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Some regard etiquette as an old-fashioned worcojures up memories of “the
good old days” when everyone knew their place aneldaaccordingly. Somehow
the perception that etiquette is only relevanfémcy situations, such as formal
dinners and wedding receptions, or that it is laiid arcane etiquette deals with
much more than which fork to use for the salad s®wr where to put your napkin.
In the ever-changing modern office environmentjdasquette can teach you
how to deal with almost any situation that comesry@ay. That's because
etiquette is really about respect and leadersiimgethe time to put people at
ease, evaluating the needs and intentions of o#tmershinking before you act. In
other words, good manners are critical for advangwur career in business.

The value of etiquette is far reaching: it helpgdhetter relationships, it helps us
present ourselves positively, it aids in commumacaand it effectuates confidence
in social situations. This is particularly truetiie modern office environment
where gender balances have shifted, new techndlaggreated the need for new
protocol and “casual Fridays” leave us wondering Ittas we're supposed to

dress. Certainly everyone can remember a time wienfloundered with the
guidelines for behavior in a particularly memoralbilesiness situation. Remember
your first job interview? First business luncheo@? the first time you were
invited to the boss’s house for drinks? In eachvaavd situation uncertainty
about the “rules” left us insecure and vulnerable.

This book is a clear and concise guide to basimbas etiquette: how to make a
good first impression, how and when to make intobidums, how to deal with
bosses, co-workers and employees, gender rolassindss, basic tips on
technology, and how to dress in any business stuafll of the information in
the book relates to the basic rule of etiquettackvis putting others at ease.
Etiquette is simply a way to be aware of others, tartreat them as we would like
to be treated. When clients or customers feel odmble with us, they are more
likely to retain our services. When a boss anavodkers find us easy to work
with, he or she is more likely to overlook our dlsomings.

- !" #$% % & -




Finally, when a boss is able to put employees s#,ghose employees are usually
more motivated, more likely to remain at their jolaisd more likely to work hard
for their boss and the company.

In writing this book, we- the experts at Civilitygsrts.com wanted to put the
reader at ease. For this reason, we've includedmly clear and easy-to-find
information, but some fun “bad examples” too. Glaters like lvana Talkalot and
Mr. Monotonous pop up on occasion to remind us tioatatter how concerned
with self-improvement we are, there is always sameeworse off!

Finally, our goal is to bring civility back in s&land make our workplaces better
places to be. We at CivilityExperts.com have bexerouraged by the positive
press and interest from the public in general inbusiness etiquette and civility
workshops. We offer the In Good Company Seriebiminess people because we
firmly believe that good manners are good business.
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The meter is running. You only have so much timenake a first impression and
it goes without saying that you're after a good.ok¢e believe you only have a
short time -anywhere from 15 to 60 seconds- to naaggeod first impression.
Therefore, time is of the essence. A polishedgzsibnal is well aware of the
risks he or she takes when the impact of a firpr@ssion is ignored.

How many times do you think someone has made amrect assessment of you
based on a first impression? Even those of usashsider ourselves seasoned
executives need to be aware of what kind of sigwalse sending. It's pretty easy
to settle into bad habits. Been losing clientsli& Wondering why your social
life seems to have fallen off? Passed over twacélfat promotion? Maybe you
need to practice the tips and exercises in thiptehar the appendix to increase
the chances of making a positive first impressibw. you know how you are
presenting yourself?

Fortunately, we do have some control over firstresgions. There are guidelines
for behaviors, which help define your presencedisiped and professional even

before you have an opportunity to speak. Takesdffeassessment quiz and see

how much you know.
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1. When | am wearing a nametag it should be on myt tagrel.
True or False

If a man and woman meet, the man should alwaysttekaitiative and extend his hand
to make an introduction.

True or False

. At a formal event, a man need not wear a tie.
True or False

. A good handshaker maintains hand contact untihaonduction is complete.
True or False

. When you meet someone new you should always stahéxdend your hand.
True or False

. Gossip is a typical and harmless activity in thekptace.
True or False

. When introducing your boss to your spouse, youysay spouse’s name first.
True or False

It's easy to remember someone’s name if you astsothair name with an unrelated
object.

True or False
. You have between 30 and 120 seconds to make anfijpséssion.
True or False
10.Even in business men should hold the door or puilkcbairs for women.

True or False

(See answers at the end of this chapter.)
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Over the course of an ordinary day in the etiguatieness, we meet an average of
twenty new people. How many people do you meeydufre in customer service
or on the front line in your work, you may meetgitrmes that number. If we

could survey everyone you came in contact with,twdeayou think they would say
about their first impression of you?

There are five basic and mandatory rules of ettguet meeting someone new:

Make eye contact

Stand up, if you cannot stand, move your body tdgdnem
Smile

Extend your hand to shake theirs

Say hello

Making memorable first impressions is so simple.sBnple, in fact, that people
undervalue its importance. If you consistentlyadldive of the above, when you
meet someone, you're at least halfway towards nga&igood first impression.

S . I/

In most North American workplaces, an ability tok@dimely and direct eye
contact just may be the secret to your successenWbau come into a room hold
your head up. Scan the room briefly to acquainirgelf with the surroundings,
and then adjust your behavior accordingly. Loo&ppe right in the eye. The only
exception to this rule pertains to dealings witbgde from specific cultures where
direct eye contact is not appropriate.

It is considered very bad manners to break eyeacbduring a conversation,
especially if it is obvious that you are not insgesl in the conversation and are
prowling for prospects amid pretending to showreséto someone else.

If you are approached by people you are not intedas meeting, be polite, but be
direct. Make eye contact, shake their hand andhelg. There is no reason you
cannot politely say, “Excuse me, | hope we canlsjpgain later,” or “if you'll
excuse me, there’s something | have to attend $mxiile and make your exit.




People recognize when they are being treated iehg so be sincere in greeting
them but don’t pretend you're interested in haangpnversation and do show
them the courtesy of not wasting their time either.

Throughout introductions, maintain eye contacttbuhot to stare. One hint is to
shift your view to the person’s eyebrows aftera $&conds so that he or she
knows that he or she has your attention but treen®i an uncomfortable glaring
into a person’s eyeballs. We often tell youngadraih to keep direct eye contact
long enough to know a person’s eye color. Whatgweardo, don't let your
attention or your eyes wander when engaged intapdiaction.

< !

Be safe! The handshake is the only universal

accepted greeting in North America.

As you travel through different countries,
acceptable greetings might change. In some

places, hugs and kisses are not only suitable

also expected. In typical North American

environments, business colleagues may feel quiterafortable when others are
hugging. How often have you seen this situatiobhe®n on the outside looking
in? Clients or associates wonder where to loakamy unsightly group hug will
be initiated. Patting and inappropriate touchiag also be misconstrued as
harassment in some work situations. Better td stith the ever safe and
appropriate handshake. In North America peopléjwdige you based on your
handshake and yes, you should always shake harefsyoln meet and greet as
well as when you leave a situation or end an ictera.
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Maybe you've had experience with some of the folfmyhandshakes:

13% # $ This is the infamous limp hand shake.
Could be extended by a man or a woman. This pexstamds his/her
fingers instead of his/her hand and seems to bectixyg the kiss that will
never come. Kind of makes you feel sorry for tberdittle thing. No

secret who's in charge here.

1; %1 There’s one in every crowd. The greeting
turns into a competition, or the threat of nevanpeable to use the crushed
hand again. Either the bone crusher just doesiwtkhis/her own strength
or maybe the plan is to try to intimidate you rigiitthe start by causing
bodily injury.

1 5%22# This is a very annoying hand shake indeed. This
person ends up extending his/her plate of chickegefs or his/her elbow
for you to shake because the other hand is holtieig cell phone, or
cigarettes, or knapsack and they truly don't understhe value of a
handshake. By the time the handshake is finislbedaye probably holding
the majority of this person’s items, wondering wh&r put them.

These handshakes leave us with an unpleasantfpse¢ssion, which can be
avoided by following simple guidelines for a grbandshake.
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A great handshake tells others you are confidetiteaease in your surroundings.
It makes others feel welcome and comfortable irrypasence. Handshakes are
the most commonly accepted (and appropriate) palysantact for men and
women in the North American business arena. A déaadshake consists of the
following:

Keep the fingers together with the thumb up andhope

Slide your hand into the other person’s so thah gecson’s web of skin
between thumb and forefingers touches the other’s

Squeeze firmly and pump two or three times fromeiew

Release after the shake, even if the introductoorticues

Maintain good eye contact with the other person

You should extend your hand when meeting someanhédfirst time, when
greeting someone you haven't seen in awhile, wieamgbintroduced, when saying
good-bye to someone, and whenever anyone elsedsxiesor her hand.

Also, note that extending your arm for the purpaflsghaking hands can often be
just the excuse you need to interject into an amgoonversation and introduce
yourself to that “important” person you've been tiveg to meet. Obviously you
should not barge in and introduce yourself, bugrmtye contact and an extended
hand are enough to solicit a pause in a conversatbake sure you've prepared a
greeting so that you can keep someone’s attentioa gou’ve captured it. Thisis
the key to “schmoozing.” Exhibiting a sense of lourand doing your research go
a long way in maintaining conversation with somenaw. Usually compliments
come into play and a great conversationalist unaeds that people love to talk
about themselves so they will generally maneuveictinversation so that they
quickly become the listener.

In the next chapter we’ll discuss tips for rememigesomeone’s name after
you've successfully completed the handshake.
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Time constraints and fierce competition in the madrusiness world dictate that
we are often called upon to make business contac&sual, “party,” or social
situations. This is called “schmoozing.” On theednand, mixing business and
social activities makes sense. Four or five pegpleneed to meet are in the same
room at the same time and it's a perfect opporunichat with them, make a first
impression, and get a sense of who they are. ©ottier hand, the rules in these
situations can be extremely complicated. How ane gxpected to behave in this
situation and how do you make the most of it whlgntaining your professional
reputation?

First of all, etiquette dictates that you're fattbe off making a few solid and
memorable contacts than you are fluttering aroleddom shuffling business
cards like a blackjack dealer. It may seem alittintradictory, but sincerity is the
key to good schmoozing. Do you homework so thatrgoconfident, make eye
contact, smile and be direct whenever possibldl tlkaevent host/hostess to find
out who will be attending the function. Map outatlyou hope to accomplish and

prioritize those you need to meet most at the fanctKeep in mind the purpose
of the event, however, and be tactful. For examgteryone knows that
fundraising events, while primarily about raisingds for specific cause, also
serve a networking purpose.

But there is an appropriate time and place forygherg. You would never
approach the doctor who is presenting a keynotesadan children with
disabilities at a fundraising event and try to &éth a new, unrelated
pharmaceutical your company is representing. Hewewu should certainly
introduce yourself, comment on their speech, askhier card and follow up with
a sales call at a later date. Of course, if thetatanitiates a conversation about
you or your company, by all means take advantaggekdep it brief and make
arrangements to discuss it further at a more apategime and place. Good
manners also dictate that you should not attenshdrising function with the
intention of schmoozing if you have not made someation, whether time or
money, to the specific cause.
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Once you have scanned the room and targeted sonmekeacts, make your way
over to them. Don't beeline and look over-eagentmich for a moment when the
“targets” are alone or not seemingly engaged i @eaversation. Be polite to
those you pass on the way, shake a few hands, andlenake eye contact but do
not get caught up in a conversation. If you findinself “trapped” by someone in
whom you are not interested, be respectful, sayesiung kind-“Enjoy your
evening” or “do try the shrimp canapé”-to close thenmunication and excuse
yourself.

