: co- workers,
supervisors, and staff. They can also/lnﬂuence your ab111ty to ‘work effectively with

>

clients, vendors, and other profess10nals . p

/
N /

You want your behavior to reflect posmvely on your orgamzatlon You are a
representative of your company. When y@u mteract with customers, serious missteps in
etiquette can lead to a loss of respect and reputatlon for you and your company. In some
situations, they can even’ cause customers to-take thelr business elsewhere.

The accumulation of/small faux pas-can be just as px/oblematlc as serious missteps. Over
time, small annoyances can negatively affect your own reputation as well as that of the
company. This mlght céuse y(h*to lose business and, potentially, your job.

/ / / / A
/ / / / /N
/ < / / / AN
/ \ / / / .
/ N/ / / S
/ N / / /
¢ / / /
N / / /
AN / / y
N / / /
N / / /
AN AN / /
. N4 /
- N
- . A4 /
N /
p N /
/ \ AN /
. /
\ . /
// \ N /
/ AN /
/ N /
/ A~ N/
/ / N\ N
/ / )
/ /
/ / / J
/ / /
/ / /
¢ / /
N /
N — /
N e /
AN < 7
. N
N N
N N
- . N
- - N N
e . AN AN
/ AN AN N
/ N\ AN /
/ \ . /
// \\ /
/ — | AN /
/ / N\ | V4
/ (/ )
/ § /
// § / /,
N
( </ y
. /
N /
N Y,
N
AN <
. -
N
\\\\ \\
\ ™ _
. -
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Office protocol 1-3

Do it! A-1: Understanding business etiquette ya

Exercises

It helps you avoid faux pas and serious missteps.
N

It is clearly recognizable and attracts attention.

m O O W
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14 Business Etiquette

Professional appearance N\

/\

Explanation If you present yourself professionally, you show others that you care about yourgob and\
respect your role in the company. Whether it is fair or not, your appearance can \\
determine your career track. If you dress appropriately and attractively, your chancek\ for
advancement improve. In addition to clothes, your nonverbal commumcatlon plays an \ \
important role in how others perceive you. You can follow several basw\guldehnes to \
help you develop a professional appearance that is acceptable in every s1tuqtlon Tlrese
include: / N N\ N T~/

Q e Read your company’s dress code guidelines. 4 ~\ \
¢ Do not call too much attention to yourself. RN \

e Dress appropriately for your business. / / ~ /

N / Y )
Read your company’s dress code guidelines / Va4 AN

If your company has a documented dress code, obfam a copyand read it thorouglily
Some companies might not have a written dress coae;\but they d(yfhavea dress/code in
practice. In this situation, pay attention to What\others Woar and make sure your

appearance is similar. / \\ \\ /
N " . Y,
\ N \\ /
Don’t call too much attention to youl‘self . N N4

Your professional dress is a Wardrobe for work You shouldn t try to express your
unique style or personal flair in your Work clothes If y you meet )mth customers
regularly, your goal should be to emphasme your company’s product or service, and not
your wardrobe. In addition, you should Want people to notice you because of your hard
work, intelligence and dechcatlon and not because of your personal style.

\
/ 2\

\
)

Dress approprlately for your busmess /

/
/
/

If you don’t, you mlght r;ot be able to connect leh your co-workers or customers. For
example, if you ‘meet \yith a‘group of customers dressed in suits and ties, and you are
dressed in khakls and a polo shu‘f this places a barrier between you and your customers.
Over-dressmg for your job can caugé the same problem. If your customers dress in
coveralls, fhey might percewe your suit as pretentious.

\ / /
N \\ / /
N Y /
N /
e \\ / /
e N /
. N /
\ AN /
/ \ Vi
// \\\ //
/ | ./
/ / TN N/
\ N/
// / ) *
/ / / 7
/// /// ///
/ / /
¢ / Y
N /
\\\ ya /
AN (\\ 7
N “
- N N
- ~ . .
d \ \ AN
/ AN AN N
/ N\ AN /
/ \ AN /
// \\ /
/ — | AN /
/ / N\ | \\/
/ (/ )
/ N /
/ \\ / /’/
/ N
4 V4 /
. /
. /
N
N
N {
N
AN \\\
N
AN AN
. AN
N >
. J
. /
. /
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Office protocol 1-5

Business attire N\

N\

Companies follow diverse dress code policies. It’s important for yon to deternnne the
business attire accepted by your company. Business attire can be classrﬁed into.two

categories. These are: YA \ \\
. // T~ . \ \
e (asual business attire / ~\ L
Q N
e Traditional business attire N\ X >
. N\ \
. . ~ \ N\
Casual business attire I 1\ N\
/7 I
\

The term “business casual” is often misinterpreted. ( Casual business attire, “Qasual
Friday” attire, and casual clothing are not the same. In addition, “business casual” is not
the same in every company. It’s important that you know your company s dress code
policy and pay attention to what others Wear /;»

Casual business attire for women usuall*y mearis Jaokets SWeatefrs plaln T-shirts,
blouses, and twin sets, or sweater sets; -worn with’ slacks or skirts It ;aﬂso includes two
pairs of leather shoes, one black and one hrown and belts to match "Avoid overly bright
colors and busy patterns. Jewelry’ should be simple and might nxclude small earrings, a
small-scale gold or silver chalrf a watch,_ and a rrng or two. )

Casual business attire for men uSually 1ncludes long sieeved button-down shirts, V-
neck sweaters, sports coats blazers ‘and polo shrrts worn with khaki pants or other
slacks. It also includes a pa1r of black shoes and broWn shoes and belts to match. Wear
black shoes with black or\gray clothes and brown shoes with brown or tan clothes.
Black or dark brown shoes' can be - worn with na\Ly ‘blue clothes.

Many companles have 1ncorporated casual Fridays” as part of their dress code. To
learn what is’ appropriate at your\ofﬁce review the dress code policy or talk to your
supervrsor\AIthough business casual clothes are certainly suitable on a casual Friday,
some organlza,tlons include jeans, dress’ shorts and tennis shoes on casual Friday. Sweat
pants/tank txfps spandex revealing clothing, shirts with offensive messages, or clothes
thatare sta/ ned; torn or wrinkled are usually unacceptable in any organization. Tattoos
should be kept out /of sight and multiple earrings, nose rings, and other jewelry for non-
tradltlonal plercrng should be left at home.

Tradltlonal b\lsmﬁs att;re

S o It’s usually easier to deternnne which clothes are suitable for traditional business attire
/ than for casual bus1rress attire. Traditional business attire is also more consistent from

/ N one company to another Still, you should review your company’s dress code policy and
S understand the basics of traditional business attire.

< % For Women/tradltlonal business attire includes suits, pantsuits, dresses, skirts, dress
N C pants “blouses, sweaters, and dress shoes with hosiery. The best shoes for traditional
— bu§1ness attire include loafers and pumps with a heel no higher than two inches.

/ Tradftional business attire for men includes suits paired with white or light blue long-
/ — N sleeved dress shirts. Socks should be mid-calf or full-calf in dark colors that coordinate
YA, ‘with the color of the suit. Dress shoes include wingtips, plain or cap-toed Oxfords, and
N / plain or tasseled loafers. Ties should have a solid color or an understated pattern.
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Nonverbal communication N\

To express confidence in yourself and ease with others, you can use these means of
nonverbal communication: AN AN

= e Postures ST\ \
e Facial expressions % N .
e Gestures \ X
e Eye contact ~ \ \

e Personal grooming ~ ~\ AN

Postures / ™~

To express confidence and ease, stand and sit up stra1g}’(t Slouchlng or 1ean1ng on ./
furniture while standing or sitting can communicate that you are uncomfortable in the
situation. When sitting, be mindful of the position, of your Egs Keep them/together with
your feet flat on the floor, or cross your legs at the knee or ankle. , g /

y
//
\ /
R . "/
A
/N AN N/
AR -

Facial expressions / . . p
Facial expressions provide more commun1cat10n than any other type of | body language.
They’re also usually the easiest to understand Ensure that the mesSages you
communicate through your facial express1ons are appropnate ‘For example, suppose a
client asks you a question that you have already answered twice. You might feel
frustrated, but rolling your eyes will nelther help your chent understand the issue nor

help you keep the client’s bus1ness

Gestures

Gestures express leveIS\of interest and concurrence among people. Open body language,

such as facing otheré and uncrossed arms, shows tliat you are listening to and interested

in what people say Closed body language suchas crossed arms, might be seen as

uncooperatlve or dlslnterested

Eye contact \/ / )

Eye contact can communleate powerfu’f messages. You should make eye contact with

people during conyersatlon This dlsplays interest in what others have to say and

conﬁdence when you speak. A consistent lack of eye contact can be interpreted as

1nsecur1ty or d1§honesty "On the’ other hand, an unblinking stare can be unnerving.

/ Rememb\er to occasionally break contact briefly, just as you would in a conversation

/ w1th a friend. However, do not use the opportunity to check your watch, unless you

{ intend fo end the d1scuss/10n

o \Personal groomlng

.
N
\\

Vs \\Your profess10na1 image will be tarnished if you do not maintain proper personal

! ; groomlng\ Most importantly, shower every day, brush your teeth after meals, and wear
Y deodorant or-antiperspirant. Your nails should be well cared for and clean. Chewed or
g Vi //bltten cuticles and nails don’t look professional.

Your hair should be neat and clean. Both men and women should consider pulling back
~_long hair to keep it neat. Use colognes and perfumes sparingly, so that they don’t bother
\yo}ur co-workers. Heavy foundation; bright eye shadow, lip color, and blush; and thick
mascara and eyeliner can be distracting and unprofessional. Understated, natural colors

./ and light application are usually best for the office.

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Do it! A-2: Maintaining a professional appearance

\\\
AN

Exercises { N\

1 Janet Porter is a new sales and service representative spemahzmg in fax maohlnes
Her co-workers have complained about her unprofesswnal appearance and N\
demeanor to her manager. N \

\ S~ /

Discuss the actions Janet needs to take to develop a professronal appearance ’
/ o \ N\ N

Answers might include: P N\

o Make sure her appearance fits in with what 6thers wear S~

o Dress suitably for the work she is dorng ~

Read aloud the types of 2 Your instructor will read out some’ artlcles of elothlng Identlfy them as casual or

business attire for men . traditional business attire for men and women.
and women mentioned in

the left column, one by “ ) : . -
one. Ask students to identify the attires as Casual busrness att‘ ire for women Casual business

attire for men,” “Casual Frrday attire, ’*and “Tradrtronal busrness ‘attire for women.”

Jackets, sweaters, plain T—shrrts blouses, and twm setsor Casual business attire
sweater sets, worn wrth slacks or skrrts and black- or brown leather  for women
shoes \ A b
Long-sleeved, button- down shiris, V-neck swe\aters; sports coats, Casual business attire
blazers, and polo shirts worn with khakr pants or other slacks and  for men
black or brown leather shoes
Jeang dress shorts and tennrs shoes Casual Friday attire
Su:ts p,antsurts dresses skirts, dreSs pants, blouses, sweaters, Traditional business
/and dress shoes with hosiery. Dress shoes include high-quality attire for women
/ Ioaters and pumps
sm palred wrth whlte or Mght blue long-sleeved dress shirts. Traditional business
Dark colored socks that, are mid-calf or full-calf which coordinate attire for men

, with the colbrof the surt Dress shoes, which include wingtips,
- plarn- or cap-toed OXfords, and plain or tasseled loafers. Solid-
/ \ colored srlk tles

Ask thesg’ quest/ons to a

*"’Do"yeu,,have a dress code in your office?
varlety of students /

~ Discuss some occasions that call for specific dress codes.

—_ . Discuss dress codes associated with various professions.
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3 Janet Porter is a straight-talking, take-charge conversationalist, but her body
language is intimidating to others. Select the actions that will help her convey a
positive message to others.

Leaning on furniture
Standing up straight
Crossing the arms
Facing others

Placing the feet flat on the floor

o m e QW >

Unblinking stare

do not maintain proper

personal grooming

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Topic B: Cubicle and office etiquette

Explanation To build relationships with the people in your office, you need to conduct bus1ne<ss ina

manner that helps your co-workers perform their jobs without, Unnecessary dlstracmons

By practicing cubicle and office etiquette, you become a posltrve part of the work \
AN
environment and set an example for others. N\ . N
/ ~ \ \\\
Common rules of etiquette in an ofﬁce A \

\

/N

Q Whether you work in a cubicle or an office with a door ‘you should always follow the
rules of etiquette. Two common rules are to use speakerphonee sens1b1y and decorate
your workspace appropriately. / ~_ /

~

If your office has thin walls or if you Work ina CublcTe usmg a &peakerphone can
distract your co-workers. You have to speak loudLy to enSure that you are heard on the
other end. These conversations can be more irritating to co- workers than regular
telephone conversations. Moreover, all your co-workers w111 overhear your messages if
you listen to your voicemail over a speakerphone Keep i in mmcf that you never know
when a message might contairt conﬁdent}al 1nformat10n It’s ] best to use the handset
when listening to V01cema1} \ \ /

Decorating approprlately is another rule you should remember in any office setting.
Before adding personal’ accessorres find out what polrcres your company has
concerning office décor. In addition to the gmdehnes set forth by the company, you
should consider three other factors When determrnlng the décor for your office:

e The culture of your Workplace
e The:- type of work you do

. The 1evel of customer 1nteract10n that takes place in your office

In companles where creatlvrty is essentlal management typically encourages personal

accessorle/s to help stimulate creativity. For companies with frequent customer

Lnteractron the degor is likely to be customer-focused. It is inappropriate to display
/obscene or’ sex1st materlals and it’s in your best interest not to display any material that
\15 cr1t1cal of your oWn ﬁrm

V/
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Business Etiquette

Cubicle office arrangement AN
// \\\
Cubicle office arrangements place a large number of employees in close quarters. This
arrangement can facilitate many types of work, including those that are team based. AN
However, employees have to follow certain rules of etiquette to ensure that; all- . N\
individuals have the privacy required to perform their jobs comfortably and effectlvely\

To improve your ability to work in a cubicle arrangement, follow these guldehnes .
e Maintain a positive attitude. \ X~
e Respect others’ space, privacy, and time. -\ \
¢ Avoid making excess noise. A
o Use another location for personal or confidential rr;affers>

e Set boundaries for others. ~

Maintain a positive attitude </\ / | ) \
Whether or not you enjoy working in a cubicle, it’ s best to malntam a posmve a/[tltude
and make the best of it. Complaining won’t emiear you to managers if the arl;angement
is out of their control. Complaining will only decrease morale among your peers.
Respect others’ space, privacy, and t;me \ .

Cubicles provide easy access to ernployees All the same, you should not assume that
you can enter your co-workers’ space any tlme you please Before entering someone
else’s cubicle, knock or ask for permission to enter. This ‘shows' respect for your co-
workers’ space and privacy. If a co-worker is busy on the teIephone leave and return
later. Do not hover outside, the cubicle untﬂ the conversation is over. When you have
completed your busmess W1th your co- Worker do not linger unless invited to do so.

N

Avoid making excesswenmse

One of the most common/annoyances in cublcle settlngs is the noise produced by an
open office envrronment To 1mprove your working experience with co-workers, avoid
making excess n01§e that” others mlght find distracting. For example, avoid tapping your
pen, playmg music 1oudly, snappmg gumé singing or humming while wearing
headphones -and yelling or leanmg over cubicle walls. Many people speak louder when
they are talkmg on the phon& Remember to use a normal tone of voice.

y .
U/se another locatlon for personal or confidential matters

/Whether\they WanL to or not co-workers might overhear conversations that take place in

your cubicle. Any time youneed to discuss confidential matters, you should find a more
suitablé setting. This also’applies to any personal telephone conversations you have

throughout" the day. Having a personal argument on the telephone can be distracting to
- \your co- Workers and damaging to your professional image. If the conversation cannot
wait untll after Work find a private setting for the call.

$et bound‘arjés for others

/When working in a cubicle, you should expect your co-workers to respect your time and

privacy just as you respect theirs. If your co-workers’ behavior distracts or invades your

privacy, ask them politely to stop. Your approach here is extremely important because
“you don’t want to be seen as temperamental or uncooperative. For example, if it bothers

ydu when a co-worker leans over the cubicle wall to ask you a question, politely ask

. /them to come over to your cubicle, use the phone, or e-mail you instead.

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Do it! B-1: Practicing cubicle etiquette .
// \\\
Exercises < N\
1 What are two common rules of etiquette you should always follow hether you
AN
work in a cubicle or an office with a door? / \\ \\
< “ \

Use speakerphones sensibly and decorate your workspace a;})&pnately >

S //

2 In the following scenario, Francesco and Jennlfer both mana%ers a\ae s1tt1ng in'the
break room. They work in cubicles that are n@Xt 1o each other.J enmfer is asking

Francesco to stop some distracting behav10f N AN

h )
~ /

/ ~

Francesco: Hey, Jennifer. I got your e- maﬂ Wﬁ\%ld you want to’ talk about?

Jennifer: Actually, I wanted to’ ask yotuf you wpuld ry/ na\not yelling over the
cubicle wall when you have a\questlon or me! | kngyév it’s ¢0nven1ent but
/

s
sometimes I lose my train of thought / /
/ \\\ \\ B //
. AN AN /
Francesco: Well, all r/{ght. AN N /
~ \ /
AN \\\ //

N

Jennifer: If you (;ould serﬁ 1me an e- rn“aﬂ when you have a question, it would
really help me out a lot r llﬁ\e .able to concentrate on my work better, and I’1l
be able to ansvver your questlons more thordughly

\
\

Which guldehne of cubtcle ethuette is belng Vlolated here, and how?

Respectothers space pnvacy, and tlme Francesco yelling over the cubicle wall.

Encourage students to How a‘ld Jennifer manage to solve’the issue?
share their experiences of

working in a cubicle.

/

/By settfng boundarles for Francesco She asked him to send her an e-mail message when he
/ hasé questlon foT her lnstead of yelling over the cubicle wall.

/ / / /
p ¢ / / / \
Y, Y / / S

3 Select the'e actlons that are suitable for conducting business in a cubicle.

N
A Knock%efore ﬁnterlng a co-worker’s cubicle.

\\ B f§k for pe/rfmsswn before entering a co-worker’s cubicle.
N / C  Wait outside the cubicle if your co-worker is speaking on the telephone.

D Eng}i?ge in casual conversation to help develop positive co-worker
g relatlonshlps

\\ E Leave and come back later if your co-worker is talking on the telephone.
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AN
// \\
- / L
Office arrangement { \.
\
, . . hY N\
Explanation If you have an office with a door, you’ll experience the same problems as those wh N\
work in cubicles. However, additional issues exist when you have a private office. You N\
can follow these guidelines to improve your relationships with co-workers while . \\
working in an office: \ N\
\ \ //
Q e C(Create a relaxed atmosphere. as AN N T /
e Close the door only when necessary. / N \ -
~ ~N\ \
e Never slam the door. AN S~ N\
ST S
/ / ~ /
Create a relaxed atmosphere / Y S~ /
/ / / ~_/

Sitting behind your desk during conversations can Creéte an mtlm{datmg impression.
You can create a more relaxed atmosphere for dlscuss1ons commg around ybur desk
and taking a seat next to your co-worker. This arrémgernent can be helpfuf for /
interactions with co-workers who work in cublcles beeause it de- émphz(smes the fact
that you have a private office. You can also ponduct conVeIsatlons in’ your co-worker’s
cubicle on occasion, mainly when you kngw the dlsk}ussmn Wﬂl be upbeat You should
also consider using an employee confercncéroom By varying loqatlons you neutralize
the negative feelings that can arise whén Worksp@ces differ slgmﬁcanﬂy

Close the door only when necessary \\\ //

Keeping your door closed regularly can\make you seem inaccessible to your co-
workers. It also acts as a Vlsrble remlnder\that you have the privacy of an office with a
door, which can be 1rr1tat1ng to those worklng n cublcles All the same, be sure to close
the door when you conduct confidential discussions, ‘when you host a meeting or an
event that could creaté thse or when you need to cﬂncentrate on a task without

interruption. / /

/ \ .
{ .

Never slam the dooy // ;>

It’s never @cceptabfa to’ slam your Qfﬁce ‘door, regardless of the situation. If noisy and
distracting’ interactions are : taking place outside your door, either do your best to
concentrate unﬁl the n01se\sub81des or Tleave your office to handle other tasks. If the
noise-is not- hkely to stop soon, close your door quietly, so that you don’t create a scene.
Slamming your door might make/a point, but it’s also likely to earn you a reputation of

Belng confrontat10na1 and d1ff gult

/ J
/ /
/ / /
/ /
/ /
/ / /
) \/
<
N /
\\\ ya
N <
N N
. N -
- N
- L N
g -
// Ny § .
/ AN ™\
/ \ N
N
/ — \\
/ 7N\ Y,
/ (/ )
/ / /
/ A / Y
/ .
{ VAN
. {
N\ \\\\
N
AN AN
N
N \/>
N /
N\ /
. /
. ) /
/
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Do it! B-2: Practicing office etiquette VAN
Exercises
Identify other guidelines 1 After being appointed as the human resource representatiye-of Icon er
Z.’;?t can be added to this Products and Services division, you have been assigneda private office for your
' work. What are some etiquette guidelines you need to follow? ‘
o Create a relaxed atmosphere. ~
. N
. ~
o Close the door only when necessary. / ~
o Never slam the door.
2 When is it appropriate to conduct conversat co-worker’s cubicle?
When you know the discussion will be upbeat
3 When should you consider ¢
When you conduct confide eeting or other event that
could create noise, or when without interruption.
N\
\
\\
. . \ .
Encourage a variety of 4 What does the slamming of an office door communicate to you?
students to share their \
experiences. N\
N\ \\
// ~\\\ \
// \\ \\
/N //)
/ / \\> /
/ / //
// // VAN ’
/ / VAR
/ / / V
// // // // /N
) / < // / py / \\\
</ \\v / // // >
\\\ // /// ///
. N4 /
_ AN N /
- “\\ \\ /
/ NN
/ \ AN /
/ \ \\\ /
/ i} | \\ //
/ N | N /
// // \':‘ /| —— N
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/ / /
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\\\\ (\\ /
e AN \\
/ AN AN AN
// N\ \\\ \>
/ . /
// \\\ ///
// TN | \\\ /
Sl ) ’
// (\\ //‘ y
<\ V4 //
/
\\\\\\ \\\\\
AN AN
\ \7
\\\ //

NOT FOR PRINTING OR INSTRUCTIONAL USE



1-14  Business Etiquette

Topic C:

Explanation

Office relationships

Considering that you spend most of your time every week with co-workers, creat1ng
positive relationships with your peers, subordinates, and superiors will i 1mprove your N
work experience as well as theirs. Your chances of success are better in @n office in A\
which you have many allies and few enemies. Although gossip in the ofﬁce mlght seem
harmless, it can actually damage people’s careers. You should also resolve\any conﬂrct ’
that arises between you and your co-workers. Being respectful, supportlve and tolerant

of your co-workers benefits your career, their careers, and the saccess of your éompany

~ \

Positive co-worker relationships

The fundamental element for developing positive co- WOrker relatronshlps 1S respect By
showing your co-workers that you respect them, you ‘will encourage recrprocal attrtudes
and improve the climate of your workplace. /

A key action that can help you display respect for your co- workers s to mamtam a
positive attitude. Your attitude greatly affects how you respond to various srtuat1ons in
the workplace, including stressful ones. One action you can take to help you maintain a
positive attitude is to focus on the strength of: “your co- Workers 1nstead of their
shortcomings. Your co-workers are probably just as busy and as stressed as you are.
When you demonstrate a genuine 1nterest in their contrlbutlons and concerns rather than
focusing solely on your own, you’ll ﬁnd that people reSpLond posrtrvely to you as a
person and as a professional. \ N

To maintain a positive attitude, you ﬁrst need to recognrze your usual responses to
stress. After that, you can’ ‘determine Whether you need to adjust them. If your response
to stress is less than respeetful try rem1nd1ng yourself daily to take another approach.
Tell yourself that you 11 not react to-a stressful s1tuat10n without thinking what your
response should be You Can also focus on solutions, rather than on the problem.

Besides mamtarnlng a posrtrve a‘ft1tude you can follow these guidelines to build positive
relat1onsh1psW1th your CO- workers

[ Dernonstrate Basrc g()od rnanners
. Respect people s persor[al spaee
» ~Show respect for rank.
e Be helpful and wrllrng to’ ‘be helped.

o “Give and receive cornphments graciously.
&

Demonstrate basrc good manners

\\Good manners help to build relationships because they demonstrate your willingness to

respect others. “Some basic good manners you should use in the workplace include
\\saymg “Good mornlng > and “Good evening” to those you encounter when arriving at

and leavrng Work You should also knock on closed doors before entering, and avoid

,SWearrng and other crass language. In addition, you should return the items you borrow,
/ avoid interrupting people while they are speaking, and learn your co-workers’ names
And, of course, basic good manners include saying “Please” and “Thank you.”
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Respect people’s personal space N\

You can make your presence unwanted by invading someone’s personal spﬁce. When
conversing with co-workers, be sure to respect their personal space. 51)\4aintain1 a
distance of 18 inches between yourself and others is usually co;nfortabk\f;r everyone.
If you notice someone backing away from you during a conversation; the other pef&on
might be feeling crowded. Consequently, you should not athpt to close the space. \\
N\
AN )
Show respect for rank //\ . \\ \ /
You can take this polite action by standing when peéple of hlngerxank enper your ofﬁce
or workspace. In addition, maintain a formal posture - when | talking to superﬁxrs even if
the topic of conversation is casual. Backslappmg, nudgmg, and other forms of contact
are inappropriate. If you are a supervisor, remember to show respem\for thoSe you
supervise. Using titles such as “Mr.” and “Ms ;(enot:%gect and can be helpful if
you are younger than the people you superv1se, / VAN

AN / / g / AN
\/ Y, / )
Be helpful and willing to be helped \ L </ / /

Helping co-workers who are ovefwhelmed W1th work carl bu1lMtrong and positive
relationships. A co-worker whom you h&ve helr%d will probaﬁly be willing to help you
in the future. If you receive heTp from co- WQrkers remembér to thank them.

