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The Co-Authors of The Power of Civility

We dedicate this book to you, the 
empathetic and caring person who 

recognizes the need for considerate conduct 
in everything you do. 

We salute you for embracing civility in your 
personal and professional life—and we 

celebrate your commitment to 
being the best you can be!
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Introduction
 “Civility costs nothing and buys everything.”

—Lady Mary Worley Montagu, English aristocrat and writer

Congratulations! You have opened an incredible resource, packed with 
great ideas that will guide you to an improved way of being in the 
world. The need for civility in all aspects of our lives has been advocated 
in nearly every form of media. You can make a significant difference in 
your own life, and in the lives of everyone you interact with, when you 
adopt the principles we discuss in this book. You are about to discover 
the power of civility.

We know you want to be the absolute best you can be. Your success in 
your business and personal life will be determined by how you greet 
people, respond to invitations, react to difficult situations or treat those 
who disagree with you. In fact, your success is determined by the way 
you present yourself in all that you say and do! 

As top experts in etiquette and civility, we have joined together to give 
you the most effective strategies we know to help you deal with almost 
any situation with civility. Some bits of advice are repeated in different 
chapters—that should tell you how important that advice is!

Each of us has seen how even small shifts toward greater civility can 
transform one’s self-confidence and uplift one’s spirit. When you 
demonstrate kindness, consideration, thoughtfulness, respect, self-
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restraint and responsibility, people are drawn to you. When they 
mirror civility back to you, everyone enjoys a sense of goodwill and 
heightened self-worth.  

All the civility professionals you will meet in this book want you to 
have the confidence and poise to go anywhere and be welcomed as a 
caring and considerate citizen of the world. We have shared our best 
tips and proven guidelines to help you fit in, and to help you put others 
at ease.

To get the most out of this book, we recommend that you read through 
it once, cover to cover. Then go back and follow the tips that apply to 
you, in the chapters most relevant to your current situation. Every 
improvement you make will make a difference in how you feel about 
yourself, how you relate to those around you and how others respond 
to you in your daily personal and professional life.

Mastering all the aspects of civility and considerate conduct can take 
some time. If you take action and continually apply the strategies, tips 
and tactics we share in these pages, you will reap many rewards. With 
our knowledge and your action, we are confident that, like our 
thousands of satisfied clients, you too will master the power of civility.

The Co-Authors of The Power of Civility
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  hether we are talking about a table-setting or a handshake, the 
rules and rituals of etiquette have long held value. As early as 2500 
B.C. with the first known manners guide, The Instructions of 
Ptahhotep, people have understood the technical aspects of courtesy. 
Choosing to follow the rules for dining, for entertaining, and for 
interacting socially and in business has always been a necessary 
element of social polish. Manners make it easier to live and work 
together, and there may be no serious damage done if you are just 
being polite out of habit. For example, maybe you always send a thank 
you card, even if you do not like the gift you received, or you always 
accept invitations, even when you know you have no intention of 
actually attending an event. However, as in these examples, exhibiting 
manners just for the sake of being polite is not really all that civilized. 
Following prescribed social conventions out of some sense of 
obligation, or being courteous just because you are directed to do so 
by some person or circumstance, without some measure of 
understanding and good intentions, is not nearly the same as choosing 
and practicing civility.

The Power of One
Choosing Civility

By Lew Bayer

“Rules cannot take the place of character.” 
—Allan Greenspan, former chairman, U.S. Federal Reserve



Teaching and practicing rules for manners and modern-day etiquette 
is relatively easy. Teaching and practicing civility is significantly more 
difficult. Some experts argue that because civility is the outcome of 
choosing behaviors that are congruent with positive personal values, 
you can teach a person how to make decisions, or you can teach 
someone about consequences. However, you cannot, in fact, teach 
civility. This is a long-debated issue and part of the reason many 
training professionals focus on changing manners and behaviors 
rather than trying to change attitudes, values or beliefs. 