If it appears that the person you are dying to lspath will be completely
occupied for most of the evening and the host doéfiave an opportunity to
introduce you, make your way over to the persomayy Wait for a break in the
conversation and while extending you hand say samgtike, “Excuse me for
interrupting, Mr. Guest of Honor, my name is Misavd to Meet You, | know you
have many people to talk to tonight so I'd likdg¢ave you with my card and ask
that | may call you next week so we can talk more.”
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In our workplace seminars we teach our studentdithapercent of all
communication is nonverbal and of the fifty percehich is verbal, more than
half is quickly forgotten or misunderstood. Thslicates that if your body
language does not echo what’'s coming out of youstmavhoever is listening is
probably not getting the message you are tryingptamunicate. One important
aspect of nonverbal communication is posture amly lemguage. Are you in
control of all your actions? If you are truly thaster of your domain, you are
aware of all the signals you send at any given.tifigere is tremendous power in
understanding this. Not only can you better cdritre messages you send, but
also you can properly read signals sent by othidese are some people you may
recognize from previous first impressions.

$ This woman has A-T-T-I-T-U-D-E written all
over her. From the stern expression on her fabetserious gestures and
stiff posture, it's obvious to all she would ratler somewhere else. Don't

even approach her unless you brought a sweateudeshe’ll be venting
and it will be chilly

, @& This guy can hardly contain himself. Just likeeaitable
pooch, he’s straining to break free. Either oneekshakes or one hand
clicks the pen incessantly. He runs his hand gjindus hair constantly and
the rapid “yeah, yeah, yeah” starts to sound liketipg. His eyes are
darting all over the room and if he’s not set losgen you might see
something running down his pant leg.

, %.,# Wow! What confidence. Not a care in the worldisT
character acts like he’s got it all in the palmhif hand. You can tell he
contemplated leaving the suit jacket in the cae’sthlready helped himself
to a handful of mints, he slouches comfortablyhi@ boss’s chair, and he
loosens his tie and maybe one too many shirt bsittéte’s not at all shy
about scratching if he has to and if the meetiagéption/interview go into
overtime, he just might take off his shoes. Yikes!




;& 000000000, I'm so excited to see you because
I’'m so gorgeous | can’'t stand myself...this courtége cupcake flutters
around the room brushing up against everyone sle¢smé&ou’ll have to
help her with her chair because one hand’s busyirtigyiner hair while the
other adjusts her skirt. What kind of businesssihd say she was in?

How do you master body language? How can you leamto send signals and
how to read them? One way is to watch yoursealiemirror. Practice doing a
speech or presentation and watch what you do waitin lgands, feet or eyebrows.
Ask a friend or family member if there are specifabits or gestures they've
noticed you do when you are engaged in conversatiovhen you don’t know
you're being watched. Most of us have some sigeajasture or habit that others
notice that we may not even be aware of. Somedygestures and their
interpretations are:

- Arms crossed over the chest sometimes sugges that
person is not open to the subject or ideas thabeirey discussed. It might
be interpreted that they are closed-minded or angry
( Some people furrow their brow when they are deep
in thought or reading or straining to see somethi@ften people
misconstrue this gesture to mean that the perstimtia@ furrowed brow is
angry, worried or confused.

& * ) * This gesture typically means that
someone is tired or physically uncomfortable but gan often be
interpreted as boredom, disinterest or impatience.

* * Some people have the habit of
unconsciously tapping their foot, fingers or pen8lbme even shake their
knee so that their chair or table moves. Usuakgsé are energetic people
who can’t help but move constantly, but peoplehgirtcompany find the
habit unnerving or distracting and often think #h@gople are uninterested
in the topic at hand.

o A) )< People
usually do these things when they are nervouslaidlack of self-
confidence will be obvious to everyone in the room.




* In lieu of saying yes or no, some people noddigyor
persistently. Often nodding is merely a way ofimgt others know that they
have your attention. To the listener, howevereti#ge nodding can be
interpreted as dismissive, or even worse, may kentas agreement or
nonverbal consent.

Understanding your personal habits and nonverbahwanication gestures will
enable you to practice controlling them. This coinvill benefit you greatly in
situations where the balance of power is vital.

Now that you know the value of first impressiorake a moment to do the
following quiz.
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Rank the following in order of importance when yare making a judgment based on a first
meeting. Then rank your own skills in each arearter of your strongest attribute to weakest.

Strongest

Weakest

Clean & neat appearance

Handshake

Friendly smile

Posture

Appropriate clothing

Expressions

Speech styles

General mood

Smell/fragrance

Tact/self-control

Listening skills

Knowledge/preparation

Sense of humor

Consideration/politeness

Respect for time

Tone of voice

2 (- |/

(See answers at the end of this chapter.)

Points to remember: Good manners are an investmgourself and in your
company. You have a maximum of 60 seconds to radket impression so make
it count. When you meet someone, stand, make eyaaop shake his or her hand,
smile and say hello. Be mindful of the messagesgnd through your body
language. Most communication is seen and not heard

#$%
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. True: You should wear the nametag on the right liezghe majority of people shake
right-handed. As a handshaker reaches to shakehpma, his/her eyes will
automatically glance at your nametag. Further|gfieside is traditionally reserved for
badges of honor, ribbons or jewelry with emotiom&laning, or corsages.

. False: Whoever is designated the host, or whoeviei highest in “rank” should initiate
a handshake. If this person is unaware that s$hissi or her responsibility and the
handshake never comes, anyone may instigate jlsh@®s someone does.

. False: A formal event dictates that a dress jaahkdttie are required.

. False: The handshake should end after two or phue®s from the elbow, however, the
smile and eye contact should continue until theoahiction is complete.

. True: Standing when you meet someone is a wayrafraanicating that you respect
him/her, recognize his/her status and are intet@stthe introduction. If you are seated
at a table or desk, you should rise and come out fsrehind the desk to greet people.

. False: Gossip is the height of incivility in the kplace. Refrain from participating
whenever possible.

. False: The correct way to introduce someone isyalse name of the person of higher
status first. In a business situation, the bossdse important than a spouse.

. True: If you associate a person’s name with anlate@ object, you will probably
remember the name better. For example, if | m@atraan named Mrs. Bunne, | might
visualize her holding a rabbit. Next time | see, liee image of the rabbit should come to
mind and | will recall that her name is Bunne.

. True: You have a very narrow window of opporturtidymake a first impression. Make
it count.

10. False: In business, men should do for women astsscihe same things they would do
for men. If the man would not hang the coat ot put the chair for a male junior
executive, he should not do so for a female juaiacutive either and the woman should
not expect it. If however, a businessman behakesicously in a business situation, a
woman should graciously accept.
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There is no sure-fire right or wrong answers; hosveresearch suggests that in most North
American business contexts, your tone of voicetysesand eye contact say a lot about your
confidence and credibility. Additionally, how peepldge the appropriateness of your physical
dress and demeanor based on a specific settindpetpiuild impressions of competence. One
important issue is understanding that if you judtdesrs based on certain elements in a first
impression- you should be sure that you have adddethose elements yourself, this helps build

trust.
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Now that you've approached, or been approacheddigeone and the
preliminaries have been taken care of, how do youged with the introductions?
This can become a very complicated process. Thst important thing to keep in
mind is that any introduction is better than ne@aduction. In addition, a polite
person is not going to pint out the error of yoays. The only exception would
be if you have mispronounced a name or incorrexttbched a title or label.

Etiquette dictates that if introduction errors ag¢hbey should be corrected
promptly. This saves all parties involved from patal further
embarrassment. For example, if you name is MissiBiand you are
addressed as Mrs. Brown, you should make the dmneicnmediately.

Remember etiquette is about putting others at @addrandling an awkward
situation with dignity. If you found yourself imawkward situation, which
involved introductions, would you know what to ddake the self-assessment and
find out.

Regardless of any other rules, the most importangtto remember about
introductions is-MAKE THEM. If you are unsure &fet “rules” or the proper
order to introduce someone, don’t worry about @ do the best you can. Itis far
ruder not to make an introduction that it is toaduce in the wrong order.
Chances are the people you are meeting are alsoeuasd even if they do know
better, they should be polite enough not to saytang.
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1. If you are being introduced to a person with nodsanvhat would you do
$

I (0$ - S&# $ " i
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. The first time you meet a client, she skips thedsaiake and hugs you close, what do you
do?

a. Hug her back
b. Pull away slightly and grip her arm to indicate yame@ uncomfortable
c. Make a joke butt get the point across that yousarprised by the greeting

. You meet someone who has a lazy eye, where doogi? |

a. Atthe area between his/her eyes
b. Don’t look at his/her eyes at all
c. Choose one eye and maintain contact

. How would you introduce your boss to your spouse?
a. Mr. Boss, I'd like you to meet my husband

b. Husband, this is my boss, Mr. Boss
c. Husband, I'd like to introduce Mr. Boss

. What do you do if you forget someone’s name whanam being introduced?

a. Fake it and avoid having to say the person’s name
b. Apologize and ask the person what his/her name is
c. Excuse yourself and rush away

. How do you react when you approach a group andcheaatends their hand or attempts
an introduction?

a. Extend your hand and introduce yourself
b. Ask if you may join the group and just start tatkin
c. Interrupt them and pass out your business card

. What do you do when you are introduced to a vigualpaired person?
a. Talk louder than usual

b. Wait for him/her to extend their hand and procesdsual
c. Stand close to him/her and talk about yourself




8. If a colleague of yours joins your table, are ybligated to introduce them to everyone
at the table?

a. No, you just need to say hello and speak to themnsgdf
b. No, this is up to the host to do
c. Yes, even if you do not know everyone at the table.

9. How would you introduce yourself to a dignitary?

a. You wouldn’t. Wait for them to introduce themsedwvte you
b. Ask the host at the event to introduce you
c. Just approach them and extend your hand

10.How do you greet yourself to someone when theeelasmguage barrier?

a. Don't bother, you're wasting your time
b. Just proceed as normal, only speak slower and ftoude
c. Make eye contact, smile and extend your hand. pdech is necessary to make

someone feel welcome

, ( 4(

The chart below outlines the direction of introdocs. Remember in business
situations the client is always the most imporfason and in social situations the
non-business person is always the most importasbpe

Greater Status Lesser Status

Client Anyone

Your boss Junior executive

Old colleague New colleague

Guest of honor Anyone

President Significant other

Significant other Acquaintance

If, for example you are at your staff Christmastyand you wish to introduce
your boss to your spouse, you would say, “Mr. Biddjke you to meet my




husband, Mr. Wonderful.” If, however, your husbamdl you run into your boss
at the neighborhood grocery store, you would sy, YWonderful, I'd like you to
meet my boss. Mr. Boss this is my husband.” Imchever situation, business or
social, the person of lower rank is “presentedthi person of higher rank. The
person who is more accomplished in the particutaason “receives” the person
less accomplished. One easy way to get it strasgiotalways say the highest-
ranking person’s name first.