VAR AN /

N\

\\
Give and receive compﬁments grac\ogsly N

N\

Compliments make people feel good and prev1de a/SOurce of motivation. Compliment
your co-workers when you notlce fhat they have done good work. Besides making them
feel apprec1atecl you’ll be se\an asa carmg and observant person. If a co-worker pays
you a comph}nent don’t negate the praise. Instead, smile and say “Thank you.” After
all, you probably earned the cornphment

/\
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Do it! C-1: Developing positive relationships with co-workers
Exercises \
N
Q Click the picture in 1 Watch the movie and then answer the following: \\
the slide to play the ) ) ) ) ) \
movie. How did Alleigh deal with the situation? N

She offered to provide Bernard with some rough estimates that he could present to Ms \ :
Schrader. She also promised to update him on any changes after she had ahreetl w:th
team.

How did Alleigh maintain a positive attitude?

She focused on the solution rather than the problem

A Interact with your bosses in a cas
them.

Say “Please,” “Thank YOVGQOd orning,” a

Downplay compliments from

N\

co-workers so you do not seem conceited.

N\

. . \ \ . .
Provide assistance to co-workers who are overwhelmed with an assignment.
N\
N\

\

m O O W

Respect p60ple’s/pelj‘sx(‘)nal spaée\durin\g\conversations.

3 A key action that cﬁl help you shGW\re\spect for your co-workers is to maintain a
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Rumors, gossip, and conflicts with co-workers /\

Explanation Avoiding rumors and gossip is important. Much of the information &pread afound an
office is simply not true. Just as you would not appreciate co- workers&preadm\g\storles
about you, you have no right to spread stories about others. N\
. / 2, N\
Gossip and rumors \ .
Q Gossip in the office can damage people’s careers. The best wa§ to keep yourself out of g

the rumor mill is to prevent people from sharing Julcy t1db1t3\of ﬁaformatlon with-you.
When someone asks if you have heard the latest storyz pohtely state that you would
rather not know. This is a good move if the story’ cOntalﬁs detalls about What\other
persons do when they are away from work. / / ~

Another way to avoid gossip is to excuse yoursel)f from s%r@tlons in which gos51p1ng
occurs. You can also demonstrate leadershlp in /fhese/ s1tuat1ons by saying, “Listen, we
don’t know that the story is true; it mlght be pure conj eemre We shouldn t be repeating
lt.” \ \ / // /

In addition, don’t spread mformatlolttthat you are told meonﬁdence mainly pertaining
to management plans. If you hear suchTumors point them out to management without
asking for confirmation or demal You can say, “1 thought you should be aware that
there is a rumor going aroklnd aboﬁt Whether 1t s true or not, I felt you should

2 /
know. AN \

.

You might be fortunate enough to have a co-worker Who will alert you to rumors being
spread about you around the office. If you learn. of this, do what you can to stop the
rumors. The best way to acc0rnp11sh this is to find the people who started the rumor.
Ask your co- Worker where he heard the information and trace it back to the source.

Confront those responsible as soon as you learn their identity. Choose a private area in
the office to 'do this. An-audience will only fuel more gossip. Express your concern
about/the smIatlon and not your-anger. Tell them that you are concerned about the
gossip bemg sp{ea&about you and clarify that the information is not true. Your co-
wbrkers%mght not confess to having started the rumor, but they will hesitate to gossip
/ ‘about YQu in the fﬁture, AN

>
/

/
/// //
< / /

™ N4 /
\ /
~ T .
S N
/ \ AN /
Y \ /
/ . /
/ N /
/ N /
// - | /
o~ /
/ / N\ Vv
// ) o
/
/ / /
/ /
Y, / /
/
< /
. — //
N ~ /
N <
\\\\ \\\
N
— AN AN
- AN AN
e AN AN h
/ \\ AN AN
/ \ N\
/ \ AN
N
AN
/ — ™
/ N
/ / \
/ / )
( /
/ . /
/ N4 /
AN /
/
~ {
AN
\\\
- N
N
AN
\\ N

NOT FOR PRINTING OR INSTRUCTIONAL USE



1-18  Business Etiquette

Conflicts with a co-worker

Q There are several guidelines you can follow to help you resolve conflicts with a co—
worker without hurting anyone’s feelings. One of these is to focus on the issue at hand
Old disagreements or conflicts shouldn’t be brought up in new conflicts. Try to mamtam
your focus on the current issue and how it can be solved. \

Another guideline is to acknowledge mutual goals and points of agreement It Wlll help \
you and your co-worker to work together to overcome the conflict.

Finally, be open to compromise because it can help you get past a dlsagreement
Differences of opinion and style are best addressed face-to-face. You are more hkely to
reach a positive resolution in an actual meeting rather than by telephone or e-mail. )

Don’t permit your conflict to become personal. Insults and name-ca],hng are .
inappropriate in the workplace. It does not help resolve’ conﬂlcts a.rid can earn you a
reputation for being hotheaded. If you sense that a drSagreement is gettrng outof
control, end the conversation. You can do so by saymg, “T think we’d better stop this
discussion here. Let’s talk later, after we’ve had some time to reﬂect on, the i 1ssue ” At
this point, bringing in a neutral third party as an 1nf0rma1 medlator can help you both
regain your objectivity. / N N

Do it! C-2: Avoiding rumors and gossip
// 1\\ \\\ \\
Exercises N N N
. .\ N N/
Q Click the picture in 1 Watch the movie and then discuss. the followmg. Y4
the slide to play the \
movie. What action did Franeesco take when he dlscovered that it was Jennifer who was

\

spreading the rumors about him? 2\
e Confronted Jerfnlfe( ina private area in the offlc9
o Expresset}ﬁ:s cont:ern 1 about the s:tuatlon not his anger

o Clanfled that me lnfarmatloh was not true
/ 4 / / / \

/ V4 ya / >
2 M1kk1 ‘Grant is an e ploye;e at Icon s Consumer Products and Services division.
When sh\heard that Luis Jenki }fs was going to leave the company, she put on her
est behgworhecause she wanted to improve her chances of filling his position.
/ Mikki had heard ab\out the )ob opening through office gossip before it was

N /puhlrcly ahnounced
W/éuld you cla551fy thls kind of information as a damaging rumor?

No. It mgtlvated Mlkkl to be on her best behavior.

S N

\W hat actlor}s should you take if you sense that a disagreement is getting out of
coﬁtrol‘?

N/

/’J 1 End the conversation and bring in a neutral third party as an informal mediator.
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Relationships with superiors and staff

\

Explanation Build positive working relationships with your superiors by showrng thern respect and
understanding. If you are a supervisor, then you know that your employees help. you get
your work done. Keep this in mind when you consider how you treat the\n N\
Relationship with superiors \ B \\\
Q It’s important to do your job as well as you can. This wall make your Supervrsors JObS
easier because they will not have to address problems’ or 1ssuesv01th you\ If youget /
along well with your boss, don’t assume that you arefrrends Respect their. rank, and try

not to get into personal conversations with them SO - N\

~— \
To build positive work relationships with your superrors practlce good corperate
citizenship. Corporate citizenship includes arrrvrng on time; meeting deadlines, and not
asking for too many personal favors, such as time off or leavmg cearly. Prepare yourself
before meeting with your boss, listen before speakdng, asf( for elarlflcatlon when you
don’t understand something, and own your mistakes. ,

When you disagree with your supeWrsors d& SO dlplomatrcally, Use phrases such as
believe we should also Consrder another. idea, Y or. “Perhaps we ‘could view this from a
different perspective.” Being energetrc and- upbeat srnlhngﬁ ‘and having a sense of
humor, can make the workplace rnore enj oyable

Relationship with staff

Q People who work hard for you deserve your respeet One action you can take to build
relationships Wrth your employees is.to make requests instead of demands. People are
more receptive ‘to completing tasks When they are asked to do them, rather than being
told to do thern Other ways to dernonstrate your respect include learning and using
people’s names, being polite, and recogmzlng that work doesn’t constitute your
employees evztrre lives. /

You' can earn the respect of those you supervise by complimenting good work, offering

constru(;/t/ ive feedbaek n prrvate giving clear instructions, and practicing good manners.
/Another step that’s s sure ‘to win respect is to hold yourself to the same high standards as
N you hold 3 your staff g

The best supervrsors model the behavior they want from their staff. This might 1nclude
yd o *srrnple everyday occum‘ences such as punctuality or saying “Please” and “Thank you.”
/ Managers 'should also model complex behavior, such as accepting criticism gracefully,
g ~ defending your. staff when they have been unfairly accused, giving individuals another
chance when- they make mistakes, and giving credit where it is due, mainly in front of
your staff. Moreover a good manager runs meetings efficiently and calls them only
~when neces&ary, encourages employees to better themselves by gaining new skills; and

< understands and encourages the use of the company’s support services when people
need them
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Do it! C-3: Developing relationships with superiors and staff/\

Exercises \

1 Susan Cole is Icon’s human resource manager. She asked Alleigh York, an
employee, to find out about flextime programs used in her division. llelgh dida
lot of research and discovered that the most common feature of flextime hours N
was a set of core hours when all employees were expected to be in the office. She
was also asked to find out from HR about programs that h:;l;/{&b\een used in other

divisions. However, she forgot to check with them. She ap 1zed\aﬁrLas§ured \

Susan that she would do that before they meet again. - b \
/ ™ \\

What aspects of good corporate citizenship did Allejgh demonstrate here? . /

~
She was prepared for the meeting, and admitted an er/t{ /
2 How can you build positive working relation%%s W1th your 4%‘7 >
o By doing your job </
e By respecting rank \ \

By practicing good corporate c?eﬂship \ \ Y,

By disagreeing with supervisor: dlplomatlcally\

. \ )
Answers might vary. Aska 3 List a few actions you can take to build refatlonshlp\t(h your employees.

variety of students to \ \
share their answers. e Compliment goozym( T~ \ \
o Offer constructive feedback in private.\*“‘* \

o Give clear instructions. /
/

e Practice good m/af/mer.

e Request instpé& o%ema AN
{ \\/ / >
AN / // //

N
V.
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Unit summary: Office protocol
< \\
Topic A In this unit, you learned the importance of business etiquette. You alsq learned how to
create a professional appearance by following your company s dress code. You
learned that business attire includes casual business attire and tradltlona\hbusmeSS
attire. You also learned that nonverbal communication plah/s an 1mportant role in how

others perceive you. A~

Topic B Next, you learned about office etiquette. You learned how to dlspLay ethuette ina’
cubicle arrangement by respecting others’ space, prlvacy, and time, and av01d1ng
making excess noise. You also learned how to create a relaxed atmosphere for other
employees. ~

Topic C Finally, you learned about developing posltlve co-worker l;elatlonshlps By
demonstrating basic good manners and respect{ng people ’$ personal space and rank.
You learned how to avoid rumors, gqss1p, and eonﬂlcts with co-wurkers You also
learned how to develop a posmve Worklng relatlonshlp Wlth superlors and staff.
Review questions )

1 What happens when your behaylor contams unexpected elements?

It can detract from the: messages you want to commumeate and you might encounter obstacles
fo your success. \ . /

2 Why should you dress sultably for your busmess‘?

If you don ’t dress su1tably; you m/ght not be able to connect with your co-workers or customers.

3 List the nonverbal commumcatlons that play an important role in how others
percelve y>ou //
Posture,s/ faaa‘iexpressmns gestures eye contact, and personal grooming

4 What are three factors \you have to consider when determining the décor for your
" office?’ S >

1 The cuiiure of your WQrkaace

ye \ 2 The type of work you do
\ 3 The leve[ of oustomer interaction that occurs in your office

/ 5 Why shouId you choose a private area in the office to confront your co-worker who
! is spreagirng rumors about you in the office?

/

’ébﬁa"uc"?mg the discussion with an audience would only fuel more gossip.

/ \ 6\L,ist two qualities of good corporate citizenship that you can practice to build
\ h _positive work relationships with your superiors.

" Arriving on time, and not asking for too many personal favors, such as time off or leaving early
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Unit 2
Professional conduct <

Unit time*.\/(jo min\lses \

Complete this unit, and you’ll kn(y\ow o

¢ Internet pproriatel&.
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Topic A:

Explanation

Appropriate use of the Internet

Like other aspects of your work, Internet use involves rules of business ethuette Make \
sure you thoroughly review your company’s Internet use policy before you ‘browse the \

Web or use other Internet services. / \ \.
N\ \

Internet access /T \ \

For the most part, Internet access at work should be used only for busmess So%ne o
organizations permit employees to access the Internet for personal use during breaks or \
after hours. If this is the case in your organization, you should lrrmt your personal use of
the Internet to the specified times. ~_ /

~

Knowing and respecting your company’s policies about Internet Use can even preserve
your job. You have no guarantee of privacy when surﬁng the Internet at wﬂrk and many
companies also monitor how employees use the Internet In some ;zases mrsusrrrg the
Internet can lead to disciplinary action or dlsrmssal N4 /

Risks of Internet use { ! - .

If your company doesn’t have an Internet use polrcy, it doesn t rnean you can surf when
and where you want. Even if your cornpany doesn’ 't monitor the Web sites you visit,
there is always the chance of someone Walkmg by whrle you are surﬁng If this happens
frequently, people might begin to quesuon your work ethio and dedication.

Idle surfing can tarnish your reputation as a dedlcated employee Surfing inappropriate
Web sites can offend co- workers and cost you your Job for violating company
harassment policies. It slnapproprrate to visit “adult” Web sites when you are at work.

In addition, you shouId not use company Internet acCess to conduct job searches,
complete job- huntmg research or apply for another job. If someone walks in while you
are job searching or if yfour cornpany monitors your searches, word is likely to spread
that you are looklng for another job

Another hazard of surﬁng the Internet at ‘work pertains to security. When you download
information or software from thelnternet you put your company at risk for computer
viruses, securlty breaches, arrd copyrrght infringements. You can reduce this risk by
che}:kmg wltrr a supervrsor or an mformatron systems specialist before downloading any
software or doeument /

/You should also be cautlous about integrating any information that has been

doWnloaded or copied fromr the Internet into your documents, because this information
is often copyright protected You can also protect the company by not sharing your

passwords with anyone “and by keeping your anti-virus software updated.
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Do it! A-1: Accessing the Internet .
// \\\\
Exercises < N\
N\

1 You are the district director of Icon’s Products and Services: lelS%{{ It has'come
to your attention that some of your employees have bee/n downloadmg\ \
information from the Internet. N \\\

\ \ //
What are the risks involved in downloading software or 1nformat1on from the /
Internet? / L \ \ ~/
L \
o Risk of infecting the system with viruses that/:or{upt prqgrams delete flles and even
erase the contents of the hard drives / / . )
, / / T~ /
o Security breaches / / x ~
/ / / y
o Copyright infringement ya VA, VAN
/ ./ / / AN
/ / Y, Y, >
\\\ // / //
How can employees reduce Ihe rlsks mvolved in doycfnloadmg information from
the Internet? / N N /
/ \ \ //

They should have approval fromthelr superv:sor or aﬁtqfomwtlon systems specialist before
they download or mstpﬂ any. softWa(e that comes from outside the company. They should
also not share their passwords with anyone and keepthelr anti-virus software updated.

\ \ N /
\ \ N /
\ \ AN /
\ N\
\ \ V4
\

2 Which ac/tlons can you take to practlce appropriate Internet use at work?

A Famlharlze yourself wﬁh your company s Internet use policy.

/\

/ Use Internet access at work for business purposes.

/C Don t/mQ the Internet for personal use in the presence of others.
/

/ D / lelt your per/sonal use of the Internet to times specified by the company.

E L1m1p§our personaf use of the Internet to your lunch break.
{ / /

DN \ :
. 3 If your corﬁpany does not have an Internet use policy, you should
P X 7
\\‘\ \\t / 9
) | A feelfree to surf during breaks
J/ N\ P \
/ S ré'striet your Internet use to business purposes

C use the Internet at any time to search for the topics of your choice

D assume your company does not monitor your Internet use
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Topic B: Ethical dilemmas

Explanation Ethics involve a basic understanding of right and wrong. This code of conduct permits \\
people to move successfully through society by respecting the rights and needs of \\ L
others. Ethical behavior is part of good business etiquette, and its practlce ensures the .
success of the individual and the company. Although it’s impossible to ﬁlentlfy every N
ethical dilemma you might encounter in your professional life, somof the\common N
issues include using office supplies, taking sick days, mamtammg loyalty, a arki \\ T~
preserving confidentiality. 4 ~\ \

Guidelines for handling common ethicaf/dil /in/ma\s\*x\

Ethical conduct is critical to your success and the success of you company. Common

/

\

/ A~
/
/ /N

ethical dilemmas include: V4 / AN
Q e Preparing expense reports / /
e Using office supplies P N N/ /
e Taking sick days / N .

e Completing personal business . AN ./

.. . ., . / \ N
e Giving credit where itis due /~ N N

/ AN .

Preparing expense reports AN Vi

When you prepare an expense report you should find out the type of expenses your
company will reimburse y(ya for and submit only ‘work-related expenses. Before you go
on a business trip or take/a client to dinner, ﬁnd out. what your company’s guidelines are
for completing expense reparts Your company m1ght not reimburse money spent on
alcohol, or it might pay f&r theatre tickets for you and a client. If guidelines don’t exist
or are not detalled/ask yﬂur superv1sor for clarlﬁf,‘atlon If you go sightseeing or have
other entertainmént achvmgs on a business trip, you might need to cover these expenses

/
/ /
yourself. / Y4 / R
/ / / / /N
/ < / / / AN
/ \ / / / .
/ \ / / N
/ N / / /
¢ / / /
AN / / /
N / / /
. / / /
N o/ /
. N/ /
a N \ /
N /
_ N Y,
h \\ / /
/ N N y
\ AN /
// \ N /
/ \ AN /
/ . //
/ o | A4
/ N\ N\
) —
Y, /
/ / / 7
/ / /
/ / /
¢ / Y
“ /
. - /
N / Y
AN < 7
. ~
N N
N N
- . N
- - AN .
e . AN AN
/ AN AN N
/ N\ AN /
/ \ N /
// \\ /
/ ~ | A4
/ 7N | N\
/ (/ )
/ § /
/ ~ // /
N
< AN /
AN /
N /
. y
AN <
. ~
\\\\ \\\
- N
AN AN
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Using office supplies N\

/N
You should not take office supplies home for personal use. At some time, you’ll no
doubt carry home pens, paperclips, or other small items. These actio%s are noc\

considered problematic, but taking any large office supplies or )small 1t&xe\1n lafge

quantities is unethical. The company purchases the products fOr you to-us a\t work..
N\

< \ N\
\ = >

Use your time off according to company policies. Although it mlght be\(emptmg to u§e

sick days as extra vacation days, keep in mind that phese days are prowdeﬂ for actual

Taking sick days

illnesses. Lying about sick time can also darnage ycur credlblhty N\

/ > T~ )
Completing personal business // / S~ /
As the number of hours people work con;{nues }é grcw hcomes dlfﬁcult to avoid

completing at least some personal busmess at Work "Whe /1 you need t to take care of a
personal issue, keep in mind that the company is paying you to complete work-related
tasks, so carry out your business accord\hgly For exa/mple keep ersonal telephone
calls to a minimum and be sure /té charge any&long distance calls to your calling card.
When you need to visit the doctor or den(ust Schedule your alz/pomtments so that they

don’t disrupt your entire workday AN \\ ya
/ \ \\\ \\v//
AN \\\
Giving credit where it {s due S \\
N

Giving credit to 1nd1V1duals When they deseWe it 1s/hot only ethical, it can also help you
build relationships with yoar co-workers. When a’ supervisor or another co-worker
compliments you, -accept it grac1ously If others have contributed to the success of the
task, be sure )lou give them proper credlt If you purposely or inadvertently accept credit
for another S Work your co- ~workers mlght lose respect for you.

If your sﬁperv;sors discover that you h;zWe taken more credit than you deserve, they
migh /doubtyour future accomphshments If you are a manager, you should share credit
wit yourstaff members when appropriate, or they might become unmotivated and

dxsgruntled / VAN
/ <\ // / / AN
/ N/ / / >
N / / /
“ / / /
N N/ /
\/ /
N \\ //
\ \\\ //
O/
| N S
. N
////
/
a /
(\
AN
\\
\\\
>
/
/
. /
N/
4
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Do it! B-1: Handling ethical dilemmas
/ \\
Exercises AN
Q Click the picture in 1 Watch the movie and then answer the following: // .
the slide to play the ) ) . ) ) ) ) /
movie. In the movie, Bernard is having a discussion with his manager. N N
.
What is Bernard’s dilemma? How did he deal with it? VA \\ \\

/ \
Bernard is setting up the travel arrangements for the trade show & ancLhe isn’t sure %hether h\e\

can use a larger vehicle to carry employees and other resources. Fle> read the expense report \
guidelines of the company and also asked his supervisor fo/ clanflcatlon N

/ /
/ / x ~
/ / 4

2 Your manager at Icon International praises you for do/ng aéood jOb with.a
presentation at the tradeshow. You thank and’ ﬁccept thémanagér s p)/alse ou
also tell the manager that although you gave the Qresentatlolg it wgﬁld never have
turned out so well without the help of y9m< co- woﬂgers and that it was e/crue team

effort. / \\ \\ /
Ask student volunteers to Which guideline for handling the /éthlceﬁqssue is foH&wed heTe" Dlscuss the
share their experiences. benefits. / \ . .
/ \ \\\ \\)
Give credit to individuals when they\deserve it, It’s the e?ht@l act}on to take and can also
help you build relationships with yourr;o workers S

\
\

3 List some of the cor;uﬁon ethical dllemmas yéu might encounter in your
workplace. L X\

o Preparing expﬁ/nse\(eports //

o Using offlcé supp}les A T~

o Takm}q/smk days / ) /> A~

0 Coﬁrpletlng ;)er;“onal bﬂsmes/s/ >>

. lemg{redlt where{tls due //
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Professional conduct 2-7

Loyalty and confidentiality VAN

Two other ethical dilemmas you might encounter in your workplaceﬁnvolv\e\h)yalty and
confidentiality. Loyalty is a highly valued quality in most organizatiohifonf\chentiality
is also valued because a lot of information in the workplace requires discretion on\the
part of both the company and employees. / \\ N\
N N
Loyalty \ X~ /

N
Loyal employees promote the company, defend it aga/ nst compe\ntlon ar{d help it re/ach
its goals. An ethical dilemma can arise when someone asks you, 1n\\the nati\e of loyalty,
to do something which conflicts with your Value/s Oor the‘estabhshed company. policy.
For example, supervisors might ask you to lie for thefn This can bea trlcky s{tuatlon
but you should never compromise your ethlgs/ for tl{e s of loyalty

If this happens, take steps to maneuver oxit of the mtu(atlom ‘First Agve the supervisor an
opportunity to retract the request. You/can do thls/by re}/eatmg the aetlon they asked
you to take. For example, you could say ina stralghtforward rnann}ef “You want me to
tell Ms. Stewart that you complete{l the re})ort yesterday even though you’re still

working on it?” / \ \ /

After this question, your boss m1ght choose\a dlfferent coupse of action. If this step
doesn’t succeed in making’ the person rethmkthe requestg ‘you can use a more direct line
of questioning. For exan{ple you could say, “Do \ you want me to lie to Ms. Stewart?” If
they still don’t change thelr mlnds pohteiy state that’you are not willing to lie.
Although your superv1sor?s reaction to this s ht\eme“nt might vary from respect to

disgust, it’s 1mportant that you adhere to your decision.