Unfortunately, many parents, teachers, and sometimes society in 
general, expect forced compliance and confuse it with civility. For 
example, a child can be taught to say “Sorry” but never learn why it is 
important to apologize and never understand what he or she did 
wrong in the first place. The child simply learns that you can do 
whatever you want and if someone gets mad, just say “Sorry” to get 
yourself out of trouble. Similarly, just because people smile and shake 
hands politely does not mean they actually respect or appreciate each 
other. The amount of attention and intention required to do 
something “just because” is far less than the amount of attention and 
intention required to do something with conscience. This difference 
explains the seemingly subtle difference between being polite and 
being civil. When courtesies are regularly extended without sincerity, 
the result is mistrust. When trust is diminished, social capital is 
depleted. Social capital is the extent to which we are connected to one 
another and it is an important byproduct of civility.

Choosing the right action, weighing the potential impact of choices 
against one’s own values, and being accountable for the outcomes of 
those choices are what build character. It’s character that distinguishes 
mannerly actions from civility. Abraham Lincoln said, “Reputation is 
the shadow. Character is the tree.” To compare, civility is what compels 
you to do the right thing just because it is right to do what’s right. This 

2

The Power of One



belief is an aspect of your true self, part of your character, whereas 
manners can easily and often be exhibited simply as a means of 
sending a positive impression or appearing to be good. 

While manners exhibited for any reason usually have some positive 
impact, when you exercise the power of choice and determine to 
extend a courtesy or some small kindness because you believe it is the 
right thing to do, the power of intention takes over, and intention is a 
very powerful thing. When you consistently choose actions based on 
your values and purposefully behave in a way that benefits others, 
civility becomes a point of your character. 

3
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Defining Civility 

A conscious awareness of the impact of one’s thoughts, actions, 
words and intentions on others; combined with 

A continuous acknowledgement of one’s responsibility to ease the 
experience of others (for example, through restraint, kindness, non-
judgment, respect, and courtesy); and 

A consistent effort to adopt and exhibit civil behavior as a non-
negotiable point of one’s character. 

•

•

•

There are a range of dictionary definitions for civility—most of these 
refer to the obvious connection between manners and courtesy. 
However, these simple definitions do not accurately capture the 
attitudinal and values component so important to the practical 
applications of civility. The following expanded definition of civility 
helps to capture those complexities. 

Civility is:

Etiquette guidelines, which incorporate manners, represent the rules 
or conventions that apply to a situation, a time, a culture or a country. 



Civility represents the overriding values and character of an 
individual. When groups of individuals share the same core values, 
those values create the character or culture of a family, an 
organization, and even a nation. When you do not have clearly-
defined values, it is difficult to establish personal standards, and so it is 
easier to choose popular actions based on convenience rather than 
choose civility based on conscience. The end result is incivility. 

4

The following are commonly understood to be factors that 
engender rudeness and disrespectful behavior: 

Chronic stress

Growing fearfulness about the future

Constant technological advances and changes

Decreased moral intelligence resulting from mainstream media 

Shifts in values across and among generational groups

Cross-cultural incompetence

Low social intelligence 

Undefined values

Discomfort adapting to change

Ongoing situational factors such as environment and context

Ineffective communication 

General lack of personal integrity

Limited incentive to do the right thing

Causes of Incivility

•

•

•

•

•

•

•

•

•

•

•

•

•
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Karl Albrecht, a well-known futurist and expert in the field of social 
intelligence, describes persistent rude behaviors as toxic. Toxic and 



disrespectful behaviors are often contagious. When allowed to do so, 
rudeness spreads like a virus and wreaks havoc on health, 
productivity, self-esteem, and relationships. Left unattended, the 
incivility virus quickly becomes a social epidemic, at which point 
treating the behavioral symptoms is barely manageable. Given that 
recent public opinion polls showed that 69 percent of respondents 
agreed that people are getting ruder, it is safe to say we are facing 
incivility in epidemic proportions. Toxic workplaces are examples of 
how difficult it is to contain incivility viruses and how offering 
temporary solutions such as more rules and harsher consequences 
does not work; the symptoms of incivility always return when the 
proverbial band-aids fall off. The only solution is consistent, pre-
emptive efforts to build core values as immunization against the 
disease of incivility. 