It's always a good idea to mention the personfs tityou know it, and/or say
something about the person you are introducings ptovides a starting place for
them to have a conversation. For example, wheadaoting y our boss to a new
client you might say, “Mr. Client, I'd like to inbiduce you to my boss the CEO of
XYZ Company. Mr. Boss, this is Mr. Client; he reetmarketing manager for STV
Company who is just coming on board with us. Yaymemember meeting
him/her at the client appreciation party last weekhis saves both the boss and
the client the embarrassment of not remembering eter's name, title or
forgetting where they met. In addition, each magve the appropriate respect to
the other. In theory, the boss should extend &ngltio the new client, but it
doesn’t really matter as long as someone initiateandshake.

If you are introducing more than one person am titry to introduce them
according to their rank. If you are unsure of geee’s names or rank, simply say,
“Ladies and gentlemen, I'd like you all to meet Nhuest of Honor.” This is an
unspoken directive for everyone to extend theirdiseand introduce themselves. If
no one takes the bait, prompt them further by gatorone person who you do
know, “Mr. Save Me Please, I'll let you start tiéroductions.”
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What if you forget someone’s name when you aregoittoduced? Here are
some tips on remembering names. Whatever youaidt oy to fake it-you’ll
only end up looking silly.

Repeat name during introduction

Repeat name when departing

Associate name with object or situation

Associate hame with someone you know personally

TIP: Wear your nametag on the right side. Mosfpeare right-handed and when
they reach to shake your hand their eye will autaraly go to your nametag.
Seeing your name written will help them remember it

Hi my name Is

- !" #$% % & -
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Now that you know some of the guidelines for introgions, how would you handle yourself in
the scenarios outline here?

1. You are one of several guests at a formal diniYeu have been seated with four people
you've never met before. What would you say or do?

You have a c-worker who is constantly hanging adoywur office, eavesdropping on your
telephone conversations, gossiping and generalyimgayour time. What would you do?

In the middle of a conversation with a potenti&ial, your associate tells an off-color joke. slt i
obvious that the client is uncomfortable. What {dorou do?

At the annual Christmas party you are designatedtistess. How would you introduce the
following?

a. Your boss to your key client

b. Your co-worker to your spouse
c. One client to another

d. Your receptionist to a higher-up

You are in the middle of a meeting with a clienyour office. Your phone rings and the call
display indicates that it's your boss. What woydi do?




)

We can thank our Japanese friends for the ritublisfness cards. The exchange
of business cards is one of the most important conacation behaviors in
business and it is practiced all over the worldakklsure you have cards with you
wherever you go and remember the following rules:

1 *> /() You should present your card as ifitis a
gift you are giving someone. Be discriminate anod'tlbecome known as
“The Collector” or “The Blackjack Dealer.” When yare giving your card,
“present” it with the writing away from you so theceiver can take a
moment to read it and ask questions. Make suregerd is clean and not
scribbled on or bent. The business card is a smapshot of you
professionally and it will be a factor in peopléist impression of you.

*> /() You should offer your card if you are
involved in a conversation and the other partydasessed interest in you
or what you do. Do not give out cards in socialations. Soliciting
business at public events like weddings, funeeald, house parties is
considered in very poor taste.

, < * - ) If you are a subordinate,
you should walt until a superior offers you a cagimilarly, do not ask for
business cards in social situations and be disordrisiness when you ask.
Remember, the potential client or potential emplagdranding you a gift
when they give their card and there are respoitgiithat go along with
accepting the gift.

() ) ) Only give
business cards when business is involved. For gbeath would not be
appropriate to attach a business card when youftmmers to a co-worker
or client who has had a death in the family. Nould it be appropriate to
attach a business card to a fit sent to someona theg’ve just had a baby.
An easy rule to remember is that if there is enmotnvolved (do not send a
business card). In theory, our emotions shouldranixed up with our
business, right? Incidentally this is also thedgline when deciding
whether to personalize (handwrite) a letter/noteadr
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When giving or receiving business cards, try toidtioe examples of these
characters:

1 ## This indiscreet individual collects cards as #yth
were collector’s item baseball cards. They piclcapls everywhere they go
and are sometimes very obvious about how thengfiflystem works. Left
jacket pocket-Keepers, Right pants pocket-discamdgje pocket-Use for
scrap paper or toothpicks.

1 # @5 @9%.# This person doles out cards like it's a
poker game. People will have a tendency to thuekdard is less valuable if
everyone has one. It's a strange phenomenongklike people will wait
longer to get into a busy nightclub if there’s alitg a line forming when
they arrive. The harder things are to get, theenp@ople want them.

$ ( ? ) >

Apparently in days of old, conversation was an 8Mtich emphasis was placed on
grammar, vocabulary, and tone of voice. Peopla éaad-wrote letters to each
other regularly. A feather pen was the vessepbmtry in motion. There’s no
guestion that people in general have forgotterr thanners when it comes to
conversation. People will talk about anything.eThart below lists some
appropriate and inappropriate topics for convessatiRemember, how you feel,
or your opinion, is secondary in business convensst The only thing you should
be concerned about is making the client feel corabde.
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It's all about the investment of time and you'dén&i lose a deal because you've
insulted someone during a casual conversation. eiRdrar, the best
conversationalist is a good listener.

Inappropriate topics regardless of the social @irmss situation are:

$>)A )< A ( Meet SHERRY
SPRING IT ON ME. No topic is off limits for ShetryWhether it's her
grandma’s hemorrhoids, her last boyfriend’'s prowesbe details of her
last divorce... She will spring it on you when yoadéeexpect it.
2 (A A / RICKY
SLIMMONS and his opinions on eating are a contirneddache during any
luncheon meeting. Prepare to swallow a fair parabguilt if eating just
one French fry in front of this calorie counter.efpeyour dieting tips to
yourself Ricky; we would all rather enjoy our meals

O/ ) Anything about which another party has strong
convictions is a touchy topic. If it's rude, demewy, lewd, racist, or
prejudiced, ARCHIE BUNGLER will say it and he do#stare whose
listening. Wide eyes, gasps of disbelief and distied guests just
encourage him. There is nothing Archie likes lydttan a bantering session
about a hot topic he knows very little about. Heibke it up as he goes
along though and argue until he’s the only blueethBunker in the room.
& ( Meet IVANA TALKALOT with whom conversations might
sound like this, “Oh hello, it's nice to meet youet me tell you all about
myself and how much | paid for this dress. Youjtgte lucky | came along
when | did or you’d have missed out on hearingahtiut me. Don’t bother
telling me about you and | won’t ask because I'allyemore interesting and
Ivana Talkalot about myself. Unless, that igou're willing to divulge the
price of your new summer home”.
SC )(/C < - * (I
- Witness -THE STAND UP COMIC who is
always performing- “I'm the funniest person yowller meet; | even crack
myself up which you probably noticed by my extraddaughter. If you
don’t laugh at my jokes the first time I'll repeaem over and over until you
do. And wait until I'm drunk. That's when the ptecal jokes come out;
remember when | snuck that dribble cup into theagament meeting. Ha!
Ha! Ha!”
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Appropriate topics for any social or business situnaare:

Good news

Congratulations

Weddings, births and celebrations
Cultural events

Sporting events

Web sites

Books, movies, magazines
Weather

There are probably additional inappropriate tofined apply to your specific line
of business.

[/ *?
Speech style is what differentiates us when it ®@tagublic speaking and

presenting ourselves conversationally. Mastemgppiropriate speech style enables
you to present your case in a way that encouraipesoto listen. Polished speech

style incorporates the following:

Speech styles include:

> ) Your tone should be even but not monotonous or
without expression. Depending on the speakerlis stiye tone of voice can
make the message formal or informal, instructiamgdreachy and so on.
Tone of voice is often indicative of the speakensod or attitude. A slow,
lifeless tone of voice can be as frustrating agh-pitched, squeaky voice.
Tape record yourself and see how you sound to saither
B (- When you speak, the volume should be just lowigh that
listeners do not have to strain to hear but quetigh that they have to
focus to get the point you're making.
2 ( Remember that your nonverbal communication istatext
to your verbal communication. Make sure you areantrol of the
messages you're sending. Dramatic hand, arm @l fgestures are often
more distracting than informative.
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) -- Make sure your message is being delivered at a
level you audience can comprehend. Conversatiofyding vocabulary

and tone, should be adjusted depending on whonag@apeaking with. It
goes without saying that you would speak differetdla group of school
children than you would a board of directors.

# * Pause on occasion and listen for feedback-verbal
otherwise, from the audience.

- - Everyone loves a good story. Just be sure that
you're believable. If you do have your audiendelsattention, someone in
the crowd is bound to call you on the facts.

(- 1
Here are the key things to consider when it corn¢ké art of conversation:

Limit personal conversation during business hours
Avoid name dropping and gossip

Do not ask personal questions

Speak clearly and use proper grammar

Remember that conversations are rarely kept inidente
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. b) Stand, smile and make eye contact but wait thijperson indicates how he/she
wishes to proceed with the introduction.

. €) Without making the client uncomfortable you eee your sense of humor to get the
message across that you are uncomfortable withubging. When you meet next, put
your hand out immediately to show you prefer tokehlaands.

. a) Look at the area between his/her eyes. The@pdrsows you are unsure where to
look and may say something to let you know he/slemmfortable with the situation.

. a) In a business situation, you would say Mr. Béddjke you to meet my husband Bob.

. b) You should look him/her in the eye, apologizd ask them to repeat his/her name. A
sincere smile and sense of humor will also help.

. a) If no one is taking the initiative, you shouldl ghead and start the introduction process

. b) Wait for the person to verbalize a greetingxderd his/her hand. Do not touch the
person unless he/she gestures that it is okay smdo

. a) If you know the other people at the table,ould be nice to introduce everyone,
however, you need only introduce yourself andHetriewcomer proceed at his/her own
level of comfort.

. b) Answer a) would be fine too but the best ch@sd® ask the event host to introduce
you.

10.c) A sincere smile and eye contact is often endoghake someone feel comfortable
when there is a language barrier, without drawibgndion to the issue. A handshake
reinforces respect. There is no need to strugdlewords.

$% ,

. If you are seated with people you have never metla® host who seats you did not
make introductions, you should stand and introduzeself to those at the table. As
newcomers join, rise and introduce yourself to tresmvell.

. If you have a bothersome co-worker, the easiesgtta do is shut your door and lock it
if possible when you are taking important calldandling clients. You could also speak
directly to the person and express your concertis avsense of humor. If this doesn’t
work, bring it up with your supervisor.
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3. The best way to handle this situation is to someladhe client know that you do not
approve of the joke either, but to do so withoubamassing the associate who told it.
Alternatively, you could change the subject, sdiyn ‘not sure that’'s funny” or just
ignore it. Eye contact with the client will be ni@mportant and make a point of
apologizing to the client when alone. Let yourcasate know in private that his/her
actions were inappropriate.