Asa superv1s¢{r you should ne\(er ask your employees to compromise their ethics. You
should not expect them to lie for: you or take any unethical action to help you. If
employee§engage in unethlcal behavior, o protect you, you will jeopardize their jobs
and yours /> : /
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Confidentiality 2N

Q Y our company needs to protect proprietary information from its competitors. To<r/neet L
this need, many companies ask their employees to sign nondisclosure and \ \\
confidentiality agreements. To ensure that you don’t commit a breach of conﬁdenti}Qy, AN
carefully read all your company’s guidelines concerning confidentiality. Lf/ you’re \ N\
unclear about any aspect of the guidelines, consult your supervisor or a l‘mman resources\ \\\
representative. \ ~— S
\ \ /

Another reason for confidentiality is that your company is requlred by“ra,w to\guard\ ~_
certain information about its employees. Any medical mformauén acquired due to \ ‘
company-sponsored health plans must be kept confidential. It shou}d be kept in secure \

files separate from other employee files, such as performance rev%ws ora{tendance \/
records. Only authorized human resources personnel shozﬂd have access to this / /
information, and it should never be discussed with any/éne othert r,fet% employee or’
health insurance provider. / { / N

/ \

Employees’ personal information should not be shaged arounif the office, elther by the
employee or by authorized personnel who have accessto the mfoﬁnatl)dn Th}s/
information includes compensation issues; legafp:roceed‘ﬂgs such as'divorce or
garnishment of wages; and disciplinary act/fons Breaches ofﬂus type can/ﬁave severe
consequences for the employee and the pompany AN \\ /

The issue of confidentiality boils down to a mattepof respect for the prlvacy of others.
You should never rifle through someone else ] desk\possessmns; or papers. Don’t read
documents or correspondence that doh t belong to you, even if they happen to be lying
on a copier or fax machine or are avallable on a.computer tha/f you have borrowed.
Although you might c0n51der such actlons to be harmless they violate your co-workers’

/ — \
right to privacy. / —_\
£ ~A
AN /
/ AN /
S /
/ / /
/ / /
/ / VAN
/ / AN
/ / / N
/ / / %
/ / / /
// / / / ~
/ <\ / / // AN
/ V4 // y >
N / / /
AN 4 / /
. <
T //
/ NN /
\ \\\ /
// \ \\ /
/ 2N ‘ N/
/ / ) ) — N
/ / )
/ / /
/ /
/ / /
/ \/
. - /
N Ve
N AN
. N
- . \\
e N N AN
/ N\ AN >
/ \\ . /
/ \ AN /
/ "’\ “ N //
/ 7N | -
/ / )
< / /
/ AN / /
< L / //
N {
\\\ \\
AN AN
A 7
\\\ ///
Y
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Do it! B-2: Maintaining loyalty and confidentiality

Exercises { \

1 In the following scenario, Jennifer, an Icon employee, is handhngx\situati(;n in
which her manager, Susan, requires her to lie about the status of a prO}@sal

\ \
Susan: We can’t send the proposal to Mr. Davidson yet k@cause\l haven thad a \/

chance to run all the numbers. // ~ \ \\ //
/ ~ ~ /
/ \ ~/

/ ~ N\
Jennifer: Didn’t we need to submit the propQé\al\by the end 0¥the da§/{7
N s \
Susan: Yes, that’s the deadline. I tell you Wha/f/ When Mr ‘Davidson’s /eceptlonlst
calls to see why we haven’t turned in the proposal; tell him one of the vendors
hasn’t given all the information we }(eed. Iﬁen/ask fgr an e}gtenswn.

/ <\\ / / / \\
/]
Jennifer: You want me to tell Mr\ Dav1dson s reeeptlomst that we’re waiting for a
vendor? N \\ \\ / /
N N /

Susan: [ know it’s bad, bﬁt we have to do \kfor the departrnent

\\

Jennifer: Do you W&Ynt me to lie to Mr. Dayldsonﬁvreceptlomst?

\\

Susan: No, [ guess\that sa bad 1dea Never mn{d We’ll just have to send the
proposal through neXt time. N

\
\

How did Jenmfer maneu\(er out Gf the situation when her manager asked her to
lie? / —\ \

/
/
N

N\
~\

>
By glvmgkher superwsor an opportun jy to retract the statement and by directly addressing

the requ;est ~/
/ SN
Encourage student / Yﬂu sh()uldn A compromise your ethics for loyalty. Discuss another scenario
volunteers to share where you, mlght find yQurself in a similar dilemma.
instances from their work . | / / Y,
experience in which they ™ /\ / /
had to handle similar \ N4 //
situations. e N \ //
Answers might vary. 2 List S(%e\ types of employee information that should be kept confidential.
/ ) e Medical information
/ //
e Compensation issues
e Legal proceedings
/ \ e Disciplinary actions
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- - - //\\
Topic C: Personal issues in the workplace
/ N
(\\ N
Explanation To conduct yourself professionally, you must know how to handle personal issues }x&the \\
workplace. / —\ N\
Y, ~\ \
/ - \ L
< N
Common personal issues N\ N\ )
. . . . /N — ‘\ ~__ _ //
You might encounter some of the following personal issues in your workplace: \ ~_/
irti Z ~\ AN
Q e Flirting O : \
. SN - \
e Dating / > ~_ >
/ / N /
e Office romances / / \ ~_ /
e Sexual harassment / -/ ) /S :
/ / / 4 / / / g \\\
e Sharing personal information / N V4 >
{ p / / /
. 4. N </ // / /
Flirting N “ \_/ Vs
AN “ .y Y,

Although most flirting in the workplace is harmless\you should be aware of the
possible consequences before engagmg in ‘shls type of behav10r An 1mp6rtant
consideration is your professional i 1mage The\yay you mténact with other employees,
clients, and vendors affects how you/are percelved\m your orgamzatlon Flirting is
never considered professional beha\Mor DeVeloplng a(eputatlon for not being
professional can only be detrimental to _your career. Unwelcomé flirting can be
annoying and can lead to other problem&

Before engaging in any type of ﬂlrtatlous bqhavmm consider the positions both you and
the other person hold in. the organization. Some organlzatlons ban personal relationships
between employees of“unequai rank. Even if it is permltted in your organization, you
should consider how ﬂlrtlng will be perceived by others. Any conduct that suggests
more than a profeésmnal relauonshlp might raise suspicions that the person of lower
rank is being gwen spécm%reathaent

/ /N
// <\ // / // \\
/ N
/ N/ / / S
/ N\ / / /
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Dating AN

You should take action to ensure that personal relationships don’t mterfere\ylth your
professional life. Consult your company’s pohcy on dating, and then follow those
guidelines. You might want to consult a supervisor or a human resourc\es represéntative
to ensure that you clearly understand what behavior is acceptaBle how the uidelinos in

the dating policy apply to your situation, and whether any dgsclosure is needed. N\
N
You might discover that your company doesn’t have a Pohcy &1scouragmg romantic P
relationships between co-workers, customers, or vendors. Althongh yoﬁ\mlght think _you
can keep a relationship private, it will inevitably beéome a topic ‘of office gossip. If you

still choose to engage in a personal relatlonshlp, disclose it to your superv1sbrs

If your relationship is not permitted by the company/s datmg pohqy, you can end the
relationship or quit your job. If you and the/person yow r%d%tmg are of unequal rank, a
transfer request by one person could be another alternatl ve,/Some companies will permit
dating as long as one person is not superv1s1ngthe other /Agam, conﬁrm this with your
Human Resources department. < / /

\\ </ // /
Even if your relationship is not drsoouraged by companyvpohcy; it’s still important to
maintain a certain level of decorum at the ofﬁo@ By leaving your displays of affection
out of the workplace, you’ll demonstrate that you respect yoﬁr co-workers and that work

is your priority when you pOX at th& ofﬁce N ./
“ y
/ \ \\ \\\

Office romances . \>
‘\ N /

Before engaging in a romantlc relatlonshrp Wrth someone from work, you should be
aware of the many potential problems it can cause. Relationships between employees of
different rank can give the i 1mpressmn that the partner of lower rank is being given
preferential | treatment. The ImpI‘ESSlOIl of special treatment is just as damaging to
workplacemorale and your own credlblhty as the actual existence of such treatment.

Anothor aspeﬁ;t of the problem oceurs; if the relationship ends. You need to consider that
worklng W)Afh workmg for, or managmg your ex-partner would be difficult. In this
s1tuat10n/the ;:ompany has to be concerned that the employee of higher rank might
nnstrea;f the other employe& which makes the company vulnerable to claims of sexual

{ harassmént As 4 result the datmg policy of your company is to protect you and the
Company It 1$your/respons1b1hty to read and follow the policy.
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Sexual harassment N\

Sexual harassment is any unwanted sexual behavior that creates an intimidating or \
hostile work environment. This conduct is not only inappropriate, it’s also illegal:. \
According to the United States Equal Employment Opportunity Commissiop (EEO \
unwelcome sexual advances, requests for sexual favors, and other verbal ;zfr physu:al N\ N\
conduct of a sexual nature constitute sexual harassment in certain 51tuat1\ns Some \\\
situations of sexual harassment include: X~ \/
e Submission to such conduct is made either explicitly or 111116110%11 asa term Dr /

condition of an individual’s employment. / I \ \\

e Submission to or rejection of such conduct by an md;v”dual\rsused as a basis of \.

employment decisions affecting that individual. / / ~__ /
/

e Conduct that has the purpose of interfering Wlth/dl’l 1nd}V1d Pswork
performance or creating an intimidating, host1lé or Qf‘fenglve W rkmg
environment. / N4 / /N

N / >
The best way to prevent sexual harassment is to avad engagmg i’ any behavuy‘ that
could be construed as offensive. Although th@workplaCe of today should not’become a
sterile environment in which people are afr;nd to interact Wl(h each other, keep in mind
that certain behavior, which might seem hﬁ\rmless to yQu leTt violate }l{e rights of
others. Although there is no foolproof )jreveﬁuon for sexual harasSmeﬂt certain actions

can help. These include: /N \\ AN
Q e Always speak and actin a pmfessmnal manneﬁ& even aftef regular work hours,
because “after hours” activities. with co- Workers can be > Subject to the same

scrutiny as work actlvmes \

\

e [fa situation is uncémfortable revae yourself from it.

e Ifyou cannot leaVe an uncomfortable snuatlon, make it clear to the individual
harassing you fha\t the behav1or is unwelcome.

/.
e Ifyou expeflence/harassment report the incident to the relevant person or
departmant out)/fnedAn the employee policy manual.
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Sharing information about private life N

Discussing details of your private life at work can cause problems. Before ?Qu engage
in conversations related to your family or your love life, consider thatsuch
conversations can cause problems later on, and that many of your co-w kers might
prefer not to know these details about your life. / N\

Employees often create problems for themselves by divulgiﬁg too many details about
their family, including marital and financial difficulties, Althongh some -of your co- >
workers will be genuinely interested in hearing about/your\famlly they" probably doy/t
want to know every detail of your economic woes ot divorce proet{cdmgs - This
information can backfire when it’s time for performance rev1ews or opportu\mtles for

advancement. / /> - /

Revealing the details of your family’s mediﬁél his}({ry g&ﬁ cause f)foblelyfs/when you
apply for health coverage for yourself or nothex/ member your family. Suppose that
you have continually expressed how much troﬁble you aye havyﬁg wlth your teenager.
Co-workers, or even your supervisor, Qould assurne that any ﬂev1at1,6ns in your work

/ /
performance are a direct result of your prBQlems at h(§me / ) y

Another common problem is w)’ien employees discuss too muC/h information about their
love life. Someone might Vlevé such a comqersatlc\)fkqs sexug(harassment Co-workers
might even find your stories. annoylng and tlﬁsy mlghﬁﬁeey no obligation to keep the
information conﬁdentlal/Before shamgg the 1nt1mate details of your personal life, you
should think about how: much 1nforrnatlbn you Wantyour co-workers and superiors to

\ \\ \
know about you. \ " ya
\ \ N
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Do it! C-1: Handling personal issues in the workplace

Exercises C

1 Bernard, an Icon employee, is due for a promotion within a short time. He has\\\
great people skills and is a technical expert. However, he is depressed about the- f\\
fact that his boss, Ms. Liggett, and Michael Clayton, another empléyee are
carrying on a relationship. He believes that Ms. Liggett will choose Mlchael\for
the promotion instead of him because of her personal relatlonshlpwnh Mlchael

\
~ \ \\

Ask student volunteers to How did Ms. Liggett’s behavior affect Michael? ~

share their experiences if ~__ N
they have encountered a /

e It made Bernard depressed and suspicious that she would glve speclal treatmenﬂo Mlchael
similar situation.

and choose him for the promotion. / SN ~

2 One of your employees believes that the company should not worry about how he
spends his personal time or whom he spends it w1th because, rt is hrs prlvate life.

Explain to him the importance of the company s datlng pohcy

The company has a responsibility to ensure  that its employees have a fair and unbiased
working environment. In a situation where one employee has the power to determine the
career path of another, personal relatlonshlps can lead to aIIegatlons of discriminatory
treatment or sexual harassment. The  guidelines have been estabhshed to protect the
company and its employees from any\allegatlons that can be brought legally.

\
N\
N\
N\

Answers might vary. 3 You have become romantically involved with a co-worker. You find the
relationship promrsmg and you want to sustain it. If your company does not allow
office romances what are your options?  ~

A Quit y0ur _]Ob ) B

B End the relatlc)nshlpe

C fgnore your cornpany pohcy
) .

rrRequest a transfer / g

Answers might vary. /4/ The best way to prevent sex’ual harassment is to
{ /I\ \not engage in any behav1or that could be construed as offensive
B/ avoid any non—y/ork—related topics of conversation
C n\’ot’d'i"seussrrpé/r/sonal issues with co-workers you don’t know well
RN D av\o\id\any situation in which non-work-related issues are being discussed
o 5 Lr\s\t\sgme/(/)/f the personal information you should avoid sharing with your co-
o ' workers.
e Marital and financial difficulties
o Family’s medical history

e Your love life
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Unit summary: Professional conduct
Topic A In this unit, you learned guidelines for accessing the Internet at worlé You alSQ

learned about the risks of Internet use when downloading mf()rmatlen or. software,
which include computer viruses, security breaches, and copyrlght infringements.
\

Topic B Next, you learned about common ethical dilemmas, such as Rreparmg expense reports/,
using office supplies, and taking sick days. You 1earnedhew to’ handle\ethlcal
dilemmas effectively by following common sense gmdelmes Ygtr also Tearned about
maintaining loyalty and confidentiality in the workp}ace \\

Topic C Finally, you learned how to handle common person:ﬂ issues in the workplace such as

flirting, dating, office romances, and sexu;ﬂ harassment You also leamed to be
cautious about sharing personal 1nformaf10n w1th your coyéworkers

/ / AN

Review questions y

ethics -

3 To protect proprletary mforrnatlon from its competitors, many companies need their

emploxees to 51gn . agreements
nond sclosure and confi dentlallty /
/’What behaylors affect how you are perceived in your organization?

/ /

The Way/you /nteract W}thather employees, clients, and vendors

5 How do ygu deﬁne sexdal harassment?

P Any unwantedsexual behawor that creates an intimidating or hostile work environment

/ 6 If you “experience harassment you need to report the incident to the relevant person
—~ ‘ or department()uthned in the
S
/ ) . employee poi/cy manual
</\/ i\ . \// - //
\\\\\ </ /
// \\\\ \\\ N N\ -
/ N\ AN /
// . \ \\\ /
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Communicating in the workplace
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~

Unit time: 65 minutes \\
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Topic A:

Explanation

NOT FOR PRINTING OR INSTRUCTIONAL USE

Introductions

People typically don’t feel comfortable in business or social gatherings unless proper
introductions have been made. Introductions create the relationships that help a busmess

function smoothly. AN
N

Guidelines for introductions /T~ \ \

Although introductions might cause anxiety for some people, it? s not a dlfﬁculﬁsklll to

learn. The following basic guidelines can help you 1ntr0duce peeple eﬁmfortably and \\
effectively: . %

e Base business introductions on rank. I
e When appropriate, use titles in introductions.”

e Present others to a client. N

A~

Base business introductions on rank VAN

The person of higher rank always recelves/the person of 1ower rank. In other words, the
person of lower rank is introduced first to the - person of higher rank. Then the
introduction can be finished by 1ntroducmg the person of hlgher rank to the person of
lower rank. Gender and age do not affect th1s guldehne h

For example, if you have to 1ntroduce anew employee named Adam Jackson to the vice
president of marketing, whose name is Mary Meyers you should say, “Ms. Meyers,
may [ introduce Adam Jackson. He came \o us from ABC Corporation. Adam, meet
Mary Meyers, our vice pre51dent of marketmg \

Your actual wording can Vary You might also say, “May I present...” “Thisis...” or
“I’d like to 1ntroduce . >Always use each persory s full name and prov1de 1nformat10n
about each person’ so thgt when the introduction is complete, the new acquaintances will
have somethmg ‘with whlch to begln a conversation.

/ /

When approprlate,\use tltles in lntroductlons

Address your superlors as® Mr ”or “MS ” If someone is the same rank as you, it’s
proper to-use his or her first name. Professmnal titles, such as “Dr.,” should also be used
durmg 1ntr0duct10ns “Keep in rnrnd that many titles, such as governor, senator,

c()ngressman Judge and certam mlhtary ranks, are retained for life.

o

/ \.

Pr;esentmg others to a cllent

The “rank” ' guideline does not cover all situations. There are a few additional guidelines

\\\to follow When making ‘introductions. A client is always the most important person in an

mtroductlon “Therefore, even your supervisors would be presented to the client. For

\;\example you mlght say, “Ms. Able, this is Darren Cox, our sales manager. Mr. Cox,

meet Vlcky Ab)re from Technology Systems.”

/,If the people you introduce are of the same rank, introduce the one you don’t know as
/ well to the one you know better. When the rank is not clear you can introduce a younger

person to an older person, introduce a party or convention attendee to a guest of honor,

~_and introduce a layperson to an official.
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Do it! A-1: Introducing people

Exercises \\

Identify two students to 1 How will you introduce Mary Brighton, director of sales, and DaV1 Reyn\d\

play the roles of Mary 9
Brighton and Davis administrative assistant? ) \

Reynolds. Ask anoth
st%r;(r);t tso ,,,f,OZZ;’e ;}rem' Mary Brighton has the highest rank, so you need to present Davk Reynolds to her first. In >

The other students need addition, you should provide information about each person. The xqtrodubtlon ‘can be /
to observe if proper ~/
introductions have been Ms. Brighton, this is Davis Reynolds, our new adm:ms(ratlve ass:staﬁt Daws \'lQlS is Mary
made and suggest Brighton, the director of sales. NS
changes if any. / 5
2 You are introducing Debra Carter and ﬂerek Tho You are all of e(iual rank.
Review the introduction. / / / M’ﬁs>

\

“Derek, may I present Debra Cazter semorfﬁrecto/of marketlyg Debra, this is

Derek Thomas, senior director of 1 research and dévelopfnent 7
/ \ \ N

Select the criterion that ?ékes thls\ntrodm;tlon correct. /

\ /
A Derek is older than Debra N D4

\\\ V4
B You know De;/ek better thaﬁxDebra \\
\

C Derekisa conVentlon a:[tendee atmi Debr /a isa guest of honor.

D Debra has an ofﬁé;al tltle\Derek 1S aiayperson

\

3 Which 01/ the followmg aré\ guldehnes for introducing people?
A ﬁase business 1ntroduct10ns on/rank
V Intyé)duce a youngerpersm}é an older person.
/ C /Intr(xﬁlceﬁ person you know well to a person you don’t know well.
/ D( I}lfr/odu;ze/ pe(%ﬂe\t%a client or customer.
/ E Address pc-;/ople oj/superlor rank with their appropriate titles.
— Addre\é 1nd1v1duals by using their first names.
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Actions to take when being introduced ya

\\

\
Explanation Just as there are guidelines to follow when you introduce people, you should also take
proper actions when you are being introduced. These actions include: AN N\

Q e Shaking hands / T~ N\ N
e Standing { \
e Smiling N\ -
e Making eye contact ~ \ \

e Greeting the other person RS \§ \

Shaking hands / ™

In any business introduction, shaking hands comrnunlcdtes a message about you. You
need to know the protocol for shaking hands because; you want that me8sage 1o be
positive. Handshakes last about three seconds and are finished’ By the time. the \>
introduction is over. Handshakes should always be the same, regarﬂless of wheﬂ‘ler you
are a woman or a man and whether you are meetmg a WQman or a man. g

To perform a proper handshake, extend yorir rlght ‘hand, grlp the other person s right
hand firmly, pump the clasped hands once or twice, and\unclasp the hands The correct
grip should not crush the other person’ S hand nor should your hand bé limp. The
correct grip also means that palms are perpendlcu}ar to the ground and hands meet at the
web of the thumbs. \ N

/
N/

Standing )

You should stand to show respect for the person you are meeting. If you don’t stand,
you might give the 1mpress1on that you don’t think the other person is important. You
might be in a position/in which-it’s awkward to stand, such as being seated behind a
table. In this situation, yo;r should lift yourself parﬁally out of your seat as you shake
hands and then s;t backﬂown\

/ >
/ / / /

Smiling / { /
\

Smiling c(mveys a pos1t1ve fnessage durmg introductions. A smile shows that you are
frlendly and pleased to méet thﬁ/ other Jindividual.

M;rklng eye CQntacf

/Make eye contact durrng an 1ntroduct10n to show confidence in yourself and to show
tha; you are giving the: 1nd1V1dual your complete attention.

Greetlng tlle other person

AN
\

‘ \Whenever pas51ble use the person’s name when you greet them. Doing so is flattering
yd - and- ‘helps you remember their names. When you and the other person are of the same
‘rank, use their first name. If their rank is above yours, use the other person’s correct
VAN title. A4

/ , /You might want to use other variations when you greet people. For example, you might

/" have heard positive information about the individual to whom you are being introduced.

- In this case, you might want to say, “It’s so nice to meet you,” and then add, “I’ve heard
\&Q much about you.”

AN
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Improper introductions

I’ve forgotten your name.” Frequently, you can make a joke to relieve the tension.

When someone forgets your name when introducing you, be hglpful bg immediately >
offering your name. Do not make the person fumble for your r name and do not take the
memory lapse personally. The same consideration is'in order When\somef)ge misstates
your name, title, or company affiliation. Politely (zorrethhe information an(kthen move

on with the conversation. 4 > ~ N
/ / ~_ ya
, / . /
: SN ~/
Introducing yourself / / Y

When you meet someone new and no ;fne else 1&presen1/ to rnake the sintroduction, you
should introduce yourself. This situation frequently ogzcurs /a/f busn}u/ss meetings or
social gatherings because the hos;qannot ?nake introductions for/all of the attendees at

the same time. VRN N /

/ AN N /
If you have been invited to thex;vent you éi@uld feel free to 1ntr0duce yourself to
anyone present. You can offer your hand to a new persbnénd say, “I don’t believe
we’ve met before. I'm Qfms erght Trom Network ‘Technologies.” When introducing
yourself, it’s best to leave off all tltles St\at\mg that y/éu are Chris Wright, director of
personnel, might be percelved as arrogance Tle@p/le/ might also question your level of

N4

self—conﬁdence - \
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Do it! A-2: Following etiquette while being introduced
Exercises \\
Divide the class into pairs. 1 Work in pairs. Introduce yourself to your partner following proper actions.
Ask them to stand facing /
each other and introduce /
themselves to their N\ : N\
partners. ) N\ N\
. \ N
2 In the following scenario, Francesco Amos and Jennifer Br/(%ver are two proj ect\
managers at Icon International. They are standing in a conference room with \
Michael York, a human resources representative. Jenifer and>M1cthl don’t know \\;
each other, so Francesco needs to introduce them. / .

/ // //}R \\\\\//

Francesco: Jennifer, I’d like you to meet Micha Yor}x/ He’s an ~
representative and can help us develop our program. Mlc}ael ty(s is Jﬁfnnlfer
Bower. She’s one of our most capable prOJeét\managers / ) / //

"/
Jennifer: (politely making the correction Z}\enuncﬁmng the “r and &howmg she
is happy to meet Michael) Actually, 13” s Brower. Mlch%klt S nice tg meet you.
I’m glad you’re on our team. ~ O\ \\ /

/ \ \ \ /
Michael: Thank you, Jennifer, l/ really look}bmard to v%tkmg with you and
Francesco. \ \ \ /

N/

. \
Francesco: Oh, Jenmfe/t;, I'm sorry\.\\l’rn 50 bad with narnes sometimes.

/ \ \\
Now answer the following: ~\ \

~ \
\ \

. N T . e
How did J. enn}fc/r réspond when she was incorrectly introduced?

ya —~/
She polltelyporrectﬁ./d the information and moved on with the conversation. She didn’t make
a scene and take Iﬁe m/étake ersonally

S
/ V4 / /\

3 When\should you 1ntiéduceqours;/‘(f to another person?

/ /
Y , .
/When'~yog meet\omeone new anﬂlo one else is present to make the introduction
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Topic B: Conversations
< \\
Explanation After you have met new people, the relationships can grow only if conVersatlon follows.
The art of making conversation is essential in business because’ it puts. others at ease and
helps you get to know people. Choose appropriate topics for’ conversation. Be tactful.
and respect ethnic, cultural, and gender differences. You sho\lld also know how to \\>

handle conversational faux pas. A~ N\ N~

~ \ AN
~ \ \\

Guidelines to becoming a good conversatlonéllst

Q The most important guideline you can follow to becorne a goodconversatlonahst is to
be a good listener. Although many people te/nd to focus on the speaking aspect of
conversation, good conversationalists know that they should do more listening than
speaking. / / /N

When you listen, your body language should convey that you are hstenlng Usually,
standing or sitting up straight, making eye contact, noddlng, and not fidgeting
communicate that the speaker has your attentlon You can also demonstrate that you’re

listening attentively by asking” 1nte111gent questlons

You should also accept comphments gracefuﬂyi avouf Tepeatlng gossip, and do your
best to show a good sense of humor DN 'S 1mportant to pay attention to the nonverbal
cues of others, so you know When you are. borlng them or when they are uncomfortable
with the topic of conversatwn People who are boned with a conversation might yawn or
glance at their watch frequently Perle who are uncomfortable with the topic might
back away from you.

\

Avoid 1nter17‘upt1ng others, and- dOn t correct errors of fact, grammar, or pronunciation.
Making these corrections can appear condescendlng It’s also considerate to draw into
the conversatlon people who m1ght be 400 shy to join in on their own.

/ / A\

/
/

TOplcs foi' conversatlon

Q /\{/Proper toplcs for conversatlon vary depending on the situation and the people with
\whom you are’ conversmg Topics that are usually welcomed by all include sporting

) events that everyone is famlhar with, current events, best-selling books, compliments
yd ‘\about the event you are ‘attending, or positive events that have occurred in the company.