5

Why Choose Civility? 
The better question is “Why not choose civility?” The benefits of 
civility are many. Some benefits such as personal confidence, trust and 
social capital are immeasurable. The costs of incivility can be 
significant, too, and they are often immutable. 

Cell phone rudeness, chronic lateness, bullying, unprofessional dress, 
employee theft, poor customer service . . . the statistics on incivility are 
alarming and endless. Disrespect and discourtesy are prevalent across 
the country and, according to many experts, incivility is systemic and 
epidemic. If there was ever a time when the world needed change, the 
time is now.

If world-scale incivilities—such as war and crime, political leaders’ 
public temper tantrums, professional athletes’ very unsportsmanlike 
conduct, over-the-top celebrity self-indulgence, rampant bigotry and 
racism—do not have you convinced, consider how many of the 
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following symptoms of viral incivility you have experienced in your 
own home, workplace or community in the past two weeks: 

6

Persistent miscommunication, such as non-responsiveness, 
misunderstandings, arguments, withholding of information, 
diminished morale and/or mood, negative attitudes, lack of 
energy, poor engagement, lowered confidence and measurable 
lack of accountability

Decreased productivity, increased lateness and laziness, reduced 
quality and quantity of output, diminished collaborative effort

Increased customer service complaints, visible decrease in 
product and/or service standards

Growing gap in alignment between personal or corporate goals 
and leadership’s abilities, lack of integrity and ethics

Inability to adapt effectively to change

Inability to navigate cultural and communication barriers

Increased difficulty recruiting and hiring competent personnel

Difficulty identifying and practicing core values

Lowered common sense, failure to attend to social cues and follow 
social conventions

Increased disengagement, difficulty maintaining relationships, 
less involvement in social, civic and community events

Research shows that typically social capital, self-worth, productivity, 
health, and certainly profitability in business settings all increase when 
you choose civility. 

In spite of what would seem a growing awareness of the tangible costs of 
rudeness as well as an obvious need for fostering manners and respect, 
you may be wondering why so few people are choosing civility.          
Part of the reason is that when people begin to understand

•

•

•

•

•

•

•

•

•

•
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that being civil is not as simple as attending an etiquette class or as 
obvious as being polite, they simply are not prepared to commit the time 
or energy civility requires—or they lack the courage to choose civility 
when there seems no expectation, respect or reward for doing so. 

7

What it Means to Choose Civility 
There are approximately 20,000 seconds in each waking day. This 
means that on any given day you have up to 20,000 opportunities to 
choose civility. It just takes one second to make a difference. With one 
choice, one word, one kind gesture, one moment of consideration, you 
can change someone’s life. In one committed moment of courage you 
can show your true character. You have the power to create positive, 
lasting change simply by choosing civility. 

The first step to choosing civility is to clearly identify your personal 
values because your values drive your choices. For example, if you value 
honesty, kindness, compassion and integrity, you have to be prepared to 
walk and talk those values consistently, even when doing so may not be 
comfortable or convenient for you. Dr. P.M. Forni, a Professor of Civility 
at Johns Hopkins University and author of the bestselling book, 
Choosing Civility, published in 2003 by St. Martin’s Griffin, suggests 25 
modern-day guidelines for considerate conduct, including paying 
attention, being inclusive, rediscovering silence and speaking kindly. 
Dr. Forni emphasizes that respect, restraint, and responsibility are the 
foundational values upon which choices are made, and he suggests that 
“a critical measure of our success in life is the way we treat one another 
every day of our lives.” 