. a) Mr. Client, I'd like to introduce my boss, Mrldhk. The client is always the most
important person in business.

b) Mr. Co-worker, this is my wife, Mrs. Blank. business situations, the co-worker’s
name should be said first. In social situationsgixample if you meet a co-worker at the
grocery store, the spouse would be the more impop&rson.

c) Mr. Client who I've worked with longer, I'd like introduce Mr. New Client. Old
relationships take precedence over new relatiosshigen the persons involved are of
the same “rank”.

d) Mr. Higher-Up, I'd like you to meet our receptist Anne Brown. In North American
business, gender is irrelevant; the only thing toaints is rank.

Let the phone ring. In business the client is gbvidlne most important person. I'm sure
your boss will be glad that you understand thiscept. Also, in every situation, the
person who is present should be treated as morerian than the person who is not.
For example, my dinner partner should be more itapdthan the person who might be
calling my cell phone.
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Work is not what it used to be. Modern workplactsr fast-paced and
complicated interaction in new and unfamiliar sbaiad business situations.
Along with dramatic advances in technology, sucthascell phone and the
Internet, the convenience of home offices, jobisigeand the growing number of
“young presidents,” there has been an incredibhelgeshift in the office-women
are often the bosses and make up half of the war&foAll of this change has
made the office a potentially scary quagmire.

So how do we deal with bosses, co-workers, and@mepk, when we’re not quite
sure what the rules are? When it comes to officgiette, the basic rules still
apply. Etiquette is about putting others at e&®& when you are dealing with
phone and email, you use the same basic technygueswould in person.

Whether you are dealing with a male or female cokeng remember that person is
a co-worker first and the same rules apply to béthd when you are dealing with
a boss or an employee, there is clear hierarchyativays puts the client first.

How do you rate in the office etiquette schemehofgs? Take the self-assessment
and see how you fit into the office.
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. At the office all men and women are created eq@Ednder
should not be a factor.

. When a man shakes a woman'’s hand he should biriass
than when he shakes a man’s hand.

. During office hours it is appropriate to addresxatworkers,
regardless of their rank, by their given name.

. If a businessman and a businesswoman are dinirghteg the
man should always offer to get the cheque.

. When you voicemail co-workers located in the sanmnéding,
it is not necessary to leave your name, as thkegtw your
voice.

. Women tend to be outwardly affectionate so it'syof@a them
to hug each other when they greet.

. We spend a lot of time with our co-workers so #flsright to
discuss personal issues during office hours.

. If | feel like butting loose on Friday happy hoatsthe office,
co-workers shouldn’t complain because it's afteuriso

. If I am uncomfortable with a “too-personal” relatghip that ig
going on between two co-workers, | have a respditgito
discuss this with my supervisor.

10.If everyone in my office chips in to buy gifts foo-workers
and | just don't feel it's necessary, | do not hawelonate.

(See answers at the end of this chapter.)
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When it comes to dealing with the boss, three ssmples apply:

# This shows respect and lets the boss know thakgow who is
in charge. Listen first, give your full attenticamd then ask intelligent
quesﬂons.

This means don'’t be lateyer, and be prepared for
anythlng Most bosses prefer working with peopl®\are solution-
oriented. They generally don’t want to know eveeyail and they certainly
don’t want to be bothered with your troubles, ugjg®u’re in over your
head.

I * 1 Don’t pretend you know something you
don’t. Don't take credit for things you didn’t dod or bad-and don't be a
“brown noser.”

1; The brown noser is the worst. “Yes sir, yes
sir, how high did you say sir?” Brown nosers agepnannoying company to
keep. Even more annoying...it's so obvious to eveeyelse in the office
that Brown Nosers are brown-nosing but they contesmelling like a rose

anyway.

1 $# 1 The idol worshipper is that gung ho,
maybe a little naive employee, who puts the bogven a co-worker on a
pedestal. You can only imagine the disbelief disdppointment when the
subject fails to live up to the worshipper’s ex@dicns. The unknowing
worshipper will never be the same again.

Don’t ever forget that although superior in rartle boss is still “just a regular
person” at the end of the day. One of the prinnaagons miscommunications
occur between employees and the boss is becaupke fexve unreasonable
expectations when it comes to their superiors. 'Duake this mistake. And,
don’t forget that in business situations, the dlisralways the most important
person. Most bosses would agree, however, youdlabuays make a point of
stating your boss’s formal title when introducihgm to anyone, whether it's a
business associate, a social acquaintance orrd. clie
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What do you do when you find yourself in an awkwsitdation where a co-
worker, associate or even your boss is overly famiir maybe gets too personal
when it comes to initial contact or introductiong®ell, for starters, put as much
physical distance between you and the person befpavia too familiar way as
possible. Sometimes you can actually control tiberaction by saying things like,
“Oh, don’t get up, we're just passing through,dtjwanted to introduce Mr. Client
and we’ll be on our way.” The “close talker” witlad breath, the “groper” or the
“chatty” person will not have an opportunity to ged close to the client or
associate. If you smile and show that you resihwcperson’s position but
maintain control of his or her proximity to the n@wner, you can avoid a
potentially uncomfortable situation without offendianyone.

;2 * )<

Relationships with peers and co-workers can bentb& complicated. Trust and
mutual respect underlie good co-worker relatiorgsibonly takes one bad apple to
turn the office dynamic rotten. Over the courséaify work life we interact with

a wide range of personalities.

The following is a list of rules that
The etiquette crisis on the job not only - can help you get along with co-

- workers and clients. These are
based on the “top ten” rude office
behaviors identified by the hundreds
of business people we have spoken
to in the course of our corporate
conduct training sessions.

Civility Project, Johns Hopkins University)

Top Ten Rules for getting along at the office:

1. )< * There is nothing ruder than having lunch
with a co-worker or client and then averting yoye®when you pass in the
hall or acting as though you've never met wheneskatross the table for a
business meeting. At minimum, proper etiquettéatiss that you
acknowledge someone’s presence.
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2. % . * Gossip is the height of incivility in the workgand it
Is extremely bad manners to assume everyone dlsissted in the often
spiteful and meaningless tidbits you're passing Gossiping does not build
trusting work relationships.

. $ / Inappropriate attire, too short, too tight, too
revealing, and too often slept in, etc. It is eéspectful to others and to
yourself when productivity or the quality of workdemeaned by
distractions resulting from someone’s attire. Adoule of thumb is to
dress as if you were interviewing for a job evegydehis means that even if
“casual” attire is acceptable at work, have a jsuket or tie or toe-in shoes
etc available (in your office or in your car) satlyou can take it up a notch
at a moments notice and you will be prepared fgrssination that could
arise on the job, e.g., an impromptu meeting withlioss or a key client,
picking a guest/client up at the airport etc.

. 5. -< Don’t smoke in public places, especially workcept
in designated areas. If possible don’t smokelattan with clients.

.1 ( Do not put a caller on hold so you
can answer your “call waiting.” Do not keep peoptehold for any reason
for extended periods and do return telephone wadlgn 4 hours if possible.
If you're leaving a message, make sure you leave game and number
and a brief message. Nothing is more frustratag ta voicemail message
where someone forgets to leave his or her namearbar.

.2 - Do not address your supervisor or co-workers
by his/her first name or nickname when introduangient. Always
introduce the less accomplished person to the ammremplished person.

An easy way to remember proper introduction pratecto use the most
important person’s name first. In any case, atpduction is better than no
introduction.

0 O( Do not be late and do not keep others waitingthivg
says, “My time is worth more than yours” than beliaig. Too early is not
always appropriate either.
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8. % . ( Don’t drop by just to chat. Interruptions areé no
always welcome. If the door is shut, knock firBto not sit down in
someone’s office until you are invited to do so drat all possible. Call
ahead to make an appointment. Be prepared arkotstibe point of the
meeting.

. $ - Your desk is not your bathroom vanity. Do not
brush your hair, change your socks, apply makeruse a toothpick
anywhere except the bathroom unless the office ddocked and the
blinds are drawn. Keep your personal hygiene bativate.

10. 6 Do return borrowed objects and do not
“borrow” anything without permission. This appliesoffice supplies,
reports, ideas, and even clients.

Knowing when and how to separate personal and éssimatters is at the heart of
good business etiquette. Sometimes, in maintaigpouyl professional
relationships, we find ourselves caught up in ripkrsonal areas. Once again,
respect, sincerity, and tact are the keys to sstde®nd polite) workplace
relationships. Confidence and trust are vitaludding long term business
relationships and it's sometimes impossible totgéinow clients well and build
trust without exchanging personal details. Thisspecially difficult these days as
we find ourselves in more and more situations wheeness and pleasure mix. If
at all possible, keep personal involvements torammim. Once you are mired in
someone’s personal details, it is very difficuletdricate yourself. Things can get
really complicated for example, if you are at aigftinction unrelated to business
and witness a client become intoxicated and behads. Even if the clientis in
the wrong, you may find yourself having to defemlliad behavior for the sake of
your business relationship even though you risk yausonal and professional
reputation.

Good manners dictate that we not point out chardletes in others, but it is
important to recognize annoying behaviors so tretatch ourselves when our
own actions are less than exemplary. Etiquetigdaking, what is the proper way
to deal with the barrage of Illl-mannered co-worl@rslients we encounter? Well,
that depends! It depends on three things: hoslardble was the behavior; what




Is your responsibility towards the person portrgyine behavior, and, how
valuable/necessary is the client/co-worker/assegiat

If the behavior was very intolerable and you havesponsibility to the person
who committed the faux pas or if the person isnapartant team member or
client, you will want to handle the situation caigf. At the opportune time where
you will not draw additional attention to the actior embarrass the culprit, let
him/her know where he/she went wrong. If the ewas small and did not have a
huge repercussion, let it go. Remember, it's vade to point out rude behavior.
If you cannot afford to offend the person, do noghibut try to lead by setting a
positive example and mend fences after the faaufcan. For example, if a co-
worker makes an insensitive or inappropriate renrafkont of a client, you may
opt to do nothing at the time, however speak tacth@vorker about it later in
private and do make appropriate apologies to tieatcl Some behaviors, like
lying or stealing are certainly intolerable. Udualompany policy and personal
ethics dictate behavior in such instances. Findllyou are responsible for the
person who made a manners error, for example y@hiather immediate
supervisor, you have a responsibility to make tlagrare of his/her behavior in a

polite but firm manner and set him/her on the pathroper business behaviors.

In daily workplace interactions, we come acrosddewariety of personalities.
Some will exhibit behaviors that drive you crazg.every business situation it is
important to remember that what is best for busirsd®uld dictate what behavior
Is acceptable.

1 This person couldn’t make up his/her mind to
save his/her life. Every little decision takes ima@ontemplation. The Fence
Sitter asks a million inane questions and even alitthe information still
ends up where he/she started by asking, | donivkmdhat do you think?
Uggggg! No wonder nothing ever gets done aroumd.he

1, 2 This is the co-worker who rarely
contributes to the task at hand but miraculouspeaps when the work is
done and the accolades are being handed out. Syddgshe is an expert
on the project and is more than happy to take ostmeifor the work. The
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praise monger disappears in a flash, howevergiféelriews are less than
positive.