7 Toplcs to avmd 1nclude religion, politics, sex, money, and your health. In addition, if
/) youknow personal information about someone with whom you are conversing, don’t
L/ discuss it unless you know the person really well and you can speak in private.
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Qualities of a good conversationalist N\

Two simple qualities can be helpful in any social or business situation: (\ N\
Q e Tactfulness N AN
e Respect for ethnic, cultural, and gender differences /T L \

N
v
7

Tactfulness

Tact involves presenting information in a way that is acceptable t(,ythose rece;vmg it It /
does not mean lying or withholding information. Rather, tact means conveyln& \\

information to others in a way that will not cause offense. Using. tact when you N\

communicate will show that you respect others and will help you | build relatlonshlps \

/ / y ~_ /
Respect for ethnic, cultural, and gender dlfferences / \ ~/

In conversation, you should never use racial and ethnlc slurs or make sex1st remarks
These labels and remarks are inappropriate because they are dlsrespectful of others It’s
also disrespectful to refer to people by their race or ethnlc 1dent1ty\Always refer to
people by name and, if appropriate, title. / \\ /

You should also avoid any off-color jokest that could cause offense Somethlng that
seems harmless to you might insult someone\else AN -/

Conversational faux pas\

At some point, you’ll inevitably make a conversatlonal faux pas One common mistake
is to say something awkward when making small talk. For example, you share your
negative opinion about corﬁpany XYZ’s ad\(ertlsmg campaign, and then learn that one
of the people in the group works in advertising at company XYZ.

Q No matter how badly” yOUmlght want to make your/ ex1t you must stay and deal with the
situation. If you sunply end the conversation, you’ll leave a bad impression, and you’ll
probably still be embarrassed the next time you meet the individual.

The best Way to har(dle the 51tuat10n 1is to make a self-deprecating joke. For example,
you might s say somethrng like, “That s prbbably why I’m not in advertising. I’d
probably better stick to de{/elopnﬁent Where I know what I’m talking about.” Follow
with an apology for any hurt\feehngs your remarks might have caused. After you have
recpvered frOnl thefaux pas, steer the conversation to another topic, or you might
bﬂneﬁt from the good manners of another person who changes the topic for you.
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Do it! B-1: Making conversation N\

Exercises

1 Which of the following guidelines will help you become

A Be a good listener.

.
Give and accept compliments gracefully. / N

Don’t repeat gossip. ™

m o O 0

and John Kass,
y conversation.

A It’s almost unheard of for a company domestic to global in the
short period t tNohhwes [ aboratories did. Are you involved in any sort of
espionage schemes? \\\

B How was Northwest ablé\:[o increase its client base in such a short period of
time? \

C It difﬁcul‘\[\f&\globg\l‘ée in s\ﬁgh a short amount of time. What kind of strings
did your executives have to plﬁl?

/
/
/
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3 In the following scenario, Alleigh and Bernard, employees at Icon Internatlonal \
are seated at a table in the break room, talking. N\

Alleigh: Hey, Bernard, how are you? .

/
Bernard: Actually, I’m not so good. /\
Alleigh: Oh really, I’'m sorry. What’s the problem? N \ \\

Bernard: I’m really frustrated because my project schedkle\updates w111 & late. \\

There are two sets of status reports that haven’t been turned i in. Tean’t believe how \

irresponsible and selfish people can be. You’d think /tﬁat if someone else’ s

deadlines depended on your work, you get it done on tlme/ x S \\//
/ / //

Alleigh: Those missing reports wouldn’t happﬁrl to beifor the G/'«xrrlsoy/proj@ct

would they? { / //

Bernard: Yes. Why? /N . v /

Alleigh: I have Wendy’s status report\§he askedm to turn it in fgr her but I
didn’t realize it needed to be in by a certzhn time. Il go get 1tfor/ you.
/

\\\ \
Bernard: Oh, geez, Alleigh. I R sorry about wil\atl said. I’Ve been under a lot of
stress this week. \ AN y
\\ \\ N
Now, answer the following: \\ \
/ I \\ \
Ask two or three students How did Bernard deal with the conversatlonal fa}ux pas?
to relate their experience / N —_ /
:,’; ffggls’"g conversational He stayed in the/ s:tuat;bn and apologized to his co-worker.
: / // // \\
4 Select th% act10ns ycyﬁ can f take to demonstrate that you are a good listener.
/ N
A A(Sk 1ntelhgent que/stlons/ \>
/
Y,
B Col‘r\ct errors oﬂfact / Y,
/C Sta\d up\%ﬁalght /
///
/D Nod: as you 11§ten /
— V4
// wDon t fidget.
-
\E/ Interrupt to exyl/ess concurrence.
| G Make eye contact.
- ~_ \\
/ / AN S\Belng tactft/vl means

\
o~ ‘ A pr\esentlng information in a way that is acceptable to listeners
B  withholding information that listeners might find offensive
C lying about information so that listeners won’t be offended
D

stating information in a way that focuses on content, not the listener
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- - - - //\\
Topic C: Etiquette in meetings VAN
/\\ \\
Explanation Whether you attend or lead a meeting, you should understand the bas1c\protocokf0r

meetings so that you can make productive contributions to them Productive meetmgs
have a purpose, an agenda that is closely followed, and leadérs and participants who' are
polite, prepared, and know and abide by basic meeting proto\eol By understandmg the' S
protocol of meetings, you can shape your behavior so that peohle focus on your
message rather than interpreting your actions. The part1c1pantgo¥a mee\t\mg should /
respond to meeting invitations, arrive on time, respéct the agenda;, and complete the

/
/
/

follow-up actions after the meeting. /N, T N\
y b . .
/ ’ / T~ //
Meeting protocol \ ~
If you are leading a meeting, consider the follawmg aspe}z’[s of l;he meetlng to conduct
the meeting successfully: <\ / / /
AN / / /
Q e Meeting participants ~ \\ \\// /
e Time of the meeting / \\ \\\
e Location of the rneetmg \\ \\\ ///
e Notifying the partlélpants \\ \\\ N
e Seating arrangetpents \\\ \\\/>
e Visual aids \\\ /
o Preparlng an agenda\ \ -
° Taklng mlnutes
Meetlng partlclpants )

A mecxtlng lexfder should 1nv1te partlcxpants who can contribute to or gain something
from'a me;z’tmga ‘or-who are creative and innovative thinkers. Also consider inviting
1nd1v1duais whose J&)S will be affected by a meeting. Meeting leaders can structure the
/meetlngby /detem‘nmng th should attend it. This will help to address the participants’
< spe01ﬁc needs,/antlclpate paﬁ1c1pants questions, and reduce participants’ concerns
abqut a subj eét / /

//” o ‘*\yhen preparing for a meetlng, the leader should learn the following characteristics
/ about the partlclpants
/ N ,“ o AttltudeSﬁbout and experience with the subject
/ / ) L 77( . . . .
/ { / . Comm;/fment to improving the situation
/ /
< e Department roles
\\ <
B N e Ab111ty to contribute to discussions
// \\ \\\ e Personal or job-related goals
p - Y
/ — \\
/ e N\
/ / \
/ / { /
p \\\// /
/
N {
\\\ h AN
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Time of the meeting
/ \

When choosing the time to hold a meeting, consider the availability of those who need
to attend. Arranging a meeting around participants’ schedules might be cornphcated but

it ensures that the majority of participants can attend. To determine the most- convenrent \
time for everyone to attend a meeting, conduct a quick survey and choose a time that

accommodates the majority of the participants. g\ \

A helpful guideline when choosing a meeting time is to avoid Monday momlngs and
Friday afternoons because people might find it difficult to concentrate on the\toprc at
hand. Also try to avoid scheduling meetings on the eve of hohdays and be : sensitive to
religious holidays. A N

Offer participants a way to RSVP for the meeting, whether by telephone e- -mail, or /
face-to-face communication. If participants confirm therr 1ntent10n to attend a meeting,”
you’ll be able to prepare adequate accommodatlons / /

Location of the meeting

Choose a location that’s convenient for the majority ofpaﬂrcrpants They will be more
likely to attend if the meeting is within a reasonable d1stance Ensure that the location is
available and adequate for the number of people attendlng There should e sufficient
lighting, seating, and ventilation to rna](e everyone comfortable

A few minutes before the meeting, check the roon- and make sure it’s clean and
organized. This will help prevent any. embarrassmg 1aSt-m1nute oomphcatlons

\
N\

Notifying the part1c1pants ) \
You can notify the partlcrpants of a meetrng face- to face, or use memos, e-mail, or a
telephone call. As soon as you determine a meeting’s time and location, inform
participants so they can adequately prepare for the meetlng You also need to provide

adequate lead- tlrne for thcse who need to- make trayel arrangements to attend.

When notifying partlcrpants ofa ‘meeting, you should tell them who would attend and
provide them, with a/copy ‘of the meeting’s agenda. If the meetlng involves people who
are not acqﬁalnted prowde a/ roster that includes each person’s title and department. If
there is someone from outsrde your company, include the name of his or her
organization. If partlclpants need d1reet10ns to the meeting, or if they need specific
preparatlon rnaterials prov1de thls mformatlon when you notify them of the meeting.

Seatlng arrangements

Seatlng arrangements are deterrmned by the size and type of meeting. Classroom-style

conﬁguratrons are used onfy in “feed-forward” gatherings, where information is being
§ presented not discussed. It will encourage interaction and a sense of team unity if you
\\seat partlclpants so that they are facing one another, such as around a circular table. If
you.. are plannlng a large meeting in which many participants have not previously met,
/ ‘xyou can provrde badges or nametags to help people get acquainted.

Ass1gned seatmg arrangements can be helpful if participants who frequently disagree or
/ /cause other distractions are in attendance. When you plan a seating arrangement, keep
/' in mind that seating individuals across from one another encourages discussion. If
< certain participants attending the meeting are inclined to argue, avoid seating them
dlrectly across from one another.
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Visual aids A
/ AN

The need for visual aids depends on the nature of the meeting, the nurnber of
participants, the type of information discussed, and your personal preﬁerence Vlsual
aids can: \ \

e Clarify presentations. Topics discussed during meet{ngs can be to\a\detalled or
confusing without the aid of clarifying images. Vlsuql aids will help you clarlfy
complex presentations and help you illustrate pomts for partlolpants who mlght )
be unfamiliar with the topic. / ~_ \ AN ~ /

~ \ - /
e Reinforce your message. Visual aids can help reinforce Sp&mﬁc parts of your
message. The ability to convey a message to paftlclpants and have them retain
that information is essential to a successful meetlng Many people retaAn
information best when you present 1t ’both Verbahy and VlsualLy g

Preparing an agenda / VRSN

L/ /S
Agendas should cover every topic yoﬁ need to dlscuss ina meetlng /Allow your agenda
to accommodate unexpected dlscusswn When you create an agenda try to:

.

e Prioritize topics so you ﬂan dlSQLISS the 1mportant 1tems ﬁrst
* Designate the amount ef time allotted for cﬁscussmg each topic.

e Specify whether partlclpanfs are to galn or share mformatlon make a decision,
or reach approvz(l for a change AN
e Limit the length af the meetmg g
You might want to ask partlelpants to help create the agenda before the meeting. When
participants he}p form the outhne for dlscusswn they are more likely to contribute to
the success of the meeting.

Distribute” agendas a few days before a rneetmg to gain feedback from participants about
the tOplCS If p0551ble ask for feedback before the meeting to allow time to make any
nece/S/sary chang,es

Wﬁen cgndl}ctmg mformal meetings, you might not have time to create an agenda. In
”ths 51tuat10n take a conple ‘of minutes at the outset of the meeting to outline the
meetlng s ob] eetlve Wlth thepart1c1pants

Takmg mmutes g

/ Minutes pmv1de meetmg participants with a clear and accurate transcription of a
. meeting’s dlscusswn They help remind participants of the topics covered, the
) ) conclusions reached and the decisions made during a meeting. Minutes might also
./ includea task/as51gnment list so that everyone has a clear outline of any actions they
- ﬂeed,,tgﬂf@k/e/.

. \Appoint someone who can easily identify and record the main points of the meeting.
/ NN The “person taking minutes is also responsible for recording the discussions objectively

\ to create an unbiased report of the meeting’s topics. Ask someone who is not
pﬁrtlmpatmg in the meeting to record the minutes. Recording and participating at the
o/ same time is often too much for one person to handle effectively.
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Do it! C-1: Understanding meeting protocol

Exercises \

1 You are the director of strategic marketing at Icon International. You have .
recently learned that Icon executives want to increase the budget for/a few
departments. You want a budget increase for your department also: \You decide to \
hold a meeting with your employees to discuss the issue. \. AR

How will you determine a proper time for the meeting? = \‘\ \\
~ N\

Conduct a quick survey and choose a time that accommodat/es the majonty of partlclpants

~

You need to have a meeting with Icon’s chief ﬁnalzrmal off icerto plaln why\yoy

want an increase in your department’s budget. You hayé to prepar an a&enda for
the meeting. What actions should you take to prepare an agendg7/ / \)

/
A Prioritize the topics, so that important 1teﬁ1s are dlscussed ﬁrs): //
B Limit the amount of discussion peymltteg for pbtentlally controverswl topics.

C Specify whether participants are Qharlng fact&kmaklﬂ&demsm}{s or reaching
approval. / \\ \\ \\v/

“ .
Limit the length of the meémg N N

. >
Designate the amount of tlme allotted for dlscus§1ng each topic.

™ m O

Solicit feedback oh the order of toplcs to be d1scussed
G Ask whether partlmpants want a facﬂltat()r present

2 Select the 1temS/ybu should prov1de to rneetm% partlclpants before the meeting

/ /
begins. / / ~_/

A A copy of thé ageﬁda N
/
B A/ list of the a}/fendees // N
C Aprmted Vers1oz/ of aIyy V1sua7( aids you’ll use
D Mate\rlals to help them prepare
/ E A &)py of amkotes yoﬁ have made about the meeting

/ ):' N D1rect1ons to the meétlng

\Héw do visual aids yﬁlprove meetings?
o Cla(lfy presentaﬁons

AN
S AN N
y N N \o Remfofcquormatlon

N
AN //
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4 In the following scenario, Alec and Robin are sitting in a conference room. Robin
is shuffling through some papers.

Alec: What are you looking for, Robin?

Robin: The minutes from last week’s meeting. Oh, here they are. | couldn’t
remember what date we’d chosen for the district conference.

S O
Alec: The third of November, right? / \\ \
Robin: Yes, that’s right. I need to book a lp@tlon for it before the end ofthe
month.

She wanted the date of the district conference to book a location for it}he minutes served

as a helpful reminder of decisions that ] t the conference.
///
Professional conduct in meetmgs
Explanation Even when you aren’t 1ead1ng a. meetlng, you st111 have important responsibilities to

fulfill to practice proper busmess ethuette These mclude
Q o Respond to meetlng 1nv1tatlons N/
. Prepare ‘for the- meetmg \
. Arrwe on time.
. Respect the agenda.
f////////PartwrpaLe in meetlngs

e Avord dlstractrng actions.

< Complete follow—up actlons

Respondlng to meetlng mvntatlons

As soon as you recelve a meetlng invitation, check your schedule to determine if you
can attend; and respond to the meeting leader. If you cannot attend, be sure to follow up
w1th the meeﬁng leader or ask another participant to take notes for you.

Preparing fo/r/a meeting

Ve After you réceive the agenda, examine it to determine if there are any tasks you need to

\Qomplete. If you didn’t receive an agenda with the invitation, ask the leader if you’ll

y I ne\ed\to prepare. When doing so, be polite and phrase the question as though you were
N\ ) not/eiipecting an agenda. Otherwise, the meeting leader might interpret your inquiry as

o~ \\gn/édmonishment for not having sent you a copy of the agenda.
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Arriving on time aN
/ \

You should arrive on time to meetings to show respect for other participants. When you\

arrive late, you give the impression that the meeting is not important to you. \\ AN

Arriving early can also be a problem. If you arrive too early, you might distract the \ N\
meeting leaders while they are making last minute preparations. If the meetlng is in-~ ~~\\ N\
house, find something else to do until the scheduled meeting time. If themeetlng is at \
another location, tell the receptionist that you do not want to 1nterrupt any preparauons )
that might be taking place in the meeting room. / o\ \\ ~_ /
<\ .

If you know in advance that you’ll be late to a meeting, inform the meeting org%mzers \.

when you reply to the invitation. If you are unexpectedly ru17(n1ng late, call ahead to \
inform the meeting leaders. They can save you a seat near the doOr s0 you can enter /

without disturbing others. / \ ~_ /

~/

If you’re running late and have no way to notify the rneetlng leazfer or any pzm;lmpants
arrive as quickly as you can. When you reach the meetmg room, don t rush in >
unprepared. Before entering the room, have a pen and | paper ready 1 to go/,/ SO tha/f you
don’t cause any extra distraction by shufﬂlng/through your notebooks or brlefcase

When you enter, do so quietly and take an efnpty Seat near\the door.

Be sure not to speak until you have referred to the agenda and 11§tened 6 understand
what is happening in the discussion. You’ll aany others an@L embarrass yourself if you
enter a meeting late and proceed to ask questlons ahout topics that have already been

addressed. \\ b

Excluding emergencies, you are obhgated to remaln at the rneetlng until it’s over. It’s
acceptable to leave a meetlng early if youhave n@tlﬁed the meeting leader ahead of
time that you need to 1eave early. You can also leave ahead of time if a meeting is

running past its scheduléd end time. ™

If you need to leave /éarlyOr exactly at-the scheduled end time, sit near the door so you
can leave quietly. When/you Jeave the meeting; don’t make a lot of noise when you
gather your notes and 6thev 1ten1§ If you need to leave early because a meeting is
running longer thanexpected you sheuld pass a note to the leader explaining that you
have another commdtment and then 1eave quietly.

\
)

Respectlng the agenda \\/ //
Wbﬂe you are partleipatlng ina nleetlng, respect the agenda. It was created to help
a,ecomphsh specific goals and make the best use of everyone’s time. Respecting a
/meeymgagenda‘ involves providing input relevant to each topic when it is discussed, and
/ not'skipping ahead to toplcs that are slated for later. Don’t monopolize all the allotted

/ time todiscuss a specific topic.
\\\ //
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Participating in meetings aN
/ AN

Typically, people are invited to meetings with an assumption that thﬁy have somethmg
to contribute. When you have an idea or someone asks for your opmmn shareqt If you
are confused and need clarification, ask for it. o \ \

/
/

If you are new to an organization or in a subordinate pos1t1o;71, avo1d speak\ng ﬁrst \
Listen to those with more experience before offering your opinion or comments. If yoﬁ\
are unfamiliar with the subject of discussion, remain silent. Use the opportumty to leam
from those who have expertise. When you’re unfam1har with the\subj eét\, it’s better ;o
listen than to demonstrate your ignorance. l ~, N\

) /N \\ ~_ - \\
Avoid distracting actions / > ™~ \

Business etiquette calls for certain actions to be avo1ded%\elp ensure\the Success of
the meeting. Most importantly, make sure’ you (}on t /mterrupt the meetmg Before you
enter a meeting, turn off your watch alarm set&yout page; or moblle Qhones to their

silent setting, or turn them off. < / / /

Do your best not to cause a d1stra;euon when someone else has the floor. Although it can
be difficult to control the urge to Vo1ce\d1sagreEInent don’t s1gh shake your head, or
mutter derogatory comments. <lnstead make a noteof your ob] ection so that you don’t
forget your point, and Wa1t for aﬁapproprlateﬂme to speak

Keep in mind that the more semorlty and expert1se\you have, the more you can say,
disagree.” You should exerc1se dlplomacyby phrasmg ideas as recommendations, not
mandates or orders. Fmally regardless of how bo;ed you might feel, don’t permit your
boredom to show. Don’t doodle or play with your papers, pencils, or paper clips. Don’t
stare blankly mto space, ehat w1th a ne1ghbor or doze off.

~\

Completmg follow-up actions

After a/meetuig, complete any-tasks you were assigned or volunteered for. Your ability
to fu,l‘ﬁll responsrblhtles after a meeting is just as important as your conduct during a
me/etmg If you don t complete your tasks, you reduce the productiveness of the
meetmg / / \\

You might also” want to prquare a memo that conveys the highlights of the information
yOu acquired. \You, ‘can send this memo to your supervisors if they were not in
T \attenda{lce This action, is frequently proper for off-site meetings. It’s also proper
/ n%et1ng protocol to Wr1te a thank-you note to the organizer of a large meeting that
B entaﬂed extensive plannmg and preparation. Consider sending short notes to fellow
ya /) participants, sucli as potential clients or vendors, with whom you would like to stay in

/ contact. /
Y, / /
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Do it! C-2: Conducting yourself properly in meetings
Exercises { \\\\
1 Select the responsibilities you should fulfill before attending a meetihg: ~__ \\\ \
A Respond to the meeting invitation. / ™~
B Complete any tasks that will help you be an informed partlclpa\nt\ X~
C Provide the meeting leader with your evaluation of the agenda\ _ \ \\\
D Examine the agenda to determine what tasks you can cOmplete to pre})are for \.
the meeting. / > ~_

™

Think of ways to challenge co-workers’ positipﬁs on/che meeting’s \t(\)pic‘\ .
Ask the leader what you can do to prepare./ // / g N
/ <\\ // / / \\
2 In the following scenario, Francesco Carter ahd Jennifer Adams employees at
Icon International, are discussing a meeting they\had attended. earher that day to

which their co-worker Michael Amos Was Tate \\

~/

Francesco: How’s your afternoon? \\ AN N
Jennifer: Well, it’s pretty good Although I ‘m. st111 frustrated about the project
meeting this morning. \

\ AN /
\ \ N
\ .
\\ \ \ /

Francesco: Oh, really" I was happy W1th What we accomphshed after Michael got
there. / \ \

y ~—
/ \
/ < N

Jennifer: That’ s/exactly it—after Mlchael got there I think Michael has a lot to
contribute to tb/e projﬁct but it’s so frustratmg when he shows up late to meetings.
Francesco* Yeah I kyxow\yhat you mean. I had a lot of other work to accomplish
this mommg LWou,ld have hkedto use the 15 minutes we spent waiting on
Mlchael to acc\amphsh gome cher tasks

Jenmfer It _]U.St makes me Wondér whether he cares about this project.

/ What 1m}3ress1oﬂd1d Mlchael’s tardiness create in his co-worker’s mind?

/
l/

/It ga\/e the i lmpressmn thaMe didn’t respect other people’s time and that the meeting was
\ot  important. /

3 Watcfh\the ‘movie and then answer the following:

N
\\

Q Click the picture in \

the slide to play the . N )
movie. N\ “What professional conduct did the lady follow?
. ‘1 Com;;iétin@ follow-up actions. She got the estimates for the annual report from the printing

J companies.
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Unit summary: Communicating in the wquplace

\ \

Topic A In this unit, you learned guidelines for introducing people. You learned that
introductions create the relationships that help a business run smoothly You also
learned actions to take when you are being introduced. You learned that shakmg \
hands, standing, smiling, making eye contact, and greetln\g the other person \\;
conveys a positive message about you. You also learned how to handie Jincorrect /
introductions. Then you learned how to properly mtroduce yohrself \ ‘

~\

Topic B Next, you learned guidelines to help you become, a good conversatlonahst You
learned that being a good listener is essential in/ busmess conversations. You also
learned how to choose appropriate topics for conversatlon which could 1nc1ude
sporting events, current events, and best- selhng baoks You also learned the importance
of being tactful and respecting ethnical; cultural and gender differences. Then you
learned how to handle conversatlonal faux pasby dealmg wlth the situation light-
heartedly. N / /

Topic C Finally, you learned how to follow meetlng protocol Yﬂu learned to consider the
participants, the meeting time, and the. locatlon in advance, _You also learned about
professional conduct in meetlngs Even if you aren’ t 1ead1ng the meeting, you need to
respond to meeting 1nv1tat10ns and arrlve on. tlme

Review questlons \ o
1 Select the characterlstlcs of a proper handshake
A The handshake lasts abeut three seconds

B The handshake ends Just after the Jintroduction.
c Palrns should be perpenchcular to the ground.
D The grlp shonld be hghter when shaking a woman’s hand.

g 2 Llst\tWo Ways you can overcorne conversational faux pas.

1 Stay and dea} Wwith the SItuat/on
/ ' \ 2 Steer the conversat/on to another topic.

3 | Select the characterlstlcs a meeting leader should know about participants.

/‘ /)rAttltudes about and experience with the subject
/ B,,,,,Qgtnmltment to improving the situation

. C Current workload and level of stress

\ o

/D Department roles

\

Ability to contribute to discussions
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4 How will you prepare an agenda for informal meetings if you don’t have time t
create one?

Take a couple of minutes at the outset of the meeting to outline the meeting’s objective
participants.

5 Why should you seat participants around a circular table?

It encourages interaction and a sense of team unity.