Choosing civility means that in expressing manners, you do so with 
purpose and have an understanding of the value of the rules beyond 
mere social requirements. For example, having the whole family sit at 
the table for dinner is not so much about acting civilized as it is about  
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choosing to take time to be together, to laugh, to tell stories, to connect 
in some small way. 

Inviting guests over and making them feel welcome is a way of opening 
your heart, not just your front door. It is a way of letting people know 
that you are interested in sharing with them—food, the comforts of 
home, and maybe some conversation. Looking someone in the eye and 
extending a handshake tells that person that you choose to take a minute 
out of your busy, tired, stressful day to show another human being that 
he or she has value. 

In addition to making values-based choices on purpose, conscious 
awareness is an important aspect of choosing civility. You have to pay 
attention to the impact your choices, words, actions, and even lack of 
actions, have on others. It means using your social radar to assess the 
needs of others and building your social competence to accommodate 
those needs. You need to be able to interpret verbal and nonverbal cues, 
to adapt your behavior based on appropriateness in specific contexts. 

Choosing civility means having the courage to consider how your 
actions impact others, and to do the right thing, even when your own 
physical or emotional comfort is at stake. Choosing civility requires 
taking responsibility for the experience of others and acknowledging 
that everyone deserves respect. You have a responsibility to be civil and 
kind to everyone, regardless of any benefit to yourself and regardless of 
whether you have a relationship or the same values as another person. 
James D. Miles captures the notion of conveying kindness and respect as 
follows, “You can easily judge the character of a man by how he treats 
those who can do nothing for him.”  Dr. Forni states that beyond

8
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“To know what is right and not to do it is the worst cowardice.”
—Confucius, Chinese philosopher 
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an attitude of benevolence to individuals, choosing civility entails “an 
active interest in the well-being of our communities and even a concern 
for the health of the planet on which we live.”

Choosing civility means having the courage to expend the time, money 
or energy required to be civil. Civility is its own reward. When you 
extend respect and courtesy just because it is the right thing to do, when 
you exercise non-judgment, and when you relinquish any expectation of 
reciprocation for kindnesses you may offer, there is an authenticity and 
spirit of generosity, a graciousness that is expressed. 

Choosing to give your time, resources, attention, well-wishes, love, 
kindness and respect, with no expectation of return, has tremendous 
benefit to you as the giver as well as to the recipient. 

“Civility has two parts; generosity when it is costly, 
and trust, even when there is risk.” 

—Stephen L. Carter, American law professor and author 

Getting Started: 
What You Can Do to Foster Civility Right Now 
When was the last time you sent someone flowers anonymously, and 
for no reason except to let that person know that he or she was 
appreciated?

Can you recall a time recently when you chose to give someone who 
had wronged you the benefit of the doubt, and offered him or her 
kindness instead of issuing a barbed comment or demanding an 
apology? 

How often do you take time to do the little extras: set a pretty table, hand 
write a thank you card, reach out to a new neighbor, offer a heartfelt 
compliment, or extend some other seemingly small gesture to

Lew Bayer



make life a little easier for someone else—even when it costs you 
your own time, money or energy to do so? 

It does not take much to facilitate change. Consider, for example, 
how water that is just hot at 211 degrees suddenly boils at 212 
degrees. One almost unnoticeable increment can significantly 
change the whole nature of a thing. In that same way, one person 
choosing civility has the power to change another person’s sense of 
value, the tone of a communication, the course of a relationship, or 
the outcome of a seemingly difficult situation. What are you doing 
right now to foster civility? 

In one minute, through one small gesture, by making one choice, you 
can make life better—for yourself and for others. You need only 
choose to do it. Join the circle of civility, believe in the power of one, 
and choose civility today.

10
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Character, courage, commitment . . . 
these are the immeasurable benefits 
of harnessing the power of civility

LEW BAYER
Civility Experts Worldwide





     o matter how well I may know a person, when I visit someone in 
his or her home, I gain a deeper level of understanding about who 
they are. Our home reveals what we value and how we live. No 
matter what our home looks like, it is the place where we find shelter 
and where we reveal our unguarded self.