0 82# If you've never met someone this
negative, you've been lucky. A big, black cloutiders Captain Doom and
Gloom. The first words out of his mouth are uspatio” or “I can’t.”
Pessimist through and through! Even when thingggaing great, Captain
Gloomy can find something to complain about.

1 I( -/

Showing others respect is the best way to earrecesf his is the golden rule for
interacting with employees. Employees demandtless attention and money if
they know they have the respect of their superidizey won't feel taken
advantage of, they’ll communicate their needs bediied there will be a mutual
trust between employee and employer.

As the captain of the ship, the diverse needs of geew can sometimes make one
feel like jumping ship. Here are a few life prases to help you swim, not sink.

Your crew will appreciate your insight and versgtiwvhen dealing with their
needs.

&( -1/ A ! Some
employees need a lot of praise in order to wotkeit best. But the
difficulty with constant encouragement is thatahdecome exhausting and
insincere. Schedule a weekly 20 minute meeting this employee to set
goals and respond to the previous week’s attaioatsg Be supportive and
encouraging but keep meetings short and sweetpeRe®or this person will
benefit your company as he/she will work hard fouryencouragement and
will remain loyal workers.

& (. - There are always a few people on the
work team who were directing the kids in the saxditoday care on proper
sandcastle structuring. As a team member the trasem they can cause
among their peer group can be detrimental to yompany. Although these
employees can usually accomplish more in a day thast of us can in a




week, the “Bossy Bob or Betsy” needs to curtailrtdemanding ways. As
part of your discussion with them, they need toeusthnd that final
decisions are not always theirs. In their job dpsion, the parameters of
their responsibilities must be extremely detail@they will respond to
positive feedback and constructive criticism maadily than censure. Be
polite yet firm with discipline.

> ) > This bundle of energy has a knack for finishing
a project before the rest of the company can gétaarawing board.
Keeping over-achievers challenged can become éecdgal. They can be
counted on to perform but if boredom sets in therachiever may become
an under-the-table nuisance. Keep a list of duliasneed to be completed
and request a proposal from this employee for piaigorojects he/she
would suggest as important for company growth.

As the leader of a team of individuals the constéwainge in your office can
become tiring and at times annoying. A great gumst lead by example and
remember that employees are judging and mirronmglsaneously. Be respectful
of your team as individuals not only as a unit.sjpaxt team members’ differences
and celebrate their achievements. If a leadetbéshpolite behavior and
respectful responses the company policies will Ikevaround that positive culture.

Many managers believe that success and power sggp#ct. All of us, | am sure,
have been lucky enough to be led down the beatin(wéh beaten brows) by
Attila the Hun who believes that if people cringdéar when they enter a room
they are being shown respect. Hah! There is andidifference between
following out of fear and following out of respe&imployees who know that the
chopping block has a permanent place in their effie rarely productive long-
term. Management by intimidation went the way & pet rock and mood ring. In
the new millennium good manners and respect faretbquals success and
smooth sailing.
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Gossip is the height of incivility in the workpla@nd in spite of this, it is the most
common etiquette issue in the workplace. We drneiaé to remember that
chances are, if you are talking about someonehaegstalking about you too. The
best way to handle awkward or uncomfortable gosgments is to let others
know you are not interested in gossip. By notoesiing or changing the subject
others will quickly understand that you have neiast in the topic of discussion.
If you do not make comments about others talesatmustill quick to repeat them,
this behaviour will quickly catch up with you andfbre you know it you will
become the next target. Sometimes just politejdimg and excusing yourself
from gossip-driven situations is the easiest arsd &peproach.

If you find that others in your workplace contingatomment on other office
employees, respond by defending the gossip vicling®metimes positivity is
contagious. Try politely disagreeing with the negatomments, for example, “Oh
really, the report was on my desk far before thedtiee” or “l always find her/him
friendly and accommodating.” Gossipers will finouyboring and move on to
another target. Or, the best case scenario iythiatan change the whole tone of
the office by watching as others mirror your prefesal response. If you hear
gossip about yourself and know that it is not tyaa have a couple of choices. A)
Start a rumor with the queen/king of the gossig abbut yourself that will make
others laugh and realize you cannot be intimidate) ignore it, and hope the
gossip mongers move on to someone else. As altestative, C) you can
confront the gossipers, or address the gossip drearhd tell your group at the next
meeting, in a clever manner, the real circumstamdew something really
happened.

If you hear something about a major shake up im gompany let your director
know what you have heard. You do not need tdelfher who, what and where,
just the information. Let the Director know thaituyare not fishing for an answer
just that you thought he/she might like to knowatlthis major disruption.
Usually, leadership will appreciate your honestg gaur information may give
them a chance to end gossip that might get ouaid h
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The difference between a gossiper and someoneellaplenty of stories or has
lots to say is the context in which a story is taidl sometimes the intention with
which it is told. Keep your stories about othersrfdly and positive. If stories are
nasty or malicious keep them to yourself.

Please meet our office celebrities who sometimasIsefore they swim (If you
don’t drown them first).

1, & ,1& If there’s a story in there somewhere Cathy isgo

to find it and repeat it. Typically Cathy is knovier gossiping and is often
called by other not so flattering names. If yonnt® know something, ask
Cathy. If she’s not sure she’ll make something up.

1 &1 The office psychic knows what is happening before
you do. It's unclear where he/she gets his/harmétion. The psychic is
often incorrect but his/her speculation is enoumbdt the office news wheel
moving. Here’s a prediction for the psychic, | hetshe will be out of a job
soon if he/she doesn't start keeping his/her opmim him/herself.

* / ) <

When we enter the work environment, we have to nelbeg some of the basic tips
for etiquette and personal responsibility that ivepefully) use in our own lives.

If etiquette is about putting others at ease, thagrity and ethics are about
governing our own behavior and living up to basmrah codes that are useful both
in our personal and our work lives.

There are four factors that are fundamental in taaing integrity and ethics in
the workplace:

) ( / This is another word for integrity in business.y Sa
what you mean and mean what you say. Don’t maka@bments you
cannot keep and answer for your actions.

- This concept in business refers to basic respetissnes
of confidentiality and trust. We spend a lot ofi¢i with co-workers and
clients and often find ourselves involved with peopn personal as well as




professional levels. Whenever possible, keep denfies. If someone lets
down their guard and shares something about hisglewxith you, treat this
as a gift and handle it with respect.

/ In this sense, responsibility has to do with ettand
IS more about our responsibilities or duties webard to the people we
work with, whether clients or co-workers. We havpersonal responsibility
on a human level to treat these people with consib®, respect and
honesty. We have personal responsibilities ngdpardize the health and
safety of people and to represent ourselves to twewe really are. For
example, don't lie about past experience, donibéeately make other’s
feel bad and don’t bait people.

/ Refers to what is logical and reasonable in a lassin
environment. This goes to the question of ethkest example, is it
reasonable to assume you’ll be paid for overtimekvfoyou are not
productive during office hours? Is it reasonablassume that you will not
be suspended even if you disregard company palgtyljecause you've
been there so long?

How do you rate when it comes to ethics? Let's bl

1

. What do you do if you hear a rumor that could undee the boss’s authority?

Tell your boss
Try to find out who'’s spreading it and stop it
Mind your own business and don’t repeat it

A co-worker has been discussing confidential ¢lissues over a casual lunch with other
associates, what would you do?

Change the subject
Excuse yourself and ask the co-worker to join yamuaf moment
Interrupt and tell her she’s breaking the rules
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. You receive a delivery of office supplies; you getihat there are items present that were
not invoiced for, what do you do?

Call the supplier and straighten it out
Put the items in a storage room and say nothing
Hide the articles in your office

. You happen upon a co-worker’s stash of inappropmadgazines, what do you do?

Ignore them, it's none of your business
Take the magazines and throw them out
Report to your boss

. You are consistently interrupted by a co-worker wigists on dropping by to chat, what
do you do?

Ask him/her politely not to come by without callifigst
Shut your door
Ignore him/her and keep working

. A client who was happy with the services you preddent a very expensive thank you
gift to the office, what do you do?

Call the client, say you cannot keep the gift agldsit back
Explain the situation to your supervisor and denagructed
Keep it and send the client a thank you card

. You've got some sick days and you'd really likadke a long weekend so...
Make plans and leave your boss a voicemail medaégiat night
Book the days off in advance as holidays, you n&aew when you'll be sick for real

Check your workload and see if you can arrangesdoneone else to cover you

. You pay into the coffee fund every week but younkifiar less coffee than most people.
What would you do?

Bring it up at the next staff meeting and see wiitsgees
Put a note up asking people to limit their coffieake
Do nothing, it's one of those office things you bdw live with

. Even with your office door shut you can clearly hgavate conversations coming from
the room next door. What should you do?
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a) Say nothing and try not to listen
b) Tell the person in the office so that he/she cgasadhis/her conversations accordingly
c) Listen and make notes, you never know when thenmdtion will come in handy

10.You've intercepted a private email which was inteshdor a co-worker who no longer
works at the office so you...

a) Pass the email along to everyone you know
b) Contact the sender and let him/her know what's bapgd
c) Delete the message and never mention it

(See answers at the end of this chapter.)

2 (

Unlike social etiquette, which in theory is basedgender and chivalry, business
etiquette is often based on hierarchy and powend@r should not play a
significant role. Every man and woman should bated equally well. Some
important things to remember:

The most important person in any company or inlarginess dealings is the
client or customer

Persons of lesser importance (Business-wise) anagiishment are
presented to persons of greater importance, reggadif gender. The name
of the least important person is said last. Thedter” with respect to
business is presented to the “lesser.”

Doors are held for persons more senior in ranlaneigss of gender.
Whoever gets to the door first, and it should eegérson with less seniority
who holds a door for the others. Ifitis a rewaydoor, “lesser” goes first
to get the door moving, then waits on the othee $w all the “greaters.”

Elevators empty from the front to back regardldsgemder.

Only those who need assistance with chairs shaultelped at business
functions.
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Both genders should be helped with their coatsaytare clients or more
senior in rank.

The general rule for mixed gender meetings for mehat if you would not
do something, i.e., stand upon entrance, pull altadr, kiss on the cheek,

comment on appearance, etc. for a male assoc@ieshould not do it for a
female associate.

The general rule for mixed gender meetings for wormehat you should
not expect men in business to treat you the waywwild socially.
However, if a man in business does behave “chiuvalyg’ do not act all
bothered and defensive. Chances are he meansnespict.

In any office or business environment we unfortalyatome across those who
disregard the rules. These are often the employbeshave trouble
understanding why they are not respected. Pleage/é these characters, as
life in the office would be extremely dull withotitem.

1,2 It might be a man, it might be a woman, and maybe
you've got one of each. The massager can seematikdfice worker’s best
friend. They think they’re doing you a favor witihe impromptu back rubs
but they're not. Unless the boss has arranged-aouse tension relieve
program, we’'d pass on this one.