N
6 What is the follow up action that you can take if your super?&ér w\as\ngt resent.at
a meeting? . -

Send a memo to the supervisor that conveys the highlights and j 4 ioﬁ?a?:qu(rgd at the
meeting.
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Unit 4
Etiquette in communication

Unit tlm 0 mmuiés \\

Compl;t/j?yumt andyou 11 know%ow to:

escr et %e courtesy and apply it
/ whilé usi sing te pho e, Vb;ce mail, and

speakerphones. /
N\
B\Comjx)se profes% mail messages by
\MQIS %\; ubject lines and
/ messages, and using professional e-mail
¢ \\ \Slgna%a%

\ .
AN . C FOWper writing guidelines to
\ _ communicate written information clearly
/ \\\"*\,x \\\ \\\ and efﬁciently,
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4-2 Business Etiquette

Topic A:

Explanation

Telephone courtesy

Proper courtesy is critical when you speak on the telephone. Every interaction you have \\\
with people communicates a message about you. Being helpful and polrte o callers \ .
demonstrates your professionalism and positive attitude. It improves your relatronshrps N L
with customers, co-workers, and supervisors. You can become a positive part of the
work environment by projecting the right image and establishing a rapport\zvlth your g
contacts. / \ N\

Communicating effectively over the phone N
When communicating with people on the telephone, the followrng gmdehnes can help ’
you make a good impression on your callers: / J
o Create a positive image. \/\/\
e Establish a rapport. <
e Make a good impression. AN
e Return calls. /

o Transfer calls.
Create a positive image . . N
Factors that affect the image you pI‘O_] ect on the telephone rnclude

¢ C(lear diction, proper volume, and approprlate speed Your words must be
clear, distinct, and Spoken atan approprlate volume and speed. Enunciating your
words clearly is more efficient and sOunds more professional than repeating
yourself for the caller.

e Posture. ALthough the partles can’t see eao’h other sitting upright tends to make
most people speai< more businesslike and professronal If you slouch in your
chair, y()u are/rnore lrkely to proj ject a careless attitude.

. Eatmg, drlnkmg, and chewing ‘gum. These activities are rude and usually
oerous to the other party They convey an unprofessional impression of you
and your cornpany\ g /

Est{lbllshlng\a rappert

To establish a rapport budd on’ What you have in common with a caller. Three ways you

can, burld a rapport with-a. caller are:

\\\/Use the caller’s name Occasionally use the caller’s name during a
corwersatronr,lhrs personalizes the call and increases the caller’s confidence in
: your desire to help.
* Find common ground. You’re more likely to build a rapport when you can find
\eo\mmorr/ground with a caller. These small connections demonstrate that you are
working toward mutual goals.

e Match the caller’s speaking rate. This is a subtle way to gain and focus the
caller’s attention. A person who speaks slowly tends to be suspicious of a person
who speaks quickly. Conversely, a person who speaks slowly can frustrate
callers who speak quickly.
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Etiquette in communication 4-3

Making a good impression
/ AN

There are many ways you can make a good impression on your caller For example
e Answer promptly. Try to answer all calls by the third ring. If‘xou re unable to
answer the telephone in this amount of time, consider making a Bmef apofegy
after your initial greeting. Sometimes a caller will hear more rings. fhan you do.

e Use the appropriate identification. Answer all calls. with the approprlate \
identification. If the only calls you receive are from w1*sh1n the ¢ ‘company, you
need to identify your department and yourself: 1t yowrecelve calls from
customers, vendors, or other outside partles make sure ybuldentlﬁz the
company, department, and yourself. N \

o Use positive language. In general, pOSlthe WOI‘dS and messages are easy to
understand and convey a strong image. They 1mpIy action and results and 1nst111
confidence in the other party. A phrase such as, “She s away from her desk,”
stronger than the negative, “She s not here 4 g /

e Be helpful. When you take caHs for someone Who i3/ not avallable offer the
callers alternatives such a&holdmg*, leaving a message or/ calhng back. Both the
callers and the 1nd1v1duals they . are trymg to reach w111 benefit when you are
helpful, and the caller{ W111 appremate your concern.

Returning calls \
Follow these guldehnes\when returnmg ealls

e Tell the screener you are returnlng a. call When you return a call and reach
someone who is screemng calls tell the individual that your call is in response to
a call made toyou. Proyldmg this information permits the screener to spend less
time determmmg whether you have a legitimate need to be connected.

. Express regret or appreciation. If you are returning a call you were unable to
take pfev1ous1y, briefly express your regret. In the same way, when the
ree;plents -of the call are people you have repeatedly attempted to reach, you
’ leould/express appre01at10n that they took your call.

/e Avo{d purtmg a caller on hold. Avoid putting callers on hold because it can
send a message that Ihe call is not important. If you need to locate a person for
callersor look up information, ask for permission before placing them on hold.
— \\\Walt for the caller s response before you put them on hold. Saying “Please hold”

y / N\ and 1mmed1ate1y putting the callers on hold does not make a good impression.
/ ‘ After- taking ‘the callers off hold, be sure to thank them for their patience. If you
R | must leave a caller on hold for more than 30 seconds, check back frequently to
g / ~ reassure the caller that you haven’t forgotten about the call.

4 T’fﬁ'n'sferriﬁg calls

Be. cautious when transferring calls. Shuffling callers from one department to another

// \ mlght give them the impression that your company is disorganized. If you must transfer
S “ ca/llerS, always ask whether they mind being handed over to someone else, and then
S ‘explain why you are transferring them and to whom.
g / Make sure there is someone to speak with the callers before you make the transfer.
<” Transferring the callers to someone who is not available can cause frustration. If the

other person is not available to receive a call, ask the caller if he or she would like to be
transferred to the recipient’s voice mail.
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4-4 Business Etiquette

Do it! A-1: Applying telephone courtesy \
Exercises \
1 Jeremy is a sales representative at Icon International. Throughout the ay, he \
receives phone calls from clients, partners, and other employees at
International. He must apply the correct communication etiquette tgensure proper i .
handling of these calls. N\ N
S N
Jeremy receives a call from Mike who works for Eastern Ig((stries.\SeQG{the \\\
statement that he can use for answering the call. N\ ~ b \

A Good morning. Icon Sales department, Jeremy ?)/eaki

B Hello. You’ve reached the sales department. How c

yép\?u? \\\\\//
C Good morning. This is Jeremy. What can/I/do for y(y / VN
D Good morning. How can [ help you? \ \ 4 /

Icon has sent a shipment of the operating system’s upgrade to Eastern Industries

possible. A
AN
Review the statements and selgct the proper r?:&;glse that Jeremy could have
used. AN \
A I can probably get you another 1nV01ce in the \I\Ycan’t send it until the end
of the day, thoug/h/ AN \

\
\ \

Barring any ceytéstrophe we shouldg t haVQ any problems sending those.

c Wwe'll sWer copy-of the invoice 7\/ou I’ll have it in the mail by the
end of t day /
/

2 What is the purpose/@/fhng common ground with a caller?
A show tha}/you d thy@l have a lot in common
/
B Tomake the cal%@f like

/c Te\embx\trate that you’ré working toward mutual goals

/ / D To dIJsplay eﬁ‘s{cou;t

sy for the caller

\\\ /
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about the audit she did for Icon the previous month.

Which statement can you use to inform her that she is t
person?

A I’'m probably not the person you want to talk to. Do ou want me to transfer
you to someone in Accounting?

the Sales departmen by acc1dent.
, 0 avemrgeone call you, if you’d

B The operator must have connected you
I can transfer you, give you the numb
like.

C D'm afraid [ won’t be much help,this i . Th switchbo\a\r perator

D I’'m sorry. This is the Sales . 1 need to talk to someone in
Accounting.

Q Click the picture in

the slide to play the ) . ) ) )
movie. How did the sales representa : d without offending him?
Aﬁk St;’:e.”t volunteers to . He asked permission before pk\tting the ca ! He also thanked the caller for waiting.
share their experiences o
being put on hold.
/
/
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Explanation

Business Etiquette

Voice mail and speakerphone

\\

/ . \\
Voice mail deserves as much attention to courtesy as a phone conversation. This applies
to your outgoing greeting and the messages you leave on others’ voice ma1l You should \
also be courteous when you use speakerphones. s AN AN

Voice mail N L

Follow these guidelines to help ensure that you handle voice mail messages wrth \
appropriate courtesy: ~ N\ \

\

e Customize the greeting. Most voice mail systems permrt you to personalrze \
your mailbox greeting rather than use a generic, system generated message. A AN
personal greeting makes a better impression and encourages callers to\leave a /
message. / ~_/

~/

o Update the greeting frequently. Callers who' hear an updated greetrng feel
reassured that you’ll receive and respond to’ ‘their message 1n a t1mely marmer

e Tell callers how frequently you check mesSages If you re away from your
telephone frequently, your voice marlgreetmg should let callefs know about this.
It’s also important to reassure themthat you- check y&ur messages frequently.

o Give the caller alternatives. If appropnate your voice marl greetrng should
give callers an alternate number to, call if. they need 1mrned1ate attention.

You’ll likely find that you need to leave Vo1ce mail 1 messages frequently Only one-
fourth of all business calls reach the mtended individual on the first attempt. Follow
these guidelines to leave an effective Vorce mail message: h

e Plan your message. Plannmg whatyou want to say in a voice mail message
helps ensure that _you communicate all the necessary information. It’s vital that
you include your name, telephone number, and a specific message. Planning
ahead prevents yOu from rambling. Try not to leave a message that’s longer than
30 seconds, because it is often difficult for' some people to listen attentively to a
long, draWn out message

e Speak clear;fy It s 1mp0rtant that you clearly enunciate your message, because
people cannot ask you to repeat what you have said. Some voice mail systems
might also distort the qualrty of your voice.

. ,,Snggest a. callback time. Toe ‘énsure that your message is returned, specify by
ye what time you. need a response or let the individual know when you’ll be
ya ava1lable to take: the call: ‘To prevent a “phone tag” cycle from developing, use
S phrases such as, You ‘¢an reach me after 3:00 p.m. any day this week.”
// / ~
Speakerphone

- When several people need to participate in a call, or when you need your hands free to
TOQk through' paperwork, a speakerphone can be helpful. Some people prefer not to be

AN put on speakerphone so you should ask for permission before using this feature during a

call

,,When using a speakerphone, eliminate distracting background noises, and verify that

/ the caller can hear you clearly. Be aware of the clarity of your voice. You might need to

speak louder than usual to ensure that the other person can hear you.
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Etiquette in communication 4-7

Do it! A-2: Using voice mail and speakerphones AN
Exercises
Ask two volunteers to 1 You are a sales representative at Icon International. You called your manager to

share their answers. get information about an upcoming sales meeting. You hear a voice mail greeti

informing you that the manager is away at a convention, and promptiﬁg you to
leave a message. \

2 You would like to put a caller on speake

one fr\ebygur hands for searching
through paperwork. What steps should

u follow when ﬁ§ir1g£he speakerphone?
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4-8 Business Etiquette

Topic B: E-mail etiquette

, AN
Explanation You should use the same professionalism in your e-mail communications as you d(Nn N\
your conversations over the telephone or face-to-face. ~_ \ .

Professional e-mail communications N

-~
You can convey a positive message to the people with whom youwork by kéeprng N\
these guidelines of e-mail etiquette in mind: 4 \ \

; e Respond to e-mail messages. SN T \
o Write effective subject lines. ~
e Use a professional e-mail signature.

Responding to e-mail messages 4 )
Respond to e-mail messages as soon as you can. If you recelve 1rnportant meséages that
you don’t have time to deal with 1mmed1ate1y, 01*1f itis arequest that will take some
time to respond to, send back a brief message lettlng the sender know that you received

the message and that you’ll respond soon. AN

Writing effective subject lines

Subject lines are valuable for sortlng and categorlzmg e—mall messages Many people
use the subject line to scan for 1mportant e-mail \messages that they want to respond to
first. As a result, you should always wrlte\a spe01ﬁc subject line to inform the readers of
what your message is abQut and what they need to do A precise subject line
immediately informs the reader of your expectatlons \You should limit your subject
lines to 10 words beoause longer subJect lines usually cannot be displayed fully.

The subject line can als(Y 1ndrcate the urgency or- Tength of a message. For example, you
could write ¢ urgent resporrse requested” if you need immediate feedback, or you could
write “FYI” 1f the message is Just information that does not require any action. If your
message is long, wrﬁe(long) ‘at the end of your subject line. This tells the readers that
they mlght heed to return to it later ’

Us19g a professmhal e- mall srgnatﬁre

E- ‘mail 51gnatur‘es are a few lines’ of text that you can add to the end of your e-mail
/messages Your signature C}early identifies who you are and how people can contact
/ you. Most e-mail programs-allow you to create a signature file ahead of time and

automatically attach it to, the end of your messages. You can even create several

srgnatures/for different purposes.

— Make sure your s1gnatures are professional. They serve as your business card in e-mail

/ form: Limit your “signatures to four or five lines and include only the necessary
S 1nformatron such as your name, title, telephone number, and street address. It is a good
1dea to include your e-mail address in case someone has difficulty replying to your
{ /)
/message.
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Do it!

Ask two or three students
to give reasons why the
chosen subject line is
most effective.

Ask students to create
their own professional
e-mail signatures.

Etiquette in communication 4-9

Using subject lines and e-mail signatures

Exercises

1 You are a sales representative for Icon International. You

message to the members of the executive board to postpone an“‘ﬁp‘\ce ning sale
meeting. \ h

What is an effective subject line for your e- m:?z(e%sagek\ \\\\
ng

postpone}ﬁ&nt an\cl\r\easons for
I N\

B Informing you of a postponement and the etalls behmd\why su%
postponement is necessary .

A Request to the executive board, for a me
such

~

AN

C Request for postponement of sales meeti f\

Review the following e-mail signatures. Which among'them i
e-mail signature? Provide a reason.
AN

Nathan Iverson \\Tf;;s is a professional e-mail signature. It contains
N\ only essential information.
Project Manager \\ N J\

a professional

N\

1300 W. Central
(555) 555/5555 \\
nlverso/ @1con com T\ \

/ E-mail signatures should contain only essential
information.
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4-10  Business Etiquette

Nathan Iverson E-mail signatures should be limited to four
lines.

Icon International

1300 W. Central

Work (555) 555-5555

Fax (555) 555-3333

Mobile (555) 555-4444

niverson@icon.com

Nathan Iverson E-mail sig
information.

Icon International

Work (555) 555-5555

niverson@icon.com

Never confuse motion with action.

Benjamin Franklin
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Etiquette in communication ~ 4-11

The body of e-mail messages /\
Explanation Pay attention to the body of your e-mail messages, in addition to the\subJ ect\lrne and
signature. Consider the following guidelines when writing an e-mail ﬁmssage N\
Q e Make e-mail messages easy to read. / T~ \\ \\
e Provide a context. /\ o N\
e Review messages. / N~ \
N \
e Respond later. SN\ N\
f/ ™~ k \\
Making e-mail messages easy to read ™~ \
Sy TN N
To make your e-mail messages easy to read: T /

¢ Limit the line length. You should hmlt each lme to- 60-70 characters Use a
carriage return at the end of eac}phne because ‘the dlsplayﬂof e-mail messages
can vary. Keeping your lines short prevénts your/e- -mail message from wrapping
oddly on the recipient’s drsplay qnd prevents the last charac(ers in each line from
being cut off. N AN N

e Use appropriate fontsand punctuatlon Use a font that is easy to read and
make sure your punctlftatlon is correot Words wrltten in capital letters are
perceived as shoutmg, ) use them sparrngly Alth()ugh you might use bold,
italicized, or underhned text, ‘some mail systems don’t support these text
formats. For systems that don’t support text formattlng, you can indicate
emphasis by surroundmg aword in asterrsks

* Address only one sub]ect By focusrng ¢-mail messages on one subject, you
help your readers to respond qulckly and easily. If you must address more than
one toprc leave a space. between the different subject areas.

e Limit the length of the message 'Your e-mail messages shouldn’t exceed the
/fengtlyof one screen;-because réaders are less likely to read long messages

1mn)red1ately If your messagé must extend beyond one page, organize it so the
most 1mportant 1nformat10n comes first.

/ /
/
/ /

Prov1d1hg a context

If “you reply to or fdrward/a message, provide a context for the message you send. For
example when you reply to a message, include the original as part of your e-mail.
/ Otherwmex the recrplent might not understand your response.

— If }tou reply orrly t6a specific question, you can add the other person’s question in your
/ ) e-mail and encl/ose it in angle marks, such as <<When will my order arrive?>> When
/' you forward information, readers of your message need to see the original

> - communication so that they can understand the context of your e-mail message.

I \Y\ou should include only as much information or as many previous e-mail messages as
/// \\\ neoéssary. People don’t read forwarded e-mails that become too drawn out. To avoid
/ including too much information, summarize the other messages and then make your
2N - comments.
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Reviewing messages

After you send an e-mail message, you cannot retrieve it. Consequently, you must be
sure that your message represents you and your company in a positive manner.
should always review your messages to ensure that they don’t contain spellin
grammatical errors. Such errors can damage your credibility.

You should also check to see if any content could be misinterpreted. E-mail messages )
are often misinterpreted because e-mail carries no nonverbal cues. For example, ﬁi{mar\
or sarcasm can be difficult to interpret. ~_ \ N //
\\ ~\ N\
Responding later o A\

N\
If you receive an e-mail message that makes you angry, 1t best 0 respondat a later >
time. If you reply immediately, you might send an offemlve ssa ore you reali
what you’ve done. After the message is sent, the dan}a{ge rm ﬁ/r\‘e:}rable Allow
some time to calm down before you respond.
Attacking an e-mail message is commonly called We Altho % )mng ]
might make you feel better for a few minutes, you risk damaging your relati
the recipient. If you receive a flame messa frorﬁ&meonéxdeal with the gituation in a
professional manner.




Etiquette in communication  4-13

Do it! B-2: Composing the body of e-mail messages

\\

Exercises

1 You need to send an e-mail message to the members of the executive board to
postpone an upcoming sales meeting. What should be the ideal ‘I\e“ngt\of your

message? \
Less than a page g \\ \ /
~ \ ~__/
Ask two or three students Select the statement that can be used as an n)t{bductlon to yo% e- maﬂ\message
to give reasons why the YA
chosen statement is the A Dear members of the board, the following mail 1 rﬁessage is a reque}st for a
most effective one. postponement of the upcoming sa}e/s meeting. % ™~ W,

B Dear members, please read this {eque foya/ meeting p stponement and
reasons for such. I’m also attaching é;rejport yyt(’ 1l r}eﬁfog sales meetings

beginning next quarter. \ Vs
C To the members of the executive board, I ne%\&é i
postponement and th detaﬂ‘s\behind\vhy such a postponement is necessary.

D  Dear members, I need to reques%ostpohe&zz} 0 a meeting. In the
following message 1 wil

/a/  will detail why it’s necessary. I’'m also including some
suggestions f@r imprdying p?&dgtivity inthe workplace.

\ \

\

2 Which of these are gmdehnes for mak1We-mail messages easy to read?

A Limit /the line length \
B U;é capltal letters fer N;nporta\nt information.

approprlate fonts and I;u/b/tuatlon.
Group ultiple tOplCS close together to keep reader interested.

E /Ad;ifress only one topic.
N
3 If ybu/rec ive a 1/ gatl\@ attackmg e-mail message (a flame), you should
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Topic C:

Explanation

Writing guidelines

Written correspondence is a critical form of business communication. It’s 1mp0rtan“s for \\
you to follow proper writing guidelines so you can communicate 1nformat10n clearly AN L
and efficiently. One of the most common forms of written commumcatldn is the ™\ \
business letter. You’ll also have to write memos and send informal letters. during | the N
course of your work. O\ o~ ’

/ \
/ ~ \ L

Whether you’re handling formal or informal correspondence, avmd spelhng Enxl \\\
grammatical errors because they can damage your credlblhty and the percelved smcerlty\
of the message. Such errors can also convey to your reader that eTther youdon’tknow
the rules of grammar and punctuation, or you don’t thlnk the lettér is 1mportant /

To ensure that your letters and memos are well written; always edlt th before sendmg
the final draft. Sending error-free correspondence Wﬂl comfnumcate y()ur VAN

/ AN
professionalism and attention to detail. 4 N / /
N . </\ // //
A~ N\ /
. / . L . 9 /
Business letters VN
. . . /// \\\ \\\ ///
Include the following features in a business letter: AN /
. /«\ \\ N \\\ //
e Heading or letterhead /N . N V
/// \\\ \\\\ \\\
e Date AN N
\ \ AN /
e Inside address N
e Salutation N N\ )
/ \\\
e Body Y,
e Closing .
/A\\ //
e Signature bl/gz/ck Y — /
/ T /
/ / B

Heading or lettérhead //\\

>

This is placed along the/left rnargln Itincludes the organization’s name, full address,
and telephbne number. Many orgamzatloﬂs have letterhead stationery available that
already confams this mfor@atloﬂ /

\/ //

Da}e/ N \

The date should be placed two hnes below the heading. When writing dates, start with
/ the ﬁ:ill n\ame of the month. Then write the day in numerals followed by a comma and

/ addt\h year. 7

Ins1de address

The 1n51de address identifies the recipient and should be placed two lines below the
date Always address the readers with “Mr.” or “Ms.” and include the individual’s
posmon or. title’ after their name. If you don’t know to whom you are sending the letter,
address it to the relevant department or a specific position within that department.
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Salutation A
/ \

This should be placed two lines below the inside address. It includes’ the recipient’s

name followed by a colon. You should address the recipient just as }Mu would in

person. If you don’t know the reader’s name, the proper salutat;on is TQ whom it r may

concern:’ / <\

4 N \

¢ N

Body \\ \e‘ \,

The body contains your message and begins two hnesﬁamthesalutat\@n Most letters

are single spaced with a double space between each/paragraphTor clarity.\
// \\\ h ~_ R \:\
Closing / > ~__ >
Put your closing line two lines below the bo(fy deltlcm 1osmgs include “Slncerely
and “Cordially.” They should reflect your/relatlpnshrp Wrth he reader

p / <\\\ // ) / // \\>
Signature block <\ 4 / /
This contains your signature and | your typed name. Leave three blank lines below the
closing before typing your name A&?Lyour signature in that space If you include your
company’s name in the s1gnature block, make suﬁe\that it’s m ‘capital letters.

\ AN AN
/ A \ \\ \\ \ /
/

Special components of a busmess Ietter

Occasionally, you’ll need some spemal componentﬁr in a business letter, including:

\ Y
; e Attention lines \\ v
e Subjectlines

e Second-page heading
. Rét\erence initials
o/ Post;;érlpts '

/
/ / N
>

Azttentwn lmes VAN
{ / /N
Use theserhen L you know orﬂy the last name of the recipient or when you want to direct
a letter toa tlke or department Place attention lines two lines below the inside address.
o Begm with “Attention:” followed by the name of the recipient.
d \ /
/ Subj ect lmes /
/ e '\\g‘ Use subject llne&to briefly indicate the subject of the message. Place the subject line at
/ \ / the top of the page or immediately before the salutation.

N C Secﬁiid=page heading
T AN When a letter is more than one page long, place a second-page heading at the top of the
/ N AN N . ..
/ \\ page; and include the full name of the person receiving the letter, the date, and the page
// . AN number You might also include the name of the recipient’s organization. When you use
Sl ) 4 second- -page heading, leave two blank lines between the heading and the body of the
/ . / /
/ N, / letter.
N /
. {
\\\ \\\\\
N /
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Reference initials
/ AN

Use reference initials when someone dictates a letter to a secretary or scribe. Reference \.
initials should appear along the left margin, two spaces below the signature block:. Place

the writer’s initials first and the typist’s second. Some examples of reference 1n1t1a13\ \
include: BCL/jdw, BCL:jdw, and BCL:JDW. . \\ N\
Postscripts \ AN )

N
Postscripts are usually afterthoughts, personal messages, or items that need further

emphasis. Place them at the end of the letter. You can show postscrlpts with the 1n1t1als
PS:, PS, or P.S. However, postscripts can communicate that & 1etterwas poorly planned

~ N
- >

Do it! C-1: Formatting a business letter
Exercises /

1 Place the features of a business letter in the order they would @741 a letter.

Date

Inside address
Heading

Signature block . \ j \)

Closing / \Fody Of the letter
/ ~Closing \

Salutation
) ~—__ Signature block
Body ofthe)/e@ =108 /

2 Which of the fgﬂow'ljy,‘e;t/lxdescribes the reference initials KDW/JMH.

A

/IC) KD\M and JMH wrote the letter together.
/ RN |

\ S \/
@ét is a/'potent:i?sfadvantage to writing postscripts?

Postscripts can-indicate that a letter was poorly planned.
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Memos AN

AN
Explanation A memorandum, or memo, is a short document sent within an organization to a specific
individual or group. Organize a memo according to its purpose. You can use the
following guidelines to format a memo properly: AN \

Q 1 Describe your objective briefly and up front. Avmd wastmg youl\readers N
time with a long explanation for the memo. \ \

2 State what should happen. Immediately inform the r&:1p1ent§§bout what needs
to be done. This eliminates any confusion or }ﬁlsconCeptﬁms aboltt your
intentions, and focuses the memo on an actlen N\ N\

3 Clearly state responsibilities. If you requestgctlorbfrom the remplents directly
state what they need to do. They will Jz;e bet‘yefr able to complete the 2}551gned task

when they clearly understand your instructions,” 4
/ A
/ / // / N
/ <SS VRN
Informal letters NS
- y Y

You’ll likely need to send informal letters\to co- Workers superwﬁors vendors, or
customers. The most common mforﬁml letter\sunclude thank y;y(l notes, notes of

sympathy, invitations, and congratulatoi‘y notes\\ /
AN /

Q An important guideline to ff)llow when sendlng informal Jetters is to send them at the
appropriate time. Thank you notes s}ﬁmld be sentwlthm 24 hours of the event or act.
Invitations should provrde sufﬁclent tlmefor peopleto make arrangements to attend an
event. Notes of congratulatlon or &ympathy Ehould/be sent soon after the events that
prompted either type of not& N/

When you wrtt’e informal busmess letters consider the purpose of the message and the
person receydmg it. Frequently, people ﬁnd it challenging to compose this type of
commum;za;uon “Keep in mind that the fact that you took the time to send a letter in the
first plaCe Wﬂjz be meaningful to the rez”lplent
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Do it! C-2: Writing memos and informal letters
/ AN
Exercises \
1 What are memos? a
/ N\
Short documents sent within an organization to a specific individual or gro((e
2 List three steps to format a memo. //\ . \\ N
~_ \ \
e Briefly describe your objective. [\ L \\
e State what should happen. //A\> ™~ \
o Clearly state responsibilities. // : // ~_ /
/ / /x ~.
/ /

// // / /N
3 You are the CEO of Icon International. You r}ze/d to inform mer/nf)ers/;{f ﬁie\
executive board that an upcoming meeting has been posﬁ)one/d/. Select the type of
AN // ) //

letter you would choose. N < y
/A\\ \\\ \\v/ ///
o /

A Business letter V2NN /

/ . N / g

AN N\ N\ /
B Informal letter RN N A //

VAN DY
C Memo /7 N\ N .
( \ AN N

4 Which of the following are vali\&\guidel\in\es for ;vﬁugg injé/lzmal letters?
A Consider the purpose of the rﬁéigsage.\\ e

Consider the pe}‘s/(/)n r‘é‘c‘éiving‘t‘h\é\{nesse\l\g\e\.