It is in the privacy of a home, away from the spotlight of the public, 
where a new understanding of who we are and a deeper bond of 
friendship emerges. For example, an invitation to dinner at a friend’s 
home is an invitation to enter into a deeper relationship with them. 
From the moment and manner the invitation arrives, you learn more 
about them. A spur-of-the-moment phone call, “Hello, would love to 
have you join us on Friday night for a barbecue with our family and a 
few friends,” sets the tone for a casual evening. An invitation received 
in the mail requesting a formal RSVP may imply a more formal 
atmosphere. 

When you arrive, you notice the care given to the environment. The 
lawn is mowed and garden neat. You receive a warm greeting at the 
door. Other guests smile and greet you and see that you are made 
comfortable. The meal is beautifully presented and delicious.

N

Civility Begins at Home 
By Deborah King, AICI CIP
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Younger family members invite those who are more senior to go 
through the line first to get their food. Conversation is positive and 
pleasant. Guests pitch in, when appropriate, and the evening ends 
with words of gratitude and goodbyes. 

A home void of civility leaves little chance for the members to be civil 
outside the home. It is at home that lessons of civility are learned. 
Civility is expressed in a number of ways:

Practice civil behavior in your home and you will find it easier to 
demonstrate it in the pressure of life outside the home. 

Children are often encouraged to “put on their best manners” when a 
guest comes to their home or when they go to an important 
event—as though “putting on” their best manners was like putting on 
a special outfit they might wear. The real goal should be to have 
manners become a part of who they are. However, who should teach 
children to be civil and well-mannered?

1. Appearance. Through a modest, neat personal presentation that is 
appropriate for the situation 

2. Behavior and speech. By your thoughtfulness and kindness 
towards others and animals 

3. Environment. By your care for the things you possess and the 
world in which you live 

“Teaching civility is an obligation of the family.”
—Dr. Stephen Cater, American Professor of Law at Yale University 

Raising Civil Children

Civility Begins at Home
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A parent is the most important teacher in a child’s life. Children learn 
what behavior and manners are important based on what they see and 
hear at home. Those lessons are daily and lasting. 

While raising my children, I was keenly aware that they were not only 
listening to what I said, but more importantly, watching how I lived. 
While many of these lessons are presented through verbal instruction, 
the most powerful lessons are demonstrated in what children experience 
at home. Ideally, these lessons would be reinforced at school, through 
the media and in the community. Sadly, because that is often not the 
case today, modeling civility at home is more important than ever.

Importance of Parenting

Positive Reinforcement
As with any skill, repetition is the key to success. No skill is learned, let 
alone mastered, by limited exposure. A child doesn’t learn to read by 
attending a single reading class. Nor are manners and civility learned 
in a single lesson. 

Parents often go to great lengths to help their child learn to be the best 
in athletics, in the arts or academically. While these skills are part of a 
child’s development, the primary goal of every parent should be to 
raise a child to be a healthy, productive part of society. This is the child 
who will experience a happy, healthy life, as well as be an effective 
leader in their generation.

Michael Jordan wasn’t a great basketball player because he understood 
the rules of the game. He was great because he practiced and 
internalized the game to the point that he knew instinctively what to 
do in any situation on the court. For manners and civility to become 
truly useful, they must first be learned, then practiced, and finally 
become automatic.

Deborah King, AICI CIP
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How do parents raise children to be civil? There is no easy answer, but 
there are things you can do to support your children in the process. 
One of the ways you help your children gain healthy self-esteem is to 
teach them the value and importance of others. 

As parents, it is not enough to tell your children to be kind—you must 
also model kind behavior and provide practical ways they can 
experience kindness in daily life. Here are some practical ways to 
promote civility with your children.

Bring attention to kind behavior when you see it. This teaches your 
child to notice kindness and encourages him or her to repeat the 
behavior. Children love to act in ways that gain positive attention. 
“Look, that man is being so kind to hold the door open for that lady.” 
“That little girl is sitting so nicely at the table and using her napkin.” 
“You were so kind to stand up and give Grandpa your chair.”