11 & Don’t open the storage room without
knocking. You may find yourself looking in on theneymooners. Do
these two really think their romance is a big se&cr8hish! We'll give them
three months.

1@ C , do you hear purring? This is the guy or gal
who thinks every gal or guy in the office wantsiad, and they’re the ones
who've got it. You can never be too careful arotimese two. A friendly
smile at the copy machine might get you engaged.
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Here are some scenarios which involve inter-offieemmunications, how would you handle
yourself in each one?

1. You've just received an invitation to a client’sasphouse and it's on the same night as
another function to which you have already comrdittévhat would you do now?

. You are hosting an event and several guests haasgpantedly brought along their
spouses. What would you do?

. You are entertaining a client at a local restauaauat the service is deplorable. How
would you handle this?

. At a fancy cocktail reception, you spill red winleaver a guest. What would you do?

. You have been waiting all day for an importantrit return a call you left the day
prior. You have to meet a deadline. What would go@

. You are in charge of a group of employees and ansistently dismayed at their general
appearance. How would you address this?

(See answers at the end of this chapter.)

G. Chapter summary

The “office” has changed dramatically
and so have the rules for office condu
Technology is not an etiquette free zo
and, in fact, we need to be more
conscious of our behavior in spite of a
modern conveniences, which seem to
dictate otherwise. With a large
population of men and women workin
together the awareness of gender rela
etiquette has become vital. There are
Ten Commandments for the office,
which will help you maintain your
integrity and ethics at work:
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. True: In business gender is irrelevant. Rankesdanly thing that mattes

. False: Men and women should shake each otherdshaith the same professional firm
handshake.

. False: During office hours, higher-ranking persshsuld be addressed by their
surnames, particularly in front of clients. GiJdinst) names should be reserved for
closed business situations.

. False: In a business situation, whoever did thiing should get the check.

. False: Regardless of whom you are calling or wigeteare calling from, you should
always leave your name, time of call and reasorcdtimg.

. False: Women in business should refrain from feamibuching which includes hugging
and kissing.

. False: Whenever possible, personal issues shtaygsrsonal.

. False: Whenever you are in a business environmigmtusiness people you should be
on your business behavior. Whenever you mix bgsiaed pleasure, you will be judged
according.

. False: Your first responsibility is to the co-werk Without embarrassing them, give
them an opportunity to revise their behaviorsydfi are consistently placed in awkward
situations and they do not seem to respect yolinése go to your supervisor.

10.False: Etiquette dictates that if you do not wardlienate yourself you need to
participate. You should find some way to broadghifsue and find a compromise.
Maybe as a group you can set limits on the do#dues. Chances are others are feeling
the same way you are.
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. €) Mind your own business and don't repeat it

. a) As politely as you can, change the subject anthé co-worker know you are
disappointed in their behavior when you're in pteza

. a) Honesty is most always the best policy.
. a) Unless you are the supervisor, it's none of yauginess.
. b) Shut your door. If that doesn’'t work talk teth directly.

. b) Your company may have a policy you don’t knowathn this regard. Check with
your supervisor.

. b) or ¢) Although it's tempting to see if you caet g@way with faking a sick day, don't.
People know when you're for real. Maintain ouennity and do the right thing.

. a) or c) Either bring it up at a meeting and seemlit goes, maybe others feel the way
you do, or do nothing. Grin and bear it, maybe yee more staples than they do.

9. b) Definitely let the person know the situation.

10.b) Contact the sender and let him/her know wheadjspened.

) )

. if you have already sent an RSVP to one functiow, lyave an obligation to attend.
Graciously decline the second invitation. The atgeption would be if the events are
casual, come and go functions which could bothttended.

. Happily greet the guests, covertly add some plattengs and adjust portions and seating
as required. While it is in very bad taste to fratong uninvited guests, it is equally rude
to make them feel uncomfortable. For the nextypdme very clear with invitations how
many persons are invited.

. Whatever you do, don’t cause a scene in front af ptient. You should quietly pay the
bill, tip the minimum so you will not be perceivad petty or cheap, take the manager’s
card and proceed with your meeting. After thentlieas left, speak with the manager or
telephone with your concerns at a later date.

. Do not touch the person or try to wipe their clathi Apologize of course and call a
service attendant. Offer to take care of the pessceaning bill, give your business card
to show you are sincere and then drop the subject.




5. Call again. If you get the person’s voicemail eitfeave a firm but polite message or
speak with the receptionist, explain the situatiod have the person paged. Hold a
general meeting and outline the office policy. Makire the employees understand how
their professional presence affects the compamy.aStandard, lead by example and
enforce the guidelines.
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In spite of what you might think, technology is @t etiquette-free zone. In
general, all of the normal rules of etiquette applyr example, if you would not
normally say something to someone over the telephywu certainly should not
say it via email where it will be stored for etéyrfior the entire world to read at
will. Three key things to think about when usihg tnternet. confidentiality,
familiarity and reasonability. An easy rule of thio is-would | tell this joke, pass
on this note, write this card spend this time grapch this person in person? If
not, chances are it's better left undone on therfet, email, fax or voicemail as
well.

In Book Two of the In Good Company serk¥s and Q’s for Profit we cover
office communications and technology in depth,thetfollowing is a quick
overview of the basics.

Cell phones and pagers typically come with useemimals but they rarely include
etiquette guidelines. How much do you know abdiguette and technology?

. If someone emails you asking you not to send theymaore unsolicited “span,” they are
referring to:

Junk mail in the form of email advertising or chhétters etc.
An email which was accidentally sent to the wroddrass
Copies of email which was previously sent

. A co-worker has had a death in the family. You ttarsend condolences. What would
you do?

Send an emaiil
Mail a handwritten note
Pass a card around the office and leave it ondrisfbsk
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. You're waiting for a client to close on a big de&le/she said they'd call by 4:00 and it’s
ten after five. You should:

Call immediately and find out what’s going on
Give him/her the benefit of the doubt and wait Liné/she calls
Email him/her and leave your home number

. You don't have an email at home so your frienderfmail personal messages at work.
Sometimes the messages are really personal. Howdwou handle this?

Email back, it's your private email and it's no tsbusiness

Quickly put a stop to all personal emails sent tokwv Telephone friends and family
from the privacy of your own home

Just don’t return the email

. Your cell phone rings in the middle of an importataff meeting. What should you do?

Answer it, it's a business call
Say excuse me and quietly leave the room to takedh
Immediately shut the phone off and apologize togitwaip

. You're fed up with the behavior and attitude ofcaveorker. You correspond regularly
by email and you want to say your piece so...

Email your comments to the co-worker and cc yowssbo
Call the co-worker on the phone and ask to mepemon to discuss the issues
Write your feelings down and say nothing. Comekldadhe issue when you're calm

. You're sitting in a restaurant and you cannot lwlpr hearing a cell phone conversation
a competitor is having in the booth next to yowo® manners dictate that you...

Listen, he/she is a fool with bad manners
Ignore him/her and try not to listen
Interrupt him/her and let them know you are presewt can overhear the conversation

. You collected a handful of business cards at anessi cocktail party and want to contact
one of the people you met and spoke to brieflis #ppropriate to:

Email him/her and strike up a conversation
Telephone the person and refresh your acquaintance
Drop by his/her office and hope he/she can see you
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9. You have a really tight deadline and there is sgarg important information you need
to get to the parties involved. What should yo@ do

a) Telephone them immediately and leave a voicemail
b) Send a detailed email promptly
c) Fax a copy of the pertinent information to theingel office

10. An email message should be answered...

a) Within one hour
b) Within one day
c) Within twenty-four hours

(See answers at the end of this chapter.)

- A

Despite the sometimes intimidating technologicgl@mail is just another way of
communicating quickly and efficiently. It's notwa writing, on the one hand, but
it's not a telephone or in-person discussion ejtiiere communication is based
on tone of voice and facial expression as muchiason content. Here are some
quick and easy tips for dealing with email etigeett

Don’t be a novelist. Keep messages concise atitetpoint.

Don’t get caught up in grammar and punctuation@omt correct someone
else’s email punctuation either.

Keep the format and punch card length simple. évetyone with access to
email and the Internet has top of the line equigraed your message is lost
if no one can’t read it.
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Be careful with abbreviates. Some users havedraldeity for confusion by
using this short from language. Here are some plean

BCNU Be seeing you

BTW By the way

LOL Laugh out loud

TTFEN Ta ta for now

TTYL Talk to you later

EOM End of message

When necessary, use email “smiles.” This will halpviate
misunderstandings and help convey the writer's amst Be careful
though, these are NOT universal and could leadffana Here are some
examples:

Smiley face

-)
o Frown face

-@ Scream face

Drunk face

Shock face

Wink or Sarcasm face
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Use appropriate salutations. For business useMdr,,etc. for personal
Dear is fine.

Always make sure your letter is signed. You caata a signature in your
email program that will automatically place younmg company, address,
phone and email information at the bottom of exemail.

Always check to see it's there as it might not pppvhen you're sending a
reply. If it's not there, just use the “add sigmat' command from your
toolbar menu.

Do send a reply to maintain the “thread” or linkvbeen messages rather
than start a new email message to respond. Thsskall parties abreast of
the state of the conversation as well. Be caréfulyever, to check whom
the reply is going to. It's easy, just double klen the name in the “to” box
and a screen will pop up showing you the addressaevtine message is
going. This is extremely important because oftawarded messages will
bounce back to the original sender and not neagssathe person who
forwarded you the message.

Attach a file the sender can open. The other pensay not have
compatible software. An easy tip to remember isatee any word
processing document in “rich text format” (justckli‘save as” and use the
little menu at the bottom of the screen to sela€t thstead of “Word” or
“WordPerfect”). An rtf file can be opened by angng processing software
program and it leaves the formatting intact. Malee you let the receiver
know this as well in the body of your email.

Do not send large attachments. If it's bigger thahort word processing
document, contact the receiver to find out if tent it, how big a file their
system can handle, what kind of compression soéwaey have, etc. If you
are not familiar with these terms, get someone kviaws computers to
handle this for you. It's cute to send birthdaydsa but not fun for the
receiver when they crash his email program.
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Never send a resume as an attachment unless yloeérerequested to do
so. Crashing a prospective employer’s email systesending a file he or
she may think contains a virus is the number onetawa&nsure they never
contact youl!

; 4(

Communication tips and techniques to help you setoe today’s work place.
The best etiquette advice of all regarding theptedme is-ANSWER IT. Stop for a
minute and think about how much of your compangigenue is initially generated
through the telephone. Sometimes it would maksesémhave the telephone ring
make the sound of a cash register to remind peojfdasiness just how important
it is to actually answer the phone, and to do gy, with the intention of selling
themselves or something every time they pick it ipere are several very
annoying habits that we all recognize and hopefulliylearn to avoid in our
workplaces.

1 #O,1# This violation is the worst. The talkaholic takes
telephone calls while talking or meeting with you.

He or she answers the phone and proceeds to Hamgthy conversation as
if you weren't there! If you absolutely must takeall while you have a
guest, tell the caller you have a guest and makedhl as short as possible.