Send inVitaP‘Q;iS'at—least two day‘s\.":i\fiead of: }ime.

Send thank you/\ilotes within a week of ;}é event.
/ / ~_/

m O O W

/ / /" 0 2

Send letters at th/e/aﬁpr)oprlate time.
/ // /
i / / // /. DN .
Answers might vary. 5 You recently had to do Jzﬁsm@ s W\ltlg Icon’s Consumer Products and Services
You can bring some division. You were imf)ress/eﬁ by }l;ﬁa way they handled and fixed the problem with
samp/es of informal letters youI’ COIﬁpgter Com%()ie//é lette/]}/to thank them
from magazines or books x /
and discuss them in class. /I am extrémely pleased with the quality of service provided by your company. | sincerely
./ appreciate your pron?pt\resporfse. Your technical expert helped me meet my deadlines. | look

~ forward to dgﬁigq,g@ines\s\vﬁth you in the future.

/
/ 7
\ ya /

N

N
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Unit summary: Etiquette in communicatipii\

\ \
Topic A In this unit, you learned the importance of establishing a rapport, anckguldehnes to
follow when returning calls and transferring calls. You also’ learned Thow to apply

telephone courtesy while using voice mail and speakerphones with the goal of mahng

a good impression on your callers.
N\~ /

Topic B Next, you learned guidelines to compose professional emalls You learned to. wrlte
effective subject lines and use a professional e-mail'; s1gnature YQu als0\learned
guidelines for writing effective messages. You learned that you should make e-mail
messages easy to read, and review the messages before sendlng them. ‘>

Topic C Finally, you learned proper writing guldelmes to help you commumcate mformatlon
clearly and efficiently. You learned to edit'your Ietters before sending them. You also
learned standard features of a busmessletter, such as the/ headmg, date, inside
address, and body of the letter. Then2 you learned addltlona} features of business
letters, including attention lines, reference initials, and postscrlpts Finally, you also
learned guidelines for cornposmg cemmon informal letters, such as thank you notes,
notes of sympathy, 1nv1tat10ns and c(mgratulatory notes

Review questlons !
1 Select the actions ydu can take to bulld a rapport with callers.
A Use a caller’s name\ \ N
B Find common ground
C Speak more slowly than a caller\
D Match a caller’s speaking rate, g

AN

2 L1st two guldehnes you can follow to help create a courteous voice mail greeting.

Cus(omtze the greet/ng and glve the caller alternatives.

3 A premse\ {mmedlately informs the reader of your expectations.

PN sbb/ect line
// \\ /
4 How sh()uld you orgamze your e-mail if your message extends beyond one page?
/ h Pface the /mpon‘ant information at the beginning.

5Use when you know only the last name of the letter’s recipient or you
~~wantto direct a letter to a title or department.

P N ~_attention lines
/ AN
/ “‘ _ 6,/Why is it important to avoid spelling and grammatical errors in your
./ correspondence?
They can damage your credibility and the sincerity of the message. These errors can convey to

your reader that either you don’t know the rules of grammar and punctuation, or you don’t think
the letter is important.
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7 Select the business letter feature that should appear below the heading.
A Date

B Inside address
C Salutation

D Body

OL
9
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- - - - /A\\
Topic A: Attending business functions
< \\\
Explanation As an employee, you might be invited to attend business functions. These mlght 1nclude \\\
cocktail parties, banquets, tradeshows, conventions, sporting events, or cultural \\ .
performances. You might also be asked to visit clubs as part of conductmg busmess N L
AN
You have to understand proper protocol for these events because you’ll Be represteptlng N
your company. ~ \ " g
/ ~ . \ \\
. ) /f/ - \k \\
Business functions : \
There are several different types of business functions tha‘Vyou m{ght be asked to attend
including: / VARWAN ~_ /
Q e Cocktail parties / ya p ‘ . '
e Cockiail buffets SN S
\\\ // /// ///
e Cocktail receptions . o/
e Banquets / ) o
/ h
e Trade shows and conventions < \
e Country clubs and members—or}l/}‘}\clﬁﬁs\ \\/
e Sporting events ) / ) ) . \ .
e Spectator sports \ AN /
o Theatre, Symphomes ballets, or\concerts N
Cocktail parties

Cocktail parties are commonly hosted by bus1nesses because they don’t require as much
planning or expense as other events. Basic cocktall/partles are informal functions that
usually take place/between 5:00 and 8:30 P.M. Meals are not served at these events.
Hors d’oeuvres and a fﬁll bar ai*e standard. Seating is not always available because the
goal of these partlesls toprov1de a forum for mingling. The attire for a typical cocktail
party can be casual to_ formal ‘but be sureio check the invitation for any specifications
about attire. </ / /

Cocktaﬂ buffets N

C/ocktall buffets dlffer ﬁQm cocktall parties in that more food is served, so there is likely
/to be e more d1ffer from cocktail parties in that more food is served, so there is likely to
/" be, more seatlng ‘available: However, there might not be enough seating for every guest
" at once;’so plan to sit Wh;fe you’re eating and then get up and mingle. A cocktail buffet
\ is usually }Ier between 6:00 and 9:00 P.M. and is hosted for a variety of reasons. For
example it could be a morale-boosting social, an even to introduce a new product, or to
e o N thank a customer . Although cocktail buffets usually entail traditional business attire,
check the 1nV1tat10n for specifications about attire.

\\
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Cocktail receptions aN
/ AN

This is the most formal of cocktail parties. Cocktail receptions usually mark\a special
occasion, such as honoring someone or making a significant announEement Tradrtlonal
business attire or black-tie attire might be required. The cockta1) receptlQn is usﬁally
hosted for two hours before another evening engagement, or it ‘might be h%ld after\arr
evening engagement for about an hour and a half. Early coc%‘arl receptions are typlcaLly
held between 6:00 to 8:00 P.M. and include hors d’oeuvres. Late receptions are held \
from 10:30 P.M. to midnight and include a variety of ddshes an dessehs In-addition ro
the usual drinks at a cocktail party, a cocktail receptmn will usua IX 1nclﬁde charnpagne

Whether you attend a cocktail party, buffet, or rez‘eptlom keep in mind that}t is not an
opportunity to gorge yourself. Don’t station yourself next to the food tables or empty
passing trays of hors d’oeuvres. Another rmsfake 15/{0 dyx{beer oranythrr;g else

directly from the bottle. / / Vs ~/
y Y,

Cocktail events are the few remaining busmess entertalmng fuyrctrons at which smoking
might not be off-limits. If smoking is }rermrtted af the eVent be sure/fo use proper
smoking manners. Light up only around other smokers, bea aware of where your smoke
is drifting, don’t trail ashes on the ﬂeor anduse an ashtray These guidelines apply to
cigar and pipe smoking as WeM AN . Vi

Banquets / ) \\ \\ /

Banquets are typically Iarge luncheons br\dmners hosted by an organization. A banquet
is one occasion at which you can expect busrness tq ‘be discussed.

The best approach you can take to ery oy a banquet is to be ready to meet new people
and engage in conversation. If there are a lot of guests you don’t know, introduce
yourself. If )/ou re nervous about speaklng with new people, keep in mind that after you
mtroduce/xourself many people will be happy to talk about themselves. Give them your
undlvrded atfentlon by hstemng and as/klng questions.

When the Meal beglns check for place cards before settling into a chair. Banquets
frequentjzy have as51gned seatrng If the seats are assigned, sit at the chair with your
Jplace card Whether you, like the seating arrangement or not. Don’t switch place cards
because the host’ mrgh’f have had a specific strategy for the seating arrangement.
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.
N
AN

Trade shows and conventions N

Although trade shows and conventions don’t serve the same purpose, the behavvar L
expected of employees is almost the same. Companies or industries usually host \
conventions to bring together a group of people to focus on certain issues within thelr \
field. Trade shows provide a place for vendors to promote their products 10 prospectn%x \
customers. \ N
Trade shows and conventions also have a social aspect. In addition to busmess \?\‘ ~
meetings, there are often other events to attend after hours. Remember“that you are
representing your company. Bear in mind that stories about the trrp are llkaytg make' it
back to your office because you might be traveling with emplOyeesfrom your own \

company. S ~ >

Although it’s acceptable to socialize after hours, keep in’ m1nd that the company s
paying for you to gain knowledge at the event and expects you to’ repreSent the company
well. To do so, you should review the agenda of the’event m advance Determme ‘what
issues you would like to discuss or the questions YQu would like to Jask and Wrrte them
down. Be sure to attend all the meetings you are scheduled for and\take notes S0 that
you bring new information back with you. / /

Take advantage of the opportunity that trade shows and conventlons offer for
networking. Resist the temptation to spend all- your time with other employees from
your office. Meeting people at trade sllows and convent1ons ‘can help you find
prospective customers and develop 1 1mportant bus1ness relatlonsh}ps

N\ AN
\ N
\ N

Country clubs and members-only clubs N

\

Country clubs and members only clubs are. common places for business meetings and
parties. Use the same good manners you Would use at any other business function.

Business entertarnrng at country clubs typically 1nvolves lunch before or after a game of
golf or tennis. Bustness people usually take turns paymg for the expense at their
respective clubs/lf you/havebeen invited to part1c1pate in a golf or tennis tournament,
your host will )asually takecare of the expenses. If you’re playing individual rounds of
golf, green f ﬁees will be charged for each player Y ou should offer to pay for yours. If
your host ms1sts on paylng, then foer to/plck up the caddie fees, if applicable, for you
and your host. Be prepared to trp caddres locker-room attendants, and parking
attendants N /

At members only clubs . you mrght need to be more concerned about your attire as
compared to a country club If/you re not sure what attire is expected, ask your host or
call the club’s office to. checl( dress codes. Good manners are especially important at a
prrvate club because your)aehav1or not only reflects on your company, but on your host
as well. /
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Sporting events A
/ AN

As work schedules become more flexible, you might find yourself part1c1p2mng ina
sportlng event for business. Some of the most common venues are goif and tennis. If
you’re invited to participate in a sporting event, be honest about your zﬂnhtles Don t
accept an invitation unless you know the rules of the game and are proﬁcfent enough to
not slow the pace of the event. If you don’t play the sport in’ questlon inform your hos(ts.

They might suggest another sport or lunch instead. \ -

If, on the other hand, you understand and enjoy the sport feel free to achept the
invitation with enthusiasm. Keep in mind that it’s never proper to hrag about your skills.
If you play well, it will be obvious to others. If you. exaggerate your skills, people who
play the sport will notice immediately and you” Al d1scred1t yourself >

When participating in the sporting event, keep in rnlnd that many of the 01y111t1es you
would demonstrate in the office or at a buSmess lunch also applyﬂon the tennis court or
golf course. Start the event by arr1v1ng on t1meprepared, Awith the rrght clothing and any
necessary equipment. During the event1 defer the’ schedule of’c events to your hosts. Let
them suggest breaks to make phone calls or obtain refreshn’ients It s also important for
you to show respect to the other part}clpants ‘Don’t cause dlstractlons use foul
language, challenge rules or cails or complaln about anyone 'S performance including
your own. AN AN N

If you lose the competltton congratulate the Wlnners on the1r performance. If you win,
be gracious. Do not gloat over your accomphshment and be sure to compliment your
opponents on their skill. Rernember part1c1pat1ng in sporting events with business
associates is supposed to be. for enjoyment N

N\
N\
\

Spectator spﬂrts \

At spectator sporting events, such as football or baseball, relax and enjoy the event. As

with other buslness functions, follow your hosts’ lead. Ask your hosts what to wear

before’ you opt for j r jeans. If you don’t have a favorite team, support your hosts’ team,

and/lf your hosts seenl to want to concentrate on the game, keep small talk to a

rmnlmum It’s pohte to offer to buy snacks for your hosts and other guests. When it
/comes t&alcohol follow your hosts’ lead. If they have a beer, feel free to have one too.
/\However don’t feel cbhgatéd to do so.

T \Theatre, symphony, ballet or concert

/ You rnlght also be 1nV1ted to attend a play, symphony, ballet, or other concert. For these
/ N events make sure/you arrive a bit early or, at the latest, on time. If you arrive after the
S start of the performance, you might not be permitted to enter the theatre until a scene
g ./ change. Even‘then, your entrance will distract other patrons. Before entering, turn off
N </ your telephone or pager. During the performance, try to make as little noise as possible
\ ~and don’t talk.
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Do it! A-1: Identifying types of business functions

Exercises

1 Identify the following business functions based on the provided descriptions:

Usually take place between 5:00 and 8:30 P.M. Instead CocktaiKgarties

of a meal, drinks and hors d’oeuvres are provided. *\ \\

Frequently hosted for two hours before another evening L%ckta:l reee\t&ns \

engagement, or held after an evening engagement for A\\ . \\
about an hour and a half. SN TN
// / ~__ //
: . 20N ™ /
Typically large luncheons or dinners hosted by an / Bgl{q}eﬁs ~_
organization. // / y A
/ g 4 /N
/ N4 /N
Provide a place for vendors to promote their i)rgducts to T?‘!de siyfws
prospective customers. N N / /
///\ \\ - /
Here, business entertaining frequentlé/ 1nc1udesm{1ch N Country glﬁbs
before or after a game of golf or tennis. AN ./
/ N\ \\ AN V4
You should arrive for these fup/ tions' a b1t eai‘ly or, at \\Theatre, symphony,
the latest, on time. \. \ \ _ballet, or concert

2 What are common reasons for hosting a cobktall buffety
A Help people to g/ t to know each other A

-

Honor som /ane 7 )
Introduce/a new/product T B /
Make a s1gn}ﬁca1:r{ announcement.

m O 0 W

/ /
The{nk a c‘ustomer /
/ N // \>

AN
3 What etx(kette shoulcfyou/ff)llowwvhen participating in business sporting events?

/ Arnve on iim\ /

) e Be prepared w:tiNQe nglﬁ gqu:pment
//- Show respect for othe?part:c:pants
\/ﬁt\ccede to your ho/s/ts preferences.

//’
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4 What guidelines are critical at trade shows and conventions?
A Take advantage of the opportunity to socialize with co-workers.
Review the agenda in advance.
Take notes on your competition.
Attend the meetings for which you are scheduled.

Take advantage of networking opportunities:

™M m O O W

Attend the sessions that interest you.
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Etiquette at business functions AN
/N
Explanation Keep in mind the following important considerations when you attend a busmes@ AN
function: N\
Q e Responding to an invitation //\ ~ \\ \\
e Taking guests to a function < ™~ N\
e Dressing appropriately N\ N \’
e Mingling with others // ~__ \ N /
// ~ \\ \ /
e Holding drinks and food while mingling O~ \ N\
e Drinking alcohol at business functions ya ! x ™~ \\/
e Leaving a business function ya / x ™~ / g
/ / / ~_/
e Thanking the host / / // )
/ g / / / /A\\
. . . . / <\\\ / / / \\>
Responding to an invitation <\ M4 / /

When you receive an invitation to a business functlon\your first respons1b1hby is to
respond accordingly. If you receive an 1nv1t2(t10nm the mail or through e- Ipall the
invitation will indicate RSVP or say “Regrets only.” W hen thE\lnwtatlon/says RSVP,
the host wants to know whether you can make it or not. You shoukirespond by the date
specified in the invitation. If the 1nV1;z(t10n says  “Regrets 0n1y,j’ this means that you
need to respond only if you cannot attend Agaln 0.50 promptly;

In many instances, the invitation you i*ecelve for a busmess\funétlon will be over the
telephone or in person. If you can attendx accept the invitation graciously and with
enthusiasm. If you cannot attend thank the 1nd1V1dual promptly for the invitation and
politely state that you have a conflict. - ‘\ \

After you accept an mWiatlon it’s important to attend the event. However, if you have
an emergency or ot17(er legmmate reason-that preve/ﬂts you from keeping the
commitment, 1nf0rm the”hosj&mmedlately by phone, preferably prior to the event. If
you cannot coy&act thf! host prlob to the event, call immediately afterward. Follow it up
with a note gyf apolg/gy, ;ﬁclud}ﬂg a bﬁe{ explanatlon of why you couldn’t attend the

event. / N /
AN / /// /
N / / //
" S
T //
/ NN /
\ \\\ /
// \ \\ /
/ . | O/
/ 2N N
/ / ) — N
Vi / )
/ / /
/ /
/ \/ / /
. o /
. Ve
N AN
. N
- . \\
e N N AN
/ N\ \\ \>
/ \\ AN /
/ \ AN /
/ ""'\ “ N //
/ RN | .
/ / )
< / /
/ AN / /
< L / //
. {
\\\ \\
AN AN
\\\\ /)
\\\ ///
Y
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Taking guests to a function

The invitation to a business function, whether written or verbal, should tell you exactly
who is invited to the event, as shown in Exhibit 5-1.

We request the conmpany of

™~
John Elliott + guest / N
o eelebrare ICON's 25¢h anniversary %
on Friday, March 10th, /&
6 o'dock in the evening /
at Honel Ulprown /
/ y
RSP by Februatrs 15th - 888 S55100N / /
/

/

(\
Exhibit 5-1: An example of a busines&@tation\/

If your host does not ask you to bring a gu%t({if it is not stated on the invitation, then
assume that you cannot bring d guest. ’t plan to bring children to an event unless the
invitation includes them or explicitly states that children ar welcome.

It’s common for spouses% bé\invi%d to trade %ws and conventions that last several
days. Spouses are usuaﬁy invited to evening events.\j"hey should be sure to attend the
events they’re invited to and mak\E\ an effort leal/‘v( something about the topic of the
event. Preparing will help t em carry on conversations with the people they meet.

— N\ \
~_ \ \
0 . A\ )
Dressing ap}yr/oprlate]y**\ N\ \
~\ \
A\

Attire at business functions can i;ary greatly. Depending on the type of function and the
culture of your company, this might include jeans and a shirt, tuxedos and formal wear,
or ;?ything/ in between. Always check the invitation to determine whether a certain type
of atti i

/

re i/&spe fied.

/
f the invitation doesn’t provide you with enough information, and you’re unsure what
attire is a propriate, axéﬂ theﬁost what is expected. Or, if the event is an annual
currence, you can ask a co-worker what people usually wear. Erring on the
N Mive side-is the best option. You should avoid wearing attire that is too
\F&yealin or trendy at any business function. This rule is especially important when
pait“cicipatin in sp? ing events, such as swimming or tennis.

V.
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N
N
\\

AN

Mingling with others N

/ AN
Mingling is an important part of almost any business party or banquet. Soc1a1121rrg with"
others shows that you are confident, friendly, and interested in other people. If you .
don’t mingle at a social gathering, people might think you’re not confident in yours\elf N
or that you think you consider yourself above socializing with the other people atthe AN

event. {\ N .

When you mingle, try to talk to several people. You can have in-depth conVersatlbns
but keep in mind that there are many people you can meet at a buslnese party\ At so}ne ‘
business functions, upper level managers or executives might be'in attendance.. \
Although it’s certainly correct to make conversation with them, don’{monopohze their \.

time. Business functions are not a good place to flirt or try 1o get adate.

If mingling makes you apprehensive, there are simple w/ays to jom a cenversatlon If
you walk by a group of people in conversation, you can determme the t0plc of

AN

discussion and decide whether it is one you can enter freely\ S/ / N

If the group is discussing an impersonal topic, such as sports, ecorromy,/or musw feel
free to join the conversation. To do so, approach the grt)up with a smilé on y@ur face
and make eye contact with some of the 1ndW1duaTS\1n the grqup Then, Wav{ ‘patiently
until someone asks you to join in or until tilere is an opening in the conw:’:rsatlon After
you’ve joined a conversation, pay atteuﬁon to- ‘what others. have to' say/ People
appreciate a good listener, and bemg one w111 heTp you partlc}pate actively in the
conversation. >

Holding drinks and food while mlnglmg "4

At cocktail parties, a frequent obstacle is that Whlle mingling with people, you might
also be carrying a drink and food. To overcome this problem hold your drink in your
left hand so that you can shake hands freely with your right hand. This will also prevent
you from having to swnch your drink from one hand to the other, and you’ll not have a
clammy handshake caused by a cold beverage.-

The best place/{o eat, K)Od is near a counter or a surface where you can set your plate.
This permits‘you to keep a free hand If you are introduced to someone when carrying
both your drmk and food, set your food down on a nearby surface, if it is practical. If it
is not, smile and nod durn{g the/introductlon

V4

Drmkmg alcohol at busmess functlons

lf alcohol is served ata busme;é functlon feel free to imbibe. You can feel just as free

/to dy(nk non- alcehehc beverages A good host will always provide non-alcoholic

beVerages when alcohol i is 5 being served.

Ifyou choose to partake’ of alcoholic beverages at a business function, be careful not to

N \overmdulge Losmg control at a business function is embarrassing and you might ruin
“\\ other people’s’ evening in the process. Set a limit for yourself before you start drinking.

Eat somethlng and alternate alcoholic beverages with water.

\\
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Leaving a business function

If the invitation to an event lists an ending time, be sure to leave by | the stated time.
Staying any longer might irritate your hosts. Although they might be' gramous and not
indicate that it is time for people to leave, they might be ready for the event to end

You should also leave an event that appears to be taking a drrectron that could damage
your reputation. This guideline includes excessive drinking and rowdy behavior; 111egal
drug use; loud arguments or physical altercations; gripe sessmns about the company, \
other employees, clients, or vendors; conversations that include sexually orrented or/
discriminatory language and jokes; and any other behav1or that Vinate or “might N
potentially violate company standards. If the hosts: are available, thank them. and excuse
yourself. If they are not available, simply excuse yourself from the group you sare with
and depart. /A

Thanking the host

Before you leave business functions, 11; S 1mportant to seek out your hosts and thank
them for the evening or event. If you ve been a guest’ 1n sorneone ’s home, it’s also
proper to thank your host’s spouse. Iﬁyou cannot find your hosts or if they are
surrounded by many other people you can leave: the party and send a “thank you” note
the next day. In the note, you should apologrze for not belng able to thank your host in

person.
Do it! A-2: Following etiquette at business functions
Exercises -

1 You reeelved an 1nv1tatron\to a cocktall reception. What is the proper way to
respond to the 1nv1tatron?

\

/>
Adcept tlre mwtatlon lf youcan attend If you cannot attend, promptly thank your host for the
mwtat;dn aqd\itate politely that you have a conflict.

/ / /
/ /

A Ifthe/style ;ﬁ“ dress 1sn‘t> specified on the invitation, what dress code should you
follow? / : /

— A Go 1nf0rmal @t/ tire.

\ AN
. B D@ss ina lz/lack dress.

N ’y‘ Cc Check\wnh the host to find out about the dress code.
D F ind;%)ut from someone about the dress code.

:%2”""'Chris/éccepted an invitation to attend a business function in honor of the vice

O . president of his division. On the day of the event, he discovered that he would be

e AN L AN .

/ NN “unable to attend. The next day, he sent a note to apologize to the host. What

-/ should Chris have done to handle this situation better?
N | N\ /

N

A He should have called the host as soon as he found out he couldn’t attend.
B He should have sent flowers with the note.

C He should have called the following day instead of writing a note.

D

He should have called immediately after the event.
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3 Alexis wants to introduce her fiancé to everyone at a business function. Is it
proper for her to take her fiancé along with her?

If the invitation doesn’t ask you to bring a guest, then you shouldn’t take a guest.