Role-play various situations. Something I did with my children from 
the time they were very young was to talk about possible life 
situations they might face and ask them what they would do if they 
were in that situation. I chose times when we were driving to the store 
or to school, or doing another activity. At first, the situations 
included topics like sharing a toy or how to treat a friend who came to 
visit. As they grew, the situations expanded to include how they 
might deal with strangers, what to do if someone is gossiping, and 
questions regarding ethics. 

Be quick to reward positive behavior with a smile, a pat on the back, 
words of praise or a special privilege. As positive behavior is 
rewarded, negative behavior must be addressed. If your child is 
playing a game and loses, he or she must not be allowed to pout or to 
be rude. Life has challenges, is often difficult, and everyone does not 
receive a trophy. Real winners have an honest view of themselves and 
know how to win and lose gracefully. 

•

•

•

The Importance of Others 

Civility Begins at Home
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Treat others as you would like to be treated. This timeless advice still 
has value today. When a child is taught to stop and think about how 
they feel when they are treated rudely, they are more likely to avoid 
treating others rudely. In thinking of others, empathy is developed. I 
ask children in classes how they feel when their friend, who has come 
over to their house to play, leaves a big mess for them to clean up. They 
passionately share how mad they are at their friend for helping to 
make the mess and for not being willing to help clean it up. This 
example provides an opportunity to remind a child how important it is 
to always help clean up when they are the guest. 

Once a child has mastered the golden rule, it is time to introduce the 
platinum rule—treat others as they would like to be treated. While the 
golden rule works nicely when applied to those who come from a 
similar background or culture, the platinum rule requires us to think 
about the person we are with the needs of that person and the best way 
to interact with them. Have you heard the adage “when in Rome do as 
the Romans do”? That applies here. For example, if your friend takes 
off his shoes when entering his home and that is not something you 
typically do, you would need to remove yours as well so as not to 
offend him. 

The Golden Rule

A Peaceful Home
A peaceful home is a happy home. Stressful, unhappy environments 
challenge civil behavior. Times of stress can result in bad attitudes and 
create a combustible condition. Have you ever tried to be polite and 
thoughtful when you were stressed or in a bad mood? It is nearly 
impossible. You may be able to utter polite words, but the tone of the 
message is abrasive and void of sincerity. 

Keep uncivil behavior out of your home. Most people would not invite 
someone into their home who would personally treat them rudely or 
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Civil people consider their language and how it may affect others. 
This is especially true at home. The words spoken to and around a 
child frame the way he or she views the world. A child who is 
exposed to language that is vulgar, violent, mean-spirited and 
demeaning may become withdrawn and depressed, or may act out in 
the same manner toward others. A child who experiences language 
that is kind, loving, thoughtful and encouraging is more likely to feel 
safe and view the world and others in a positive way. A civil home 
embraces respectful language.

create chaos within the family. Yet, many will choose music, movies, 
video games and television programs that promote and celebrate 
unkind and uncivil behavior. Carefully consider who and what you 
bring into your home. 

Think before you speak. Just because you can say something does 
not mean you should. The age-old advice, “If you don’t have 
something nice to say, don’t say anything at all,” requires self-
control and still applies today. 

Say please and thank you often. In one of my children’s etiquette 
programs, a child raised her hand and asked when she would be old 
enough to not have to say please and thank you anymore. I was 
surprised by her question and asked her why she was asking. She 
said she never hears her parents saying please and thank you and 
wanted to know when she could also quit. Fred Astaire said that 
"the hardest job kids face these days is learning good manners 
without seeing any." 

Respect the elderly and those in authority. Parents, grandparents, 
teachers, clergy and government officials should be honored for the 
position they hold. When disagreements arise, demeaning language 
or rude behavior is not tolerated. As an alternative, look for ways to 
respectfully appeal to authority. 