H@% % % This person barges into your office while
you are on the phone and just starts talking td yde ignores the fact that
you are on the telephone. Oh, it's not an emergezither! It's just as rude
to stand there not talking and listen to a convensavhich you are not
involved in as it is to interrupt. Hint; keep yaloor closed while on
important calls.

1 #@ This person paces back and forth like a starvéd wi
animal while you’re on the phone. The wild one t8ao talk to you, so
he/she hovers over you, shadows the door and nyakefeel
uncomfortable. Another type of stalker may leawa ynany, many
messages and is unwilling to wait for a return.call




Keep in mind the following pointers for easier f#ene relationships.

( Smile and pretend you
have someone sitting across from you as you speak.

() Phone calls should be returned the same busilagsié
possible.

>* - * [ < - Your
name, company, time of call and brief reason ferdall is sufficient. Leave
the phone number at the beginning and the end s$age so the person
listening does not have to hear the whole messg@je.a

,> * To avoid phone tag leave a time for the person
you are trying to reach so they will know the ése to reach you. You
may also want the person to just leave you a messiagmail you with an
answer so the process of phone tag can be terminate

$ ) -/ - (
- *)/ Home is the place people go to get away from work.

Remember, personal and business lives need tgbeased for that balance
to take place.

/ When others do not return your calls, give them
the benefit of the doubt and ask in your voiceniidiiey can leave you a
better time to call or maybe someone else in ttwmpany who may be
more appropriate to speak to. Change the messageun own system to
let others know when you will be away and when wallibe returning calls.
This gives people an opportunity to call againeavie a message later in the
week.

#- /() Do not call someone twice in one day unless en th
message in the morning you indicated that younedlch them later in the
day as you will be away from your desk. If somedoesn’t call you back,
chances are they are busy and will call when tlagy c
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Any gadget that saves time and keeps you in tloenmdtional loop must be great,
right? Cell phones and pagers certainly do haee t#uvantages. But there are
also disadvantages. In many instances, the coswemiof technological
interaction has overshadowed courtesy in modermuamcations. Here are some
reasons these devices can be construed as rudemedjuidelines for correct cell
phone behavior.

( ( A cell phone or pager ringing while you
are engaged in a conversation with someone isdrad fEither let the
person you are speaking to know you are expectoadl @and excuse
yourself when it comes or shut the pager/phone off.

/. * Many people don’t realize how distracting it is to
others when they cannot help but hear your contiersaTalking on your
cell phone while in line at the grocery or in tbblby of the doctor’s office
draws unnecessary attention and encroaches opdbe and privacy of
others. If you must make or take calls, do sorimgpe. Among other
places, cell phones do not belong in movie theatdaissrooms, special
ceremonies, interviews or funerals.

) /(. When you are
engaged in face-to-face communication with somethra person should
have your undivided attention. If you are waitfoga call, you will not be
focused on the person you are with. Similarlya@l have just completed a
call, your attention will likely be on the commuat®n which just
transpired and again, not give your full attentiorthe person you are with.

Below are some common myths about the ever-popalger.

: ) * . D(
== The effect that a little beep has on one’s comeéinh can ruin
what was once a pleasant business luncheon. lfogdudown at the
message and wonder what your president or clientsyare you going to
ponder this throughout the meeting? Turn your paffeand concentrate on




what’'s going on at the moment. Remember no on®i® important than
the person in front of you.

/[ - * > - )

( - % You may think your
family’s request for a loaf of bread to be pickgdam your way home is
important...guess again. The interruption has jisted the flow to the
conversation and if you were about to hear the angau’ve been waiting
for it just might not happen now.

*E C $F ) /

) > Under no circumstances should a pager be
turned on at a seminar, meeting, funeral, any pdd@eorship or at
someone’s home. Believe it or not...we are notithabrtant. Ask a co-
worker to take messages for you, let people knosadiof time when and
why your pager will be turned off and certainlyuret saved pager messages
as soon as possible.

$ (-1

Technology has advanced quickly in today’
ever-changing business world. Etiquette is
still about respect for others: that will never
change. Do not let the conveniences of
modern gadgets displace courtesy and
respect in daily communications.
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. a) Itis not good manners to send via email, adieg, sale notices, chain letters or any
other information that a person did not requestda@ to him/her. It is particularly rude
when this type of mail is sent at random by strasigeth no return mail access.

. b) Definitely send a handwritten note to their leoatdress. Do not include a business
card and do not discuss the particulars of theasdn with co-workers. Keep this type of
personal tragedy as personal as possible.

. b) Give the client the benefit of the doubt. dluyexpressed yourself clearly, he/she
would have understood the urgency of the situatibhe/she has not called, he/she
probably does not have an answer. You should awella client in this situation that if
you do not hear from him/her by a specific timey yall proceed accordingly. Chasing
clients gives the impression of desperation orggfrassion. Don'’t do it!

. b) If at all possible, do not receive personallmaiyour work computer. Ask your
friends to telephone you, write or email you at leom

. ¢) Shut the phone off and apologize. Your supsramd co-workers deserve your full
attention in this situation. Unless your companiiqy is otherwise. Your phone is off
during meetings.

. C) Itis always a good idea to let your feelings lout you're better off expressing them
privately first. Often telephone conversationsaédsnand even personal conversations
take a negative tone when they occur under dunddsen you are calm, you can present
your case in a controlled, professional mannersiiidnaintain your self-respect.

. ¢) Although interrupting is typically rude behawid is the lesser of two evils in this
situation. Give people an opportunity to recogniesr lack of judgment and to extend
repair behaviour when possible. Your integrityfetd if you do nothing and eavesdrop.

. b) Telephone them first. This is more personal peaple may remember you by your
voice. Email messages mean nothing if he recei@es not recognize the sender.

. a) and b) If the information is very importantaye a message in more than one place
just in case the person is not near the telephodeeas not have access to his/her email.

10.Db) Etiquette dictates that email messages shoutddpmnded to within one day of
receipt. If you will be out of town or unable tturn messages, you should relay this
message to important associates and clients ripour departure.
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Appearance is an essential element in how othecgepe us and, more
importantly, how comfortable they feel in approachus and doing business with
us. How do we dress appropriately while maintajrour own sense of style?
How do we dress professionally on a budget? Howeldook approachable in
formal business attire? How do we handle casudaifs, and what exactly does
“business casual’ mean? How do we dress aroundliemts to make them
comfortable?

At one of Civility Experts early training seminafsy spice things up and to test
our theory that image and first impression prefgals evaluation), we
orchestrated the following scenario with two speskd he first “guest speaker”
arrived to discuss the importance of following uedelines of proper email
etiquette. Professionally dressed from head t@makequally well spoken, his
presentation was listened to with no signs of tksest. Everything from his
polished shoes to a close shave were all signsliefespect and respect for the
audience. He stood tall and confident and spodarigl and concisely. The group
had various questions, which were answered comihgterhe group was visibly
impressed and a round of applause ended the studcasssion.

After lunch our next presenter arrived to speakuabelephone etiquette. He wore
tattered jeans, a faded dress shirt and a cartoanacter tie. His shoes looked as
though they were worn on the last climb up Eveaest Grizzly Adams would

have been proud of his five o’clock shadow. Hessathped in a chair with his
legs crossed at his ankles and his arms crosdeshinof his chest. He mumbled
at spoke so quietly that half the room was blayagthoring him and the other half
was trying to lip-read. His professional presenad the group dismayed and
disappointed. One woman pointed out that his isicteration of the group was
apparent from the minute he walked in the room.
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Sure, it's not likely that a presenter would takimgs as far as Speaker #2 would-
but you would probably agree that you've been tinagions where it did seem that
the presenter, or host, or VIP even, made littleaimearly enough effort to
impress. How confident are you with your profesalgiresence? Take the self-
assessment and find out.

True| False

. Casual dress on Fridays means that my attitudéaaigdiage
can be casual too.

. Business casual means a man'’s shirt should havkaa. c

. If a man does not have time to shave in the morbefgre
work he should keep an electric razor in his deskver.

. It's perfectly okay to ask a well-dressed profesalavhere
he/she got his/her clothes and how much he/she paid

. | can smoke in my own office even if the buildirggnion-
smoking

. If a co-worker is dressing inappropriately at wdrkave a
responsibility to tell him/her.

. If I have to attend a formal function in the evapiit is
perfectly acceptable to wear my formal clothesmythe day.

. It cannot be construed as sexual harassment hh@nt on
co-workers appearance whether man or woman.

. Everyone should know that good grooming is annstd part
of any workplace dress code.

10.Chewing gum is a good habit to get into if you winkeep
fresh breath.
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(See answers at the end of this chapter.)
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* *

The image we portray to our clients and associatedves many aspects of
professional attributes. Our appearance and atgl®nly a part of the equation.

Professional presence has a great deal to do wstuge, facial expressions,
gestures and subconscious movement. These amé&riakic in how we are
perceived by others. Here are some examples:

: 6 How many times did your mother have to tell
you...Sit up straight, keep your head up high, yoslaeiching! The way
we sit and stand gives the people we are with gmassion of how we feel
about the situation we're in. By slouching in aiclor finding a wall to lean
on as we conduct business, we give others the sajme that we are
indifferent or not interested or respectful of atheOur posture gives away
how confident we feel, not to mention the healthddis of exceptional
posture.

< < - Mirror, mirror on the wall are my
facial expressions giving away it all? When iremtews or meetings,
always consider the impact of your body languagkfanial expressions-
often times what you don’t say verbally says a lot!

- < < Sighing, finger tapping on the boardroom
table, and looking at your watch for the third timends a message of
boredom and impatience. If a person is speakiok lem/her in the eye,
take notes and give your undivided attention.

# *1() /(. If you are unable to
maintain your composure, take a breath and if ptesssexcuse yourself from
the room or situation for a minute or two. Whegeam impatience and
irritation can crop up on you before you know éiterate the response or
guestion and try listening or asking the persoexjglain. Remember you




are a professional. If you feel your blood pressiging, take a deep breath
and keep calm.

Al( |/ * How many times have you wanted
to wave a hand in front of someone’s face and kaydd'Yoo hoo, anyone
there?” As a good listener part of your respotsias to nod occasionally
or say the occasional yes or uh-huh. A polite @essill not ask “Is anyone
listening?” so effective listeners should let spralsee this by sending
nonverbal listening cues.

#(* - ) 6 ? That
uncontrollable giggle or a hysterical outburst iy, even a silly grin,
can trigger suspicion and hard feelings duringress meetings. If the
person you sit next to turns you into a grade skctlagssmate, find a new
seat if you can’t stop reminiscing. Sometimesolte chuckle during the
client’'s gardening story or knee slapping during ¢bmpany president’s
account of his fishing expedition are necessarypkicareful not to overdo
it.

;2 - -1
) ( /[ * ?

As times are changing and a more casual work
environment has surfaced the question of what is
suitable for work attire often becomes a discussion
the office. If you are setting the company dresdec
or finding the dress that most suits your corpooate
business culture, casual does not mean carless. Th
way you present yourself to your clients, assosiate
co-workers sends them a message. This message can
convey respect for others or confidence in yourself
The other side to this is a message of disrespect f
the people you work with or equally unacceptabseadipect for yourself. That
thrown together jeans and sweatshirt may be coatft@tfor you but if your client
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sees the casual dress as a sign of laziness oofitiche management, you won't
be comfortable for long.