Keep index cards ready 4 Follow the instructor’s directions to play a game. The purpose is to understand ‘Ehe

AN
. o \\\
for this activity. importance of mingling at social functions. N
Ask students to share the . .
strategy they used to find Give an index card to each student. Tell the students that each car: eIongﬂq tof
their set mates. cards, such as a set of Flowers. Ask them to find people with cari belongmg to
set. The group that completes a set first is declared the winner, \\
Q Click the picture in 5 Watch the movie and then answer the following question. \\\\\ /
the slide to play the .
movie. A common dilemma you might encounter while'min ng ake
hands with people while carrying a drink or . i ercome this
dilemma?
Michael held his drink in his left hand so that he ake hands freely with his
right.
6 List the steps you would have take\:p join a.conversation at a business function.
e Approach the group with a smilé)\\ \
e Makeeye contact. \ \
o Wait patiently until you can join in. \\ \
g — \
SN T /
/ > /
// /// ~
/ .
/ : //// //// >
, /S -
N/ Y, / \>
’ // ///
o/ !
B Y
y g \
/// \\‘\
, ] “ Y
/ ) // \,“ o /
/ // /‘ b
y // /
<\ S o //
N (\” /
//,r"/ *\\\ .
// A
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Explanation

Business functions 5-13

Business dining /N

Part of being comfortable at business dinners includes understandlng
settings. If you understand what various dishes and utensils are for and h
expected to use them, you’ll feel more comfortable and confident. You should also

know the basic rules of etiquette that apply to a business meal. . \>
/ . \ \\\ ) //
Table settings, utensils, and glassw/are ~ \*\ \\ 7
There are three things to consider when attend a}ousu;es‘sdlnner These are: \\
1 Table settings // / - ~_ //
2 Utensils / / x ~_/
/ S y
3 Glassware / . 2N
Y, . / VRN
</ \\/ / // >
Table settings \\ { / Vi

In formal settings, the large plate’i nthe mlddiq of the tabie settmg is the service plate.
This plate usually remains on the table ‘until the?imner plate, /&hlch contains the main
course, replaces it or until it is cleared so ths\ t dessert. can be served. Soup bowls or salad
plates will be placed on thé S@chéwplate when they are served. In some cases, the salad
might already be at the ;able settlng whqn the meaNgegms

There might also be a bread plate\ This plate\wﬂl be’ to the left side of the service plate
and usually has a butter knrfe lylng across it. The butter knife should be returned to the
bread plate aftey each use. \

R .
N
/N
/ \>

/
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Utensils

The number of utensils, or flatware, used in a formal table setting can be confusing and
intimidating. A simple guideline to follow is to use the utensils furthest from the
for the first course and then work your way in with each of the remaining courses.

mlght find any of these utensils:

. -
Q o Fish fork. Occasionally, fish is served as the first coursZ/ a m\eEthso this fo
will be placed to the far left of your table setting. You can a i

Fish Dinner Salad
fork fork fork

!

ks' used in formal table settings

NOT FOR PRINTING OR INSTRUCTIONAL USE
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e Salad knife. Occasionally, you’ll be provided with a knife for

right of the plate. If the meal follows the American style of dini
outermost knife at your place setting.

located to the right of the salad knife or the service
salad is served.

e Fish knife. When fish is served as the first course-of the
be the outermost knife on the right side of your placmﬁ . Thi

has a sword like shape. ~__
The different types of knives commonly used a rmal taBTésegting are shown in
Exhibit 5-3. ™~

NOT FOR PRINTING OR INSTRUCTIONAL USE
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e Soup or fruit spoon. If soup or fruit is served at a meal, a spoon will be
provided. It should be located to the right of the knives.

e Cocktail fork. When shellfish is served with a meal, a shellfish fork, also
known as a cocktail or oyster fork, will be placed to the right of the spoon.
Sometimes you might find it with the tines resting in the bowl of the sp\d()n\\

~

The soup or fruit spoon and the shellfish fork used at a formal table setting are shown in
Exhibit 5-4. N

of the table setting, they will b at t
plate, as shown in Exhibit 5-5. The bowl of the spoon is usually placed to the left
and the tines of the ork\?ii‘e\plg\ced o the right.

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Glassware used in formal dining

b

Q At a formal meal, you can expect to see a water goblet and red and
as shown in Exhibit 5-6.

which has stralght sides, is usually smaller the than the red
more than three-quarters.

] is the champagne flute. Its tall, cylindrical shape
helps keep the champagne bubbly. This flute shape has replaced the traditional saucer-
shaped champagne glass.

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Do it!

& Before the activity,
prepare cards that have
descriptions of utensils
written on them. For
example, the largest fork
in your place setting, the
knife that has a sword like
shape, a glass that has a
tulip-shaped bowl, and so
on.

Business Etiquette

B-1: Identifying table settings at formal dinners AN
Exercises \
N
1 Follow the instructor’s directions to play a game. The purpose is to identify | the \\\
types of utensils used at formal dinners. ~ N\

Divide the students into two groups. Read the description on the card and ask each up to
identify the utensil.

The group that identifies the most number of utensils will be decléthe wmner\ \

2 When the dessert spoon and fork are part of the original tab
placed horizontally at the top of the service plate.

) settlng, they w111 be/

True

3 Identify the order of the utensils in a formal tab
be served in the American style of dining.

\

A Place it on the Bread plate \

N\

4 What should you dj/yth the butter 1@1fe when you are finished with it?

\

B Placeiton per edge of the dlnneryla(e
ft of your plate.

C Place it to the

D
5 The lip-shaped bowl and is never filled more than half.
red wine g
e . ) N
/ - ‘ //
/ ) — /
/
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Etiquette for business dining ya

\

Explanation You should know the basic rules of etiquette that apply to a busmesgmeal tKCause it’s
common for business to take place during a meal. It’s important to demonstrateyour
table manners, conversational abilities, and comfort with those around yw during a

business meal. To achieve this, you should exhibit proper behav10r as it refges to: \\
N\

Q e Seating arrangements \ N
e Conversation S~ N\ N Vs
/ ~ \ L ™~ /
e Ordering drinks and food / O N\
A h \
. SN \
Seating arrangements / > ~_ \;

When all the guests have arrived, your hosts will aeco ny you to the table They
might have planned a seating arrangement; so before /you take a seat, watch for a cue
from your hosts. They might suggest Where to<S1t but if ‘giey don”[;\ask “Where shall I
sit?” <\ Y

If you are the first to arrive at a re&taurant\ you can tafcea seat at the reserved table.
Don’t order anything or eat any/()f the. bread whlle you wait. D/z)n t complain about the
location of the table to the maftre d’ or ahyone eTse Your host might have chosen the

location purposefully. \\ RN /
A\

If your hosts don’t arrive’ at the scheduled tlme Wmt for 15 to 20 minutes and then call
their office. If you caant reach ‘them or a\(eceptloms’[ who can tell you their
whereabouts, wait another. 30 mmutes If they still have not arrived, write a note to leave
with the maitre d’. The note\should explain that you waited nearly an hour and ask them
to call you. It i is ‘also proper for you to. tip the maitre d” because you have occupied a
table that would have 0therw1$e\ been used by paying customers.

Convers/atlfm / /
After everyﬁne is. gathered at the table, conversation will begin naturally. A business
meél w111/usuaHy begln with small talk. Avoid any topics that are likely to be
controvers1g)( or make othe{s uncomfortable while they are eating.

< Defer to your h0st to, determzme when to switch from small talk to business. Depending
onthe purpose of the mea) ‘the business discussion might begin after everyone has
— ‘\ordeiﬂed or it mlght not begm until the food has been eaten. Typically, business dinners

e N
y ﬁ)eus more on somal;Zlng, so business topics might not be discussed until the end of the
/ meal. AN /
/ N ?' N/
) / /3‘ When business dlscussmn begins, keep in mind that you’re at a restaurant and not in
ya / your office. T)arn off your pager or cell phone, or set it to vibrate. If you need to take
. _notes, carry’a small notebook so that you don’t have to spread papers across the table.
\\\ S — 7
. N\
e AN \\
P . N N
// N\ L
AN
// TN A
/ / )
/ < /
/ \\\// //
N {
\\\
N .
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Ordering drinks and food

Be careful when ordering drinks and food at a business meal. Watch for any cues from \
your hosts. If they don’t order alcohol, you should refrain as well. However, if your \
hosts order alcoholic beverages, feel free to order one for yourself. h

When it’s time to order food, watch for cues from your hosts. They nnght 1ndlcate to—
you what price range is appropriate. For example, if your hosts suggest expensrve 1tems
on the menu or tell you what they’re having, then you know what price rangeis
appropriate. A general guideline to follow is to order an entrée in the rnrd—prrce range

and never order the most expensive item on the menu. If there are no prices listed on the
menu, you can limit the cost by ordering food that is usually less expenswe suchasa
chicken dish. / -

Another issue to consider when ordering your food is whether Or ngt it can be eaten
easily while carrying on a conversation. Some foods that frequenﬂy cause problems
include seafood in the shell, pasta such as spaghettiy hngulne or fettuccme Aish with
bones, whole artichokes, and French onion soup. Unless you are conﬁdent that )/ou
know how to eat these dishes without making a mess, , consider savrng them for when
you are dining on your personal time. Also busmess outmgs are not the best time to try
any foods with which you are unfamiliar. , \ /

Do it! B-2: Following eﬁquettg/fd( bli*si\ness dinjn g
< \ AN AN
Exercises N s

\

1 Sequence the steps one should take if the host doesn’ t artive at the scheduled time.

\

Leave a note. / Walt 15 to 20 minutes.
= T
Call the host’s office. ~ ~— Callthe 9dst s office.
Wait 30 mn{ntes./ AN Walt 50 minutes.
. Lo S 4 A~

Tip tly maitre’ d /. Leaveanote.
S S

Wait 15 t\20 mlnutes /' Tip the maitre o
N

ist conyersatenal gurdehnes/ you should follow during business meals.
p 2 Avo:d controversﬁfor un/;omfortable topics.
/e Permlt the host to make the switch from small talk to business.

Keep busmess pa;aphernaha to a minimum.

(
AN

AN
\ \’; You’ve been invited to a business dinner at a restaurant. Your host has arranged
s%trng Hoyv will you know where to sit?

‘ b Watch Tb/a cue from your host, who will probably suggest where to sit. If the host doesn’t,
ask, “Where shall | sit?”
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4 Select guidelines you should follow when ordering food.

A

m O O W

eat them without embarrassment.

Watch your host for cues.

Order alcohol if your host does.

Don’t order alcohol if your host doesn’t.
Order the most expensive item on the menu.

Order a chicken dish.

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Explanation

=

Business Etiquette

<

Etiquette in handling utensils

After your food arrives, the next item of etiquette is the handling of utensils and<he
napkin. For the two most common dining styles, American dining style and Conti
dining style, the utensils are handled and placed differently.

American dining style

For the American dining style, hold the fork in the right hand and
raising food to your mouth. The fork handle should rest on your
thumb and index finger gripping the handle. When you need to

Exhibit 5-7: The Americ%?f cutting food
_

Use the fork to spear the food and hold it in place while you cut with the knife. When
you have finished using the knife, place it on the upper edge of the plate, as shown in
Exhibit 5-8. Then, switch the fork back to the right hand. If you’re left-handed, reverse
these directions,and cut with the knife in your left hand.

\Exhibz -8: The’American style of dining
|
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Continental dining style

Although the Continental dining style uses the same process for cutting as the American
one, you don’t put the knife down and the fork remains in the same hand whether you

Never place any utensil that you héve been using on the table. Always lay these utensils

on your plate. Keep in mind that thex should not be propped against the plate with the
handle resting/on the table. When you®ve finished a course, assume that the utensils will

be remove 1th the plate un]ess\the waiter tells you otherwise.

Exhibit 5-10: The pause signal to a waiter

NOT FOR PRINTING OR INSTRUCTIONAL USE
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When you lay the fork and knife side by side in the middle of your plate, as shown i
Exhibit 5-11, the waiter gets the signal that you have finished and your plate can be
removed.

Exhibit 5-11: The finished signal to the waiter

Using your napkin

Simply unfold it. Regardless of what you are eating, your napki
into your collar or placed anywhere o eﬁ{han in your lap.

NOT FOR PRINTING OR INSTRUCTIONAL USE
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Do it! B-3: Handling utensils and napkins a

\\

Exercises

1 Study the pictures and then describe what the utensil arrangement indicates.

the knife down, an
hand whether you're
.

ignals to the waiter that you’re pausing to take a

//// | c
e N / D Prop the ends of your utensils on your plate.
// // / : - T . . .
/ \/ E Assume utensils will be removed with your plate.
<\ /
AN “_ 3 List guidelines you should follow while using a napkin.
S \\\
) - \\ \\ o Open your napkin and place it on your lap.
/ AN . q
/ B N o Use it to pat your lips.
/ Ve \‘\\ |
/Sl ) o Don’t use the “washing” motion.
/ . / /
/ A4 / A . .
h N/ / o Leave it on your lap until the meal is over.
/
AN \\\\
AN AN
\\ \\\/>
O /
\V//
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Basic rules of dining etiquette AN

Explanation When you eat your meal, follow these rules of dining etiquette: /\ N
Q e Never complain about your food or the service. . \\\

e Sit up straight, chew with your mouth closed, and don’t fidget. // T~ \

e Avoid reaching for an item across the table or in someone’s persQnal space. If
the item is too far away, ask someone to pass it to you. / \ N
e Don’t wipe your plate with your bread. // ™~ \\\\ \\

e Don’t comb your hair or apply makeup at the table. A‘f/\ - ~\ N\

e Don’t pick your teeth in the presence of others. / / > ~_

e Don’t make disparaging comments about anotherperson s chi\cz of food or
beverage or about how little or how much someone ha§ ordered aten, or drank.

/ / / / /A\

Rules of etiquette also apply to these activities: ) / </ /

AN

/ N
/ N

N

. / >

o Passing and eating bread. If bread is place(Lclose to you, plck up the bésket
and ask if anyone would like some bre&d Then- ‘pass the bread 10 one of the
people beside you. Take your piece @f bre\ad only after everyone el§e has been
served and place it on your bread p’late If yomwant blitter with your bread, take
several pats of butter and lay thern on-your breadplate as Well /Or, if the butter
is in a dish, scoop some with your butter kmfe and place it on'the edge of your
bread plate. To eat your bread tear off a plece that is several bites in size, butter
this piece, and eat it. Repeat thls process until your brea;zt is finished.

e Passing and using the salt and pepper When someone asks for the salt and
pepper, always pass both shakers together In some restaurants, you might
encounter a saltce/llar which isa bowl that contains the salt. This should also be
passed with the pepper You should assume your food is well seasoned and taste
it before saltmg “This 1 is a compliment to the chef and your host. If the food does
need seasoyﬂng, u,a{e the spoon that accompanies the saltcellar to scoop up some
salt. If eyeryon)z/ 1S grverra separate saltcellar, you can use your fingers to take a
plnch Qf salt L/ /

/ N / AN
/ 4 / / )
{ Vi / /
~ / / /
N / /
N S / /
N
AN N/ /
- N \ //
P ~ /
// N \\ /
\ /
/ \ .
/ \
/ \ AN /
/ ‘ N
/ . /
/ o~ |
/ N /
/ / ) ) —— o
/ / )
/ / /
/ /
/ /
/ Y, /
C /
\\\ Vo /
N <
\\ \\
. N
- N \\
~ - -
// \\ ~ \\
/ \ N\
/ \ AN
N
AN
/ — ™
/ ya N\ AN
/ / )
/ < / /
/ . / /
/ N
{ V4 /
. {
. \\\\
N
AN AN
N
\ \/>
N /
™\ /
. /
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Awkward dining situations VAN

/ AN
Even if you have impeccable table manners, awkward situations can still occur during
meals. These are some of the most common situations that you might ce:

Q e Someone has food on his or her face. If one of your nmg com n1ons}1@s
food on his or her face, subtly tell them and lightly touch your face i dlcatlng
where the item is located. \ >

e A drink is spilled. If you spill your drink, set ﬂaegkass\wright\éﬁd‘siggal the /
waiter for assistance, if needed. / ~ \ ~

¢ Something is in your food or a dish is unclean If there i isa forelg object in
your food or drink or if a dish is not clgan don’t cause a scene. Quietly signal
the waiters so they can bring you a ne/W glas/s/ utensil, or p}ate /

¢ You drop a utensil or food on the ﬂoor/ ff ﬁc%p a utensil, leave it on the
floor. Ask the waiter to bring yox( a rep(Vace needed\lf you have dropped
some food, simply leave it on xﬁe floor. You cary dlscr;zetly nform the wait staff
before you leave so that the mess can be cleaned up/’éefore/t e next set of guests

is seated. AN \
/ \

¢ You need to excuse yoilrself ffem the i?able If you ;;Ieed to excuse yourself
from the table durlng th&course of\d{neal you don’t need to give an
explanation. Simply say, Excuse me. T{l be rlgﬂat/back ” After you’ve excused
yourself, stand uﬁ and lay youfqapkm in ynqr chair. When you return,
remember to plaée your napkm bac\k n you/r lap.

\
\ N
\\\ \ v
/> AN
/ N\ \
/ \ .
L_ ~ \
N - /)
/N /
AN
// / //> //
/ / //
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) / // VAN
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/ / / )
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Do it! B-4: Applying basic rules of dining etiquette

Exercises \

1 List some of the basic rules of etiquette when dining. .
Never complain about your food or the service. \/

Sit up straight, chew with your mouth closed, and don'’t fidget. \ AN

Don’t wipe your plate with your bread.

Don’t comb your hair or apply makeup at the table.

Ask students to share 2 You are at a business dinner with your CEO, Jason
their experiences in

handling awkward dining
situations.

AN
Your dinner with Jason is going well’and heMto lain something. You
a

lift your arm to emphasize a point you’re making, you accidentally knock
over your glass, spilling your dfxé(y \

N\
N\

Set the glass upright before you si§n<I the Wa(ter subtly.

N\

You dropped food on /the\ﬂ‘oor duri\hg the course of the meal.

Leave it on the floor gu{d discreetly ihfbmtbg wait squf before you leave so that the mess

can be cleaned up before the next set of guests is s7)ed.

/
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- - - //\\

Unit summary: Business functions VAN

/\ \\

Topic A In this unit, you learned about different types of business functions. Y‘o\u learned that
each business function demands specific attire and behavior. You also. leamed about
proper etiquette at business functions. / -\ \\

AN
Topic B Then you learned the rules of etiquette for business dining. YQu learned the 1mportance

of demonstrating your table manners and conversatlonal\ablhtleg Theﬁ\ you learned
about the etiquette involved in handling utensils. You learned thrskt the way you place
and handle utensils depends on the dining style. Fmaﬂykyou learned how to handle
awkward situations that often occur during me/als NN >‘

/ . /
/ / / ~__ /
Review questions S )
/ / / A

1 Which of the following options apply to banquets? / // N,
A Smoking might not be off- hmlts N 4 / /

\ \
B Business will be dlscussed AN AN
\\ \\\ ///
\ \\

C You should be ready to meet new people \\ /

D The company is paylng for you to galn knowledge

E Seating might be as51gned \\

2 More food is served ata eocktall buffet than ata

\

cocktail party

31If ammntatloﬁ says__ , yg)a/need to respond only if you cannot attend.

“Regretsnnly

4 Wh;}f shquld you do Lf you cannot find your host at the end of a party?

/
/
/

You can leave fhe par[y and 'send a thank you note the next day apologizing for not being able to
thank him o/ her /rmerson

\\ /
o 5 Wl@t isa 51mple gmdehne you can follow to use utensils correctly at a dinner?
/ \
/ | Use the utensils fqrthest from the plate for the first course and then work your way in with each of
/ N ‘ the rema/nﬁig coUrses
/ / /j .
// / / g
<\ o //
\\\ (\( g
) // / \\\\\ . . .
/ \ N\ -
/ — N
/ // N
/ (/\ //J
AN g /
/ V4 /
N <
\\\\\ b \\
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Unit 6
Traveling for business
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Topic A: The courteous traveler
<\ \\\
. AN
Explanation It’s imperative to be courteous when traveling on business. By showing respect for\ N\
others, you represent your company well. There are several guidelines yow should \\ .
follow when you travel by plane, train, or any other means. V4 N AN
\ \
I . AN N
Guidelines to be a courteous traveler SN\

Follow these general guidelines to help you become a courteous/'/greveler:
Q e Be self-reliant. S~ \ \>
o Treat others with respect. - ’

e Prepare a travel itinerary. Ve

e Pack appropriate clothes. {

Self-reliance

Don’t depend on your hosts to take care of arrangements that you can handfe yourself.
Begin making your travel arrangements as soon as you ] know the dates for your trip. Use
your company’s travel department or se‘rv1ce ‘to arrange yaur hotel acc()mmodatlons
and, if you are flying, transportation from' the alfport to yourhotel Plan your
arrangements so that you arrive on flme at any scheduled meetlngs or appointments.

If possible, plan to arrive the day before your ﬁrst scheduied event This will ensure that
you are refreshed and no unexpected delays will interfere with your schedule. If you
must go straight from the alrport to.a meetmg or appomtment consider reserving a
rental car ahead of time or hiring a car serv1ce to plok you up. You never know when a
rental car or taxi mlght; not be avallable >

Treating others W1th respect

When you travel for b‘usmess yQu act as a representative for your company. As a result,
you should be courteous/to every pestn you encounter.

N

Preparlng atravel ltlnerary /

After your travel arrangemen?s are set give a copy of your itinerary to your office,
fau{ ly, and hosts. Your 1t1nerary should include these items:

—Flight sq:hedule that m()ludes flight numbers and departure and arrival times
/0 Name address, and Ielephone number of your hotel
Meetlng schedules and information about how you can be reached

. N?ﬁne and telephone number of someone at the office you are visiting who will
o be able to contact you

kk\Packmg approprlate clothes

{ ) ,When packlng for a business trip, you should know the proper attire for the office
/ you’re visiting. Don’t dress in casual business attire on Fridays unless you are visiting
/ one of your company’s offices and you know the dress code. If you’re giving a
~_presentation at any office, dress at least as formally as the people you’ll be addressing.
If you’re unsure about what clothes to pack, seek the advice of co-workers who have
yi/sited the location before.
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Being a courteous traveler

Exercises \\

Ask two or three students
to share their experiences
of arriving on the same

1 You are a quality assurance manager for Icon’s Software Development

department in California. You’re traveling to visit Icon /S/ Software department in

day as the scheduled London to observe and learn from their quality control\techmques According to.
meeting. your schedule, your first meeting is on Wednesday *\ \\ y
What day should you schedule to arrive in Lon(/ n? WhyQE\ \\\ -
Tuesday. Arriving the day before your first schedule venTw:lI ensure that you E{e
refreshed and ready for your meetings, and tbﬁ‘ no uﬁexpected dela_\(s WIII lnterpere with
your schedule. ) ya ~_/
) / N
ya / /
/ \
You have to prepare an 1t1nerary<ﬁor your trlp W/hat shgﬁld it mclude7
\ AN
e Flight schedule /\ N \ / / /
e The name, address, and <télephone number oTyour hotel /
AN /
AN \
e Your meeting schedyle\ N \\ S
e The name and pht{ne number of § s\aqleone at tlkgfflce you are visiting
\\ \\ \
\\ \ \ /
3 Provide coples of your 1t1nerary to N/
A trustWorthy fr1ends \ \
B yéur hosts \ \
AN | /
C/ / you;; lawyer ) /
-/
/4) ypur faim%y
/
ya E, / yox(r ofﬁde / -
/ F your )20 wcykers />
P— What should s you do 1f you’re unsure about what clothes to pack for a business
e \\\ tr1 /
/// \\‘ \ //
N | Seek the advice of co-workers who have visited the location before.
o \
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Explanation

=

/Travelmg Ipy car

Business Etiquette

Traveling by plane N\

\\

// \\
Show respect for your fellow passengers and airline employees. Before you pack, find

out how much luggage you can carry on the flight and what items are not permitte\lin AN
carry-on luggage. Packing according to these guidelines will prevent unneeessary delays N\

for you and other travelers. / § N\
/ ~~\ AN

Board the plane when your row number is called. Don’t try to pass other};assengers N
when you board the plane or when you are inside. When you stow your luggage, pu{c !
your belongings in an overhead compartment and then move out, of the way a¥ qu1ckly
as possible, without blocking the aisle. If there is no room for yeur luggage i in the N\
overhead compartment, do not crush other passengers’ luggage to make your luggage \\
fit. Instead, check other nearby compartments for space or, pohtely ask a fﬁght attendant

for assistance. / T

~

After you’ve taken your seat, feel free to carry on br)/ef conversahons W1th thepeople
beside you, as long as conversation seems welcome If you\don t want to talk to other
passengers, excuse yourself to work or read a magazlne / /

If you plan to work during the flight, be cons,rderate to others by not Spreadmg your
papers across your neighbors’ tray tables. Unless ybur work i s urgent, ask/ /your
neighbors whether typing on your laptop Wlll disturb them You should also keep phone
calls to a minimum because an a1rplane is not apersonal ofﬁce Bear it mind that when
you make telephone calls on an alrplane other paSsengers are forced to listen to your
call. As a result, you should call only When 1t s absolutely necessary, and keep your
voice at a low level. \\

N\
\

Besides being courteous to your fellow passengers, you should be polite to the flight
crew. Say “please” and thank youwhen YOu make a request, and thank them when
you exit. L \

A~

)
N /
/ N

Traveling by tram

When travehng“ by traln yéu shQuld follow the same rules as for air travel. On a train,
you might be’ permrfted t0 use electrgmq deV1ces that cannot be used on planes. Keep in
mind that other passengers don t have any choice but to listen to the noise you make.
Keep your rneb1le phone and pager set ,on the lowest volume or switch them to vibrate
mode. N\

e

/ \

/
/
/
/

) When y p re tfaveling by ear be courteous to other drivers. Determine your route in

advance and allow plenty ‘of time to reach your destination. If you know your

N dest1nat101}, your route, and have ample time, don’t speed to reach your destination.

If you re delayed call ahead and inform the people you’re supposed to meet that you’re
_running late. Tell them what your likely time of arrival will be. This allows them to
‘continue- with the1r work, and helps you to relax because you no longer have to worry

about be1ng late.
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Do it! A-2: Being courteous on an airplane, on a train; or in a car

Exercises

1 Select the guidelines you should follow to be a courteous

A Respect the airline employees and other passenge

Ask students to share 2
their experiences.
Ask students to share 3
their experiences of rude
behavior from other
drivers.
// \\\
/ /
/ /
/ ~
/ / VAN
/ / /
/ / /
// / /
/ / / Y,
/ < /
/ V4 / g
AN /
{
o \ \\/
/ ’ N \\
\ N
// \ \\
/ A~ | N/
/ / \V g 4
/ / )
/ / / /
/ / /
/ \ / /
{ / //
\\ Ve o /
\\\ AN
. N
- . \\
e N AN AN
/ N\ AN >
/ \\ \\\ /
/ . /
/ —~ \\ //
/ / |
/ / N/
// (\\ / :
< L / //
\\\ /\\
.
\\ \\\
\\\\ /)
\\\ ///
Y

Board the plane as soon as boarding begins.
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Explanation

=

Business Etiquette

~
\

N\

Staying at hotels yaN
// \\

Business trips frequently include a hotel stay. It’s important for you to follow the rules
of etiquette for staying at hotels. Two basic rules of etiquette at hotels are: AN AN

1 Be polite to the staff. V. \\ N\

2 Be prepared to tip. {\/ ~\ AN .

\ . N
Be polite to the hotel staff . \ \\
/ ~ \ \

Although large hotels might have numerous staff members whose _]Ob 1S to\assnst you AN
you should treat them with respect and keep in mind that they have\to ass1st other guests
too. / > ~_ N

Be prepared to tip / ~/

When you stay at a full service hotel, remember to cérry pLenty of smail bllLs s&that you
can tip the staff appropriately. If you know the functlons of dlfferent staff/rnemb)ers you
will know whom to contact when you need assistance. ‘When you-arrive at the, hotel, you
might meet a doorman whose job is to greet you, help ybu with dlrecﬂons and call a
taxi. When the doorman calls or hails a taxi for you,. the tip is usually a dcllar No tip is
needed when you receive directions. N N N /

If you drive to the hotel, there mlght he Valet attendants whO\wﬂl park your vehicle for
you. The tip for valet attendants is l.(sually one to tWQ dollars when they retrieve your
car. If you intend to drive frequently during the trip, you should ask yourself whether
you need valet service. You could save\money by taking your car in and out of the

garage yourself. \
You might also encounter 2 bellman who w111 carry your bags from the car to the front
desk and then to your r room after you’ve checked in. When the bellman arrives at your

hotel room with your bags; your tip- should be one tp two dollars per bag.

The staff at the frént desk WLIL check you in and sut of the hotel and provide you with
information about the/cny or dlmctlons to specific locations. Some hotels might also
have a concierge to/asswf you, In this’ case, take your questions about directions to the
concierge )nstead of the front desk ‘A tlp is not necessary when you receive directions
from either ‘the front desk staff Qr the conc1erge

The concierge alse pr0V1des 6ther serv1ces such as suggesting restaurants or ordering
theatre tickets. If the concierge obtalns tickets or dinner reservations for you, the usual
tIp is five dollays If the Can1erge secures tickets or reservations that are in high

/demand add an extra 5 to 15 dollars to the tip.

Durmg/your stay at the hofcel you should call the housekeeping staff for problems with
your room They can assist you if you need extra towels or blankets, or extra equipment,

~.such as an’ 1r0n1ng board or toothbrush. You can leave a tip for housekeeping at the front

desk when you check out. The standard tip is two to three dollars per night.
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Do it! A-3: Following rules of etiquette at hotels N\

\\

Exercises

1 Why should you carry small bills when staying at a full service hotel?
A To use the vending machines
B To tip the staff appropriately

. -
C To order room service / ~ \\ \
~
~ N\

D To buy international calling cards T

2 You’re visiting Icon’s Software depart
their quality control techniques. You’

them to your room.

The doorman greets o\ﬁ\and '
you with directions to Icon

International. \ \

ip is needed when you receive directions.

The valet attendant parks your\\ The tip for valet attendants is one to two dollars
vehicle. /~ when they take your car in and out of the garage.

\
\\ \
AN \

\

ncierge obtains tickets or/ The standard tip is five dollars.

The

dinner reservations for you.

The housekeeping staff brings you  The standard tip is two to three dollars per night.
an ironing board. N

/
\V/

/ /

/ /

/ /

{ /

N /

/
N/
\
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Topic B: International travel VAN

Explanation When you travel internationally, it’s essential to understand the culture of the place\\ \\
you’re visiting. You should also show respect to your hosts by learning abx)ut the- Iocak \
language and gestures To be a good conversationalist, read about the current events of . \
the region you’re visiting. \ - \\/

Cultural orientations ~ \

When traveling internationally, it’s important that you eliminate. anyrdeas of cultural \\\
superiority. Try not to think of cultures in terms of good or/bad Cultures are simply /
different. Showing respect for other cultures is not only pohte but it'also 1rnpr0ves\your
ability to do business with people in other countries. Strams/n 1n;ernat1 nal business
relationships usually stem from a lack of understandrng or (espect for cultural and social
aspects. <\ / /

The best way to prepare for international travel is to learn about theplace you 11 be
visiting. One place to start is the U.S. State Department S Web site at www: /state.gov.
This Web site provides information about{)ohtrcal unrest, enﬁ“y regulatlohs driving
requirements, and currency. Other Web Sltes\qnd travel b&oks offer 1nf0rmat10n about
the cultural orientations of the area ygu are Vlslfmg Co- workers who have made trips to
the location in the past can also provlde you. Wrth heipful 1ns1ghrs

By orienting yourself to the culture of ‘the place you are Vrsrtrng, you show respect for
your hosts and improve your chances of successﬁll interaction. If you ignore culture
when traveling 1nternat10naﬂy, customers and co- workers might feel alienated and
efficiency and profit mrght suffer. Cultural Orrentatrons affect global business in many
ways. It’s important to be aware of the following orlentatlons
Q o Individual Vg group T /
. Rehgrous systems A e
. Mascuhmty vs. fernlmmty s
. Neufral vs. affectlve feehngs \>

/
° Ascr}bed VS. achreyed status /

: \N/
o Time -
S N AN
/ \ AN /
Y \ /
/ . /
/ N /
/ AN /
// N | /
A~ /
/ / N\ Vv
// ) o
/
/ / /
/ //
Y, / /
/
< //
N
- e /
N <
\\\\ \\\
N
— AN AN
- AN N
e AN AN
/ \\ AN AN
/ \ N
/ \ AN
N
AN
/ — ™
/ N
/ / \
/ / )
( /
/ . /
/ N/ /
¢ "/ /
. {
AN
\\\
. N
N
AN
\\ N
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Individual vs. group A
/ AN

One of the primary cultural orientations you should be familiar Wlth when conductmg
business internationally is individual versus group orientation. People\m cultures with
an individual orientation usually make decisions quickly. Employees W\xo are not

supervisors are frequently asked to participate in the dec1s10erak1ng proeess \\

There are several guidelines to help you conduct business Wkth people in an 1nd1V1dual\—
oriented culture. One is to prepare for decisions to be made qu\tckly You should also
realize that the person negotiating business probably | has theperrmsswn to commit
individuals who are not present and will be reluctant to end negotlatlons Wlthout a -
resolution. Show respect for the negotiators in this case because they have been sent to
negotiate alone, which means they are probably h1gh[3/ respected and trusted Wlthm the
orgamzatlon / / A ~

People in cultures with a group orlentatlon usuaHy take longer to make de01510ns and
sometimes defer decisions to superv1sors or t0<reach a consensus When conducting
business with people in a group-oriented culture, show patlence andrespect by giving
negotiators time to consult. Keep in mind- that the goaLof gfoup orlentated cultures is to
build long-lasting relatlonshlps N ™

/ N -
Religious systems \\ N \ Y
Religions of some culturés haVe no 1mpact on how the1r members handle business.
However, in others cultures rehglon can greatly affeet how business is done, as well as
when it is done. For example the days of the. WorkWeek and holidays will be affected by
the predommant rehglon of the area you are VlS}tll’lg

\
\

Mascuhnlty vs femmlmty

It’s 1mp0rtant to-consider how gender and work roles affect international business. In a
culture that 1S\predom1nately mascuhne women might face discrimination and might
not be’ takenéerlously —/

Néutral/vs affectnfe feelmgs

(Neutral arfd affectlve feehngs affect how people conduct business. In cultures that have
‘neutral orlentqtlons/(oward personal feelings, people typically don’t reveal what they are

- thlnkmg or feeling. Several guidelines can help you conduct business in this type of

s ‘\Culture “A lack of emotlonal tone doesn’t indicate boredom or lack of interest. The focus

/ 1sn °t on the people o(mductlng the negotiation, but on the subject of the negotiation.

S/ In cultures that héve affective orientations toward personal feelings, people readily
/ <ff\ / reveal thoughts and feelings. The emotions of these people flow easily and without
{ inhibition because heated and animated expressions are the norm. It’s important to
\ 4 rernemberthat individuals’ enthusiasm in tone and gesture does not indicate that they
o haye made a decision. You should also realize that the negotiation is frequently more
/ N focﬁ§ed on the people involved than on the subject of the negotiation.
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Ascribed vs. achieved status

The way in which cultures determine status can affect how you conduct bus1ness
Ascribed status is used in cultures where status is given to individuals because ofage
class, gender, or education. In ascribed-status cultures, there is an extensive use of titles.
Respect for superiors is a reflection of how committed you are to the organlzanon and

its mission.
\

Achieved status is used in cultures where status is given to individuals on the ba51s of
their achievements. In achievement-oriented cultures, people use trtles only when
relevant to the skills a person is bringing to the task. They respect superiors based upon
their knowledge and how effectively they perform their JObS Senlor managers might be
of differing ages and gender. . )‘

\

/ / // \\\ - / /
: / / ~_
Time

A culture’s orientation toward time can greatly 1mpact the s way 1t conducts busrness
Cultures can be oriented toward time in three ways: Ppast- -oriented, presen,t—orlented or
future-oriented. Past-oriented cultures concentrate heavlly on tradition and on/ the origin
of the family, business, and nation. Present- orlented cultures believe that actlvrtles and
pleasures of the moment are the most 1mportant and that nothrng should be left until
later. \ \ /

When conducting business in past- and present orrented cultures research the history,
traditions, and past achievements of: the company Durlng negotlatlons emphasize
history and tradition and agree on future rneetrngs but cTon t enfOrce deadlines.

Future-oriented cultures are concerned Wlth potent1a1 asprrat1ons and future
achievements. People fromr these cultures feel most comfortable when they are able to
develop a plan. They show great interest-in youth and in future potential. In a future-
oriented culture, research the future prospects and technologlcal potential of the
company. Empha51ze the freedom and future opportunlty of the company and agree on
specific deadhnes ’ /

Keep in mind that cultural orrentatrons will vary from one country to another.
Sometimes, these orlentatlons also Vary from region to region within a country. It’s
essential that you learn the culturaI orlentatlons of the place you’re visiting.

/\

Do it! B-1: Understandmg cultural orientation
AN /
g
E/xermses N/
Ask students to identify h/ From where can you get 1nformat10n about the place you are visiting?
other sources that can/be \ /
added to the list. . Web sites /
) . Tfav\el | books
/*; N N . o F
/ \ \\- Co-worke(>s who have made trips to the location in the past
/ :\\\ \\\ ) Vi
/ 2 Identify the cultural orientation associated with quick decision-making.
V4 A Speed orientation

B Task orientation
¢ Individual orientation
D

Group orientation
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3 In the following scenario, Valorie, an employee at Icon Internati is having a

time to give you an answer regarding the acceptance or ijectionaf your
proposal? ~_ \
N

Valorie: Well, I think I would ask them what was takmg SO 1\1g Then, I Would
push for an answer.

Do you think Valorie’s approach is correct? Why or hy not‘7 - /

No. She needs to give her counterparts time to’ con ult ea otfy/aﬁotghelr superiors
because they are a group oriented culture.

Answers might vary 4 What is your experience with péQp\lf: who have different cultural orientations?

5 You are the regional director of Icon\l{rod&\%d ervices division. You need

to visit some Asian ouﬂtrles finalize some business. The success of these deals
depends on how you hand{e your clients. Mos
oriented culture. What guldehnes should you
business with them? " \ \

\

f these countries have a past-
ep in mind while conducting

o Researyﬁ the. hlstory, traqmons, and past achievements of the company.

o Don/énforce deadlines. - \

\

e Emphasize  history and tradltlon yrégotlatlons

toward personal feelings, people don’t
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Respect your hosts \\
Explanation Take the following actions to show respect for the people with whom you are dc{t/ng \\
business: AN N\
/> AN AN
Q e Learn some local language. ST~ . N\
e Learn the local gestures. < ™ .
e Be a good conversationalist. N\ N~ )
e Apologize for any faux pas. // S \\\\ \ /
/Z/\ ~A \\\
Learning some local language N N\

Learning a little bit of the local language can impress yourhosts /Even 1f you\aren ‘tat
all familiar with the language, you can easily learn a few phrases thamgl help you
interact with others. For example, learning the proper greetlng and farewell, the words
for “please,” “thank you,” and a traditional toast ca,rl help YQLI be sucgessfu}

AN </ / /

Learning local gestures N N4 /

You should familiarize yourself with accepted geStures in the country you’ re visiting. In
some cultures, business cards are exchanged ina forrhal manner. In these/ countries,
stuffing your colleague’s business card/in your: pocket mlght be ccnsulered offensive.
It’s polite to have your business cardprlnted in the local language on one side and in
English on the other. N AN />

\ N
\ \ AN

You’ll also need to understand accepted forms' of persona} address To avoid offending

anyone, you should know whether or not. to use people s titles when referring to them.

Find out if any common gestures you use have dlfferent meanings in another country.

For example, the “thumbé -up” gesture is mde n Austraha but it is the signal for
“number one” in Germany and. the 51gna1 for the number five in Japan.

\
/ > /

Being a good conVersatlonahst

Try to be a good cons/ersa,tlonahst on international business trips. Reading about current
events in the region’ camprowde youW}th topics for conversation. Always avoid
religious and pohtlcaivdlscugsmns/ /
4 / /
Apologlzmg f01‘ any faux pas a
If ;1/ t any p01nt you sense that yowhave made a mistake, address the issue immediately.
lﬁ many 51tuat1q)ns the responsé you get from your hosts might indicate that you have
/ don% or said something offenswe When you make a faux pas, apologize for it. If you
// are%l?sufe about what you /did wrong, ask for clarification. For example, you can say, “I
<\ think V'have offended you and I’m sorry. Please tell me what I’ve done wrong.” Asking
AN for clarlﬁeatlon will help you learn about the culture and avoid mistakes in the future.

\ AN AN
ya N -
/ \ AN
N
AN
/ — ™
/ RN
/ / \
/ / )
( /
/ . /
/ N4 /
¢ V4 /
N <
\\\
. N
N
AN
\\ N
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Do it! B-2: Showing respect for your hosts ya

\\

Exercises

1 List some ways in which you can show respect for your hosts.

Answers might include:

o The appropriate greeting and farewell

o The words for “please” and “thank you”

Ask students to share 2 Common gestures you use might have different
their examples.

internationally.
A History and current even
B International travel \e\m\d mone
C Art and culture \\
D

Religion and politics \

4 Determine the couf§é‘o£acit{on to take if you commit a faux pas.

i&kljf make a joke to cover the situation.

// // /
{ /
™ / /
N4 /
~ T .
S N
/ \ AN
/ \ /
/ \ .
/ \ N
/ ‘ N /
§ /
/ A~ |
/ / N\ / v,
/ ) -
/ /
/ / /
/
/ / /
<\ /
N /
- s /
N <
\\\\ \\\
N
e N \\
/ N h h
RN AN AN
/ N
/ N\ AN
/ \ AN
N
AN
/ — ™
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/ / \
/ / )
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/ . /
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/
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Business Etiquette

Unit summary: Traveling for business
<\ \\\
Topic A In this unit, you learned some guidelines to help you become a courteous traveler\\ \\\
You learned the importance of respecting others to represent your cornpany well. You .
also learned the rules of etiquette to follow when traveling by plane and train. You A\ AN
learned that you should respect your fellow passengers and the crew. Next, you learned \\>

Topic B

etiquette for traveling by car. You learned that you have to be courteous to other \
drivers on the road. Then you learned some rules of etiquette whl)re staying zit hotels
You learned that you have to be polite to the staff and be prepared to tip them. \
properly. N T \\
Finally, you learned the importance of cultural orlentatwns You learned that you have
to eliminate ideas of cultural superiority when traveling’ 1nternat10nally Youalso ./
learned how to show respect for your hosts. You learned that showmg respeet is not

only polite, but it also improves your ability to do busmessW1th people in other

countries.

Review questions

1 Select the guidelines you should foHOW when travelmg 1nternat10nally on business.

A Make travel arrangements as soon as you know your tr}p dates

Give a copy of your 1t1nerary to your ofﬁce family, and hosts

\

Plan to arrive just before your meetmgs or appomtments

\

Be self-reliant and treat others with. respect

o O W

E If you must trave} from the alrport to your meetmg, take a taxi.

2 What guldelmes shﬁfuld you follow When worklng during a flight?
A Don t spread/your papers across your neighbors’ tray tables.

B Do most of your Work on your cornputer
C Ask your nelghbors 1fltyp1ng Wlll bother them.

/ /D Move to a row 7 of empty seats where you can spread out your work.
E Keep phone calls to a ‘ninimum.

3 What can happen if you ignore culture when traveling internationally?

Custorﬁers and co-workers might feel alienated, and efficiency and profit could suffer

4 In cultures that have toward feelings, people readily reveal thoughts
and feehngs

affect/ve of/entat/ons
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5 Name a behavioral characteristic typically found in future-oriented cultures?

They are concerned with potential, aspirations, and future achievements.

6 How is status determined by different cultures?

Ascribed status is used in cultures where status is given to individuals b\e\é?iuse\g\ ge, clas
gender, or education. Achieved status is used in cultures where status is given to individuals
the basis of their achievements.
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This yfmmgry ains 1nformat101f to help
youbring the B/(Zours to a successful

cgnclusﬂ)n u /hg this 1 \rkﬁormatlon you

Wlll be able to: / / / //
AN /

/ A Use\the summary te}(t to reinforce what
(\ Xiydenté have leamed in class.
L0 o N /
/N § Direct stydents to the next courses in this
\ serles (ifa }ly) and to any other resources
thaN\mghf help students continue to learn
about business etiquette.
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S-2 Business Etiquette

Topic A:

Course summary

At the end of the class, use the following summary text to reinforce what students have

learned. It is not intended to be a script, but rather a starting point. ~_\
. . \ A
Business Etiquette N\ X~
V2 NN
Unit 1 S \

In this unit, students learned the importance of business ethUette They learned how
to create a professional appearance by following dress codes and they learned about
different business attire. Then they learned about ofﬁce ethuette and the 1mp0rtance

of showing respect for others’ space, privacy, and time. They learﬂed h()w to develop

and maintain positive co-worker relationships, and how to avmd rumors, gosslp, and
conflicts with co-workers. Finally, students learrred how to develop posmve Worklng
relationships with superiors and staff. h ¢ /

Unit 2

In this unit, students learned guidelines, for accessmg the Internet at WOl'k Then they
learned about common ethical dllemmas, and how to handle ethical dilemmas
effectively by following common sense gu1del1nes “They also learned how to maintain
loyalty and confidentiality in the work place. Finally, students learned how to handle
common personal issues in the workplace such as ﬂlrtmg, datlng, office romances,
and sexual harassment. \

\
N\

Unit 3

In this unit, students leamed guldellnes for lntroducmg people and actions to take
when being 1ntroduced They also learned how to handle incorrect introductions, and
how to properly’ 1ntroduce themselves. Then they learned guidelines to help them
become good, eonversatlonallsts and they learned the importance of being tactful and
respecting ethnlcal cultural ‘and gender differences. Finally, students learned
professronal conduct in meetlngs and how to handle conversational faux pas.

Unit4 ,
In th1s unit, students learned the ;mportance of establishing a rapport, and guidelines

/to follow whenlreturnlng calls’ and transferring calls. They learned how to apply
telepllone courtesy while usmg voice mail and speakerphones, and how to compose

professlonal e-mails. Students also learned all the features of a standard business
letter. F1nalLy, students, learned guidelines for composing informal letters such as

\\\\N\thank you notes notes of sympathy, invitations, and congratulatory notes.
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Course summary S-3

Unit 5

In this unit, students learned about different types of business func 'o/ns, a
etiquette at business functions. They also learned the rules of etiquette for b
dining and the handling of utensils. Finally, students leam?c)w to handle a

proper

situations that often occur during meals.

Unit 6 \

\
In this unit, students learned guidelines to help theryécomqa c\{urteoi\s traveler //
They learned the importance of respecting others represent\the\{ company well.
They also learned the rules of etiquette to follow when traveling by plane, \galn or
car. Then they learned some rules of etiquette }0/ use while staying at hotels >and the
1mportance of understanding and respecting cultural orientations,  which’improves
one’s ability to do business with people in ther oun zcﬁs\?nally, students learned the
importance of showing respect for theu/ host§



S4 Business Etiquette

- - - A
Topic B: Continued learning after class /N
AN
Point out to your students that it is impossible to learn any subject effectively in a single \
day. To get the most out of this class, it is important that students begin aypﬁlﬁﬁgthgi \
knowledge of business etiquette as soon as possible. % \\
Next courses in this series //\ ~_ \L \\ /
™ -\ \ /
This is the only course in this series. {_ ~\ \\
//\\ o ~_ \\
VA N )
Other resources / / ™~

y / T /
/ oy ~_/
Course Technology’s sister company, NETg, offers a full lipe/ o?zrh@nd computef./
based courses on business etiquette and a variety ot;ﬁther subjects. F /mor)a/\\

information, visit www.netg.com. This course mapé precisefy/to the follt}Wing tbfee
/ )

NETg courses: N 4 ,
. . AN N S /

e Business Etiquette: Office Protocol /' . N /

Course number: 45251 / \\ \\\ /

AN AN
o Business Etiquette: Communicg/fing in Today's Wbrkplace\\ //
\ N \ N/

Course number: 45252 /N Y AN
o Business Etiquette: Busines;‘\F unctié\qs and Mel }7

Course number: 45253 N\ \ \\\ /

N\ \\ 4
/ \\\ \\\
/ \\ \\
// \\ \\
L . ~\ \
/N /
/ N
/ //> //
/ / — /
// // /\\

/ N/ 2
AN /S /
\\\ & Y, ) /
B S 4 /
/ NN /
/ YNl S
/ g / /”\\"‘ ,"J — \\//
/ \// //
- /
\\\ ) < Y
N AN
RN \\ \\
VNN S
/ AN /
/ — \ AN /
/ V. N\ ) \v/
/ (/\ /‘ /
/ \\ / /
vi /
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Index

A

Alcohol consumption, 5-10
American dining style, 5-22
Attire, appropriate, 5-9, 6-2

-1

\
/// \\\\
AN N\
\
AN \
V AN N
/// ~ \\\\ \\\\
/ g ™\ \
.
\ - \\\
) \ \\ — /
H / - ~ \ -
Handshakes, 34 N\ N\
. < \
Hotel etiquette; 6-6 \

/ .
/ /
/ / ~
/ / ~
/ / ~
VAN ~_
/ / / -

Banquets, 5-3
Business casual, 1-5

C

Casual business attire, 1-5
Cocktail buffets, 5-2
Cocktail parties, 5-2
Cocktail receptions, 5-3
Confidentiality, 2-8
Continental dining style, 5-23
Conventions, 5-4

Conversation, 5-19

Conversation, making, 3-7, 3-8

Country clubs, 5-4

Cubicle etiquette, 1-10

Cultural events, 5-5 )

Cultural orientations, 6-8 A

Improper mtroduéuons,S -5 p
Internet use, 2%2 SN
Introductlons makmg, 3- 2, 3 4, 3#5
In\m;atlons respondmg to, 5- 8

//\\\Itmeraryo 6 2

\
N\
AN
N

\\\\\\\\Letters buSmess components 4-15

Letters 1nforma1 4-17
Loyalty, 2.7

Meeting protocol, 3-11, 3-12, 3-13, 3-15
Members-only clubs, 5-4
Memorandum/memo, 4-17

Mingling, 5-10

—/

Dating in the workplaée 2-11
Dining etiquette, 5-26 \ y
Dress code guldehnes 1 4 S

/ - \\

/ N\

/ \
/ \
/ \

Napkins, use of, 5-24
Nonverbal communication, 1-6

o

E-mail et/quette/4 8, 4-11, 4 12

E-mail; flame; 4- 12/

Equal Employrnent Opportumty Cornmlssmn (EEOQ),
2- 12

Ethical behavmr 2- 4

/Expense repOltts 2-4

Eye contact 1-6, 3- 4

F

Office arrangement, 1-12
Office supplies, 2-5

P

Personal business at work, 2-5
Personal grooming, 1-6
Personal information, 2-13
Personal space, 1-15

\El’éme, e“mail, 4-12
Flirting in the workplace, 2-10

Right to privacy, 2-8
Rumors, 1-17

S

Gossip, 1-17

Seating arrangements, dining, 5-19
Sexual harassment, 2-12
Shaking hands, 3-4

NOT FOR PRINTING OR INSTRUCTIONAL USE



-2 Business Etiquette

Sick days, 2-5 U
Speakerphone, 1-9
Speakerphone use, 4-6 Utensils, handling, 5-22, 5-23
Sporting events, 5-5
Voice mail use, 4-6
Table setting components, 5-13, 5-15, 5-16, 5-17
Telephone courtesy, 4-2, 4-3 w
Tipping hotel staff, 6-6 ~
Trade shows, 5-4 Written correspondence, 4-1 2,/ 4-15, 436\

Traditional business attire, 1-5
Traveling, 6-4
Internationally, 6-8
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