Casual is fine, careless is not. Follow these aladiessing tips for a look that says
comfort and class:

Always remove your hat when indoors. Even busitassial means your
baseball cap stays at home. Hats should not be nwaestaurants,
meetings, church, receptions or places of works dtsign of disrespect.
EXECEPTIONS: Indoor sporting events or for religgaeasons.

Do not wear open toes, sleeveless or revealingiolpin situations where a
sit-down meal is being served or if you'll be imsé physical contact with
clients. This includes associates’ homes, weddisscial events, the
workplace or restaurants. It's just not good masiaad you don’t want the
focus to be on your clothing or lack of clothing.

“Casual” includes: khakis, sport shirts, sweatslascks, blouses and skirts.
The kind of clothes you’d wear shopping or to thekkh Some people get

casual confused with very informal or “play” clothigke tank tops, cut offs,
bathing suits, gym clothes, yoga pants, or t-sktiech should only be worn
around the house or for “play” and sports. Typicallisiness casual means a
tie is not required; however a collar is- as wslbdirm fabric. Don’t forget,
casual clothes don’t mean casual manners. Buspesgde who dress
business casual should remember that they wilhlm®intact with clients

who will make first impressions.

In the business arena it is much safer to be ogeséd than underdressed.

Often when dressing, assess the role you will bgipg that day. The level
of formality depends on who you are interactingwvand your
responsibilities.

Remember when accessorizing that the black lea#eyou wear with your
black pants probably won’t go with your white spritress. Be attentive to
current styles as many people interpret being fend’ fashion wise as
being on trend business-wise as well.




Less is more when it comes to make-up, jewelry@artlme. You can
make a statement about your style without beingssige. Most business
people do not appreciate “trends” like facial hpiercings or body tattoos,
so don’t go out of your way to make statementshomsoff these very
personal aspects of style. For typical businegsgs, hair color should be
natural and neat and clean.

Do not chew gum. It is noisy and looks bad. Ifiyawe worried about bad
breath, brush your teeth often and carry mints.

Dressing properly is not only essential but impgeeat You will be judged on how
you appear and that includes what you weatr!

$ 0) *
)

There are no hard rules when it comes to profeakuiness. The situation will
dictate style of dress along with the area you divare working in, and certainly
climate plays a role. For example chances arddhle conservative suit you

might wear to a formal business meeting in a downtdoronto or New York
boardroom would be a little out of place when megtlients “in the field” e.qg.,
with a livestock distributor in Dallas or a petnote company in Calgary.

$ ) /( The best advice, for the office,
is to dress to reflect the position you are stgvior. Mirroring someone
who is respected and successful, whether it is eriglss or attitude, can only
help your career. If the person you directly répomears a suit and you
wear a pair of pants and a t-shirt, the next rumghe business ladder may
be out of your reach. Time to go out and get a@uiwo and change your
image. The way you feel about yourself is refldatethe way you appear
to others. Like it or not the clothes you wear wé judged by others. Have
you ever noticed how great you feel when you taketime to dress
appropriately? This feeling of confidence couldggou through to that
promotion you’'ve been waiting for.
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$ * (7 Classic suits for men and women never go
out of style and quality is the key. Trendy clathimay look sharp and
make you feel stylish, for the period it is in stybut if your budget is
limited, a few classic pieces will last longer arzoh easily be accessorized.
Additional blouses, shirts, pants, etc. could dls@dded to update your
wardrobe. Decide on what you need to purchasgdior business wardrobe
and do a little research. Often second-hand stayeefull of classic pieces
for those of us on a budget. Shop at times of da& when you know the
sales for that season occur. Find out if one of ytose friends who is
similar in size would like to do a swap with you tofew days. You may
also consider clearing out your closet of all thwsady, funky clothes in
case you get the urge to wear those faded fatigntsr that velour cowl
neck sweater.

$ * ) Working for or alongside a company during
a project or contract also dictates style of dr&ssnsider who you may
come in contact at work and dress to impresselsy enough to take a
jacket off or remove a tie or some jewelry if yandfyou are too dressy, but

it's difficult to improve your appearance if youast up in a golf shirt and
jeans where everyone else is in a suit.

Making others comfortable is something you mustsater as you dress each
day. Have you looked around the place you wilspending time in for the
duration? Observe what people are wearing andntine person who you will
be spending the most time with. Respect for othadsfor oneself is key. It's
not always necessary to completely change yourenaagl buy a whole new
wardrobe. Find clothing that makes you and othessnd you comfortable and
not intimidated.

: What you wear as an outfit needs to be
complimented by the shoes that you choose eachPlaytorm, open-toed
sandals, sling backs or runners do not have a plaae office where suits are
mandatory dress. For women, try to avoid dressgsumth casual pants and
loafers with dresses. Comfort is important, esgdBcif you are on your feet
for extended periods of time.
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Remember to always dress for success. As busneesde, there are times that
the way you look can impact the amount of respeatrgceive from others. Be
careful not to mirror the deportment disasterswelo

1%%$ @ To onlookers, it would appear that this fellow
co-worker has a part-time job at the funeral hofde.is very serious and
his attire is so very formal; always buttoned ud pmned down looking
rather like an undertaker. Too muclhighten up please.

% . Suzie, Suzie you look like a floozie...
Someone should tell little Miss Suzie not to wear $eamed stockings and
gold lame blouses to work. And she wonders whyg#igs no respect,
hmmmm!

%@ 1 B This person is going to be 20 years
old forever. The beehive or the wide ties give yawa/her glory days. The
suit fit him 30 pounds ago and she looks like sigaring her daughter’s
high school graduation dress. Help!

$ /(12 *
()

When you look at the finished product, yourselgé you sending the right message
to the people you are meeting? Your personal sfyhat makes you unique but
it is the self-respect you exhibit that will makauya contender in today’s
workforce. Follow these tips for presenting yolirpesitively.

: * Whether it is the crown jewels or your collectimin
costume jewelry, less is definitely more. If theg)ing of your bracelets
could summon the ghosts of pirates past you magleegc remove a few.
When dressing, try to find one or two pieces tltatatuate the clothes you
choose for that particular day. The colorful bioac them socks that you
can get away with wearing with your suit, would Ipaibly be inappropriate
at a formal company function.
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G ) You may find yourself being sent far, far away to
another place and time, if the perfume or cologme wear arrives in the
room before you do. Teary-eyed companions, assscveth their hands
over their noses and lonely coffee breaks are flghadicative that High
Karate Harry has entered the building. Tone dowur wixth scent and find
a fragrance that matches your body chemistry- oidawearing fragrance
altogether if you know you will be in close proxisnwith others.

/( Your hand does not need to
reflect all the colours of an artist’s palette. eigeyour nails clean, neat and
well manicured and if you paint their nails, be tsilvith colour choices and
extras such as nail jewelry etc.

2 6 ( </( - -

A = For those of you who do not know, facial hair
grows 24/7 so even if you shaved before you webtth you'll probably be
hairy again in the am and so have to shave agaiive/’clock shadow at
ten in the morning might be “rugged” to some butrf@any at work it’s just

plain rough. Keep a razor and cream in your dealvdr and if you are
expecting a long day a second shave may be in.oRemember
gentlemen, hair on the back of necks, on the tbpsis and “Bert and
Ernie” brows all need to be addressed.

Other tips for successful dressing include:

If you wear white tube socks to play squash athygou’ll need to change
back to dark dress socks with your dress shoes

Shoes should to be comfortable and fit properlyd Ahthe soles have come
unglued and are slapping as you walk, for goodsaks find a glue gun.

If the outfit you wear to the office can take ydteawork to the night club,
no stops necessary, you might be wise to put atswewer the sequins
during work hours.
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Hair today, gone tomorrow...if you are still sportipgur “Farrah Fawcett
hairdo” (The “Aniston” for you Gen X'ers) you mighbnsider making a
change. Consider your occupation- there’s techiyioal rule that says only
tattoo artists can wear Mohawks and orange featbexsrk, but there’s a
reason you rarely see nurses and bankers doing it.

(- 1

In today’s ever-competitive market, “business”
usually means semi-formal business- in reference to
verbal style, word choice, dress, demeanor, and
etiquette. Business casual is becoming more
acceptable but at no time are the following suéabl

Cut offs, tank or tube tops, baseball caps, sweat o
windbreaker pants, torn anything is not cool atkvor
Let us also leave the advertising to billboards.

Slogans and statements are great at the beach but
need to remain out of the office. Business situnsti
dictate a professional presence and you are a
representative of your company. The respect gelfbr yourself and others is
reflected in the way you dress, speak and conduatsglf.

1. False: Your attitude and speech style should bisiped and professional at all times.
Casual attire means only your clothing is casual.

. True: Business casual means men should wear collashirts and v-neck’s are not
acceptable. With the variety of shirts availabléhweollars, there is no reason to wear a
t-shirt. Please stay away from t-shirt that areafivertising purposes or ones that
provide a statement or verse.
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. False: Your office desk is not your bathroom vanift no time should clients or co-
workers be witness to your personal grooming habiitsis is not gender specific, no
exceptions to this rule.

. False: Itis in very bad taste to ask anyone whershe bought something or how much
an item cost.

. False: Smoking is unacceptable when you are wigmid and if the office has a no
smoking policy you should honor it

. False: Unless you are the person’s supervisor, keepopinions to yourself.

. False: It is unacceptable to wear formal clothethéooffice unless the entire office is
doing so for some specific reason. Bring the @stith you or rearrange you schedule
to make time to prepare for the function.

. False: Check your company policy on harassmenhuséiness situations commenting on
the appearance or dress of the opposite sex smappropriate thing to do.

. True: Common sense dictates that you should got& wlean, neat and professionally
dressed even if there is not a formal dress policy.

10. False: Chewing gum is a very rude and unsightlythauickly and quietly take a mint
instead.

) (

Good manners are good business. Success in baisiggends on many factors,
not the least of which is professional conductofé&ssional conduct consists of
everything from how a person presents him/herseivardly-things like attire,
demeanor, and tone of voice or listening skills-artends to how a person
exhibits attitude, respect, care and considerdtionthers.

Modern business etiquette guidelines provide adsinefor behaving in business
situations. The growing international marketplamgether with an emphasis on
both education and communication skills demandriert and women in business
today acquire behaviors that set them apart franctdmpetition. An
understanding of how social behavior impacts bissinvéll enable them to make
their way effortlessly through increasingly tectomtal workplaces with their
self-esteem, sense of humor and professional repgantact.
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A little courtesy never hurt anybody. Courtesy oaly increase your self-
confidence, your client base and subsequently potiom line. Good Luck!

If you enjoyed this e-book, please visiwww.civilitybooks.comto download
other e-books such as “Beware the Tablemonsters” f@hildren ages 5-10, or
“Pass the Promotion Please” and “P’s and Q'’s for Rufit” for adults in
business.
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