•

•

•

Civil Communication Tips 

Civility Begins at Home
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Learn how to resolve conflict. Being civil does not mean you must 
agree with everyone, nor does it mean that you should avoid 
difficult issues. When faced with conflict, keep the focus on the 
issue—not the person. Instead of being judgmental, try being 
empathetic. Imagine what it may be like to be in the other person’s 
shoes. Listen for the things that you have in common and that you 
can agree upon. This helps to keep the tone of the conversation 
positive. At times, you may simply need to agree to disagree.

Establish technology-free zones where everyone unplugs and 
focuses on those who are present. Children who primarily 
communicate through technology are not developing valuable face-
to-face communication skills. In fact, I have parents tell me they 
have started texting just so they could communicate with their 
teenager. While texting has its place and value, it cannot replace 
face-to-face communication. 

Cultivate empathy in yourself and your children. Treat all people 
with dignity, respect and kindness—from the garbage collector to 
the President, from those who have little to those who have much. 
When children learn that a person’s worth is not based on what they 
have or the position they hold, but rather on who they choose to be, 
they are embracing the heart of civility.

Service begins at home. Encourage family members to participate 
in serving each other. Start each day by greeting all with a smile and 
hello. When getting a snack, ask others present if they would 

•

•

•

•

Civility involves the art and act of caring for others. Too many 
children grow up never learning what it means to selflessly serve 
others. Parents, eager to provide their child with every comfort and 
opportunity possible, overlook the tremendous value of service. A 
polite child is willing to serve others. 

Volunteer 
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also like a snack. Family members should be treated with the same 
thoughtfulness as a special guest. 

Giving is an act of civility. Everyone has something to give—a 
smile, a kind word, a helping hand or a financial gift. There are 
endless opportunities to serve in your community. Do some 
research and find a place where you and your family can serve 
others and truly make a difference. 

Inviting guests into your home requires preparation of your home and 
your heart. Careful consideration should be given to how you can 
make your guest feel welcome. A home that is welcoming is clean and 
family members are kind and inclusive. Here are a few tips for 
teaching your children how to be a good host. 

It is a privilege to be invited into someone's home, and this generosity 
should not be taken lightly. Being a host requires a great deal of time, 
thought and expense. A thoughtful guest will show they appreciate 
their host in the following ways:

•

•

•

•

•

•

•

Hosting Guests 

Greet your guest at the door with a smile and invite them into  your 
home.

Introduce your guest to family members.

Offer your guest something to eat or drink. 

Ask your guest what they would like to do.

Include your guest in activities and conversation.

Walk your guest to the door and thank him or her for coming. 

Being a Guest

Civility Begins at Home
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As wonderful as guests are, no one can ever replace the unique 
relationship of a family member. 

A friend once shared with me that she insisted her children treat each 
family member as well, or better than, they would treat their most 
honored guest. This was not negotiable. If one child had a guest over 
to play and treated a brother or sister rudely or spoke mean-spirited 
words to another family member, the guest was sent home and the 
offender was required to serve the offended. This could include 
cleaning their sibling’s room or doing one of their chores. Today, this 
mother enjoys the company of five adult children who know how to 
honor others. 

Family interactions provide a beautiful environment where each 
member learns how to honor, respect and value all other members. 
While there are times that family members can be a challenge, a spirit 
of love and respect for each member must never be compromised. 

Family Members
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R.S.V.P. This is a French term that simply means 'please reply'. 
Every invitation deserves a prompt reply.

Dress appropriately. Be well groomed and choose clothing that is 
appropriate for the event. Clothing that is inappropriate, sloppy, or 
too revealing, does not honor your host.

Be on time. Arriving early, or late, is inconsiderate.

Bring a hostess gift. Never appear empty handed. A small gift 
acknowledges the effort of your host. 

Joyfully participate. Participate in positive conversation and the 
activities that are planned.

Thank your host. Never underestimate the power of a handwritten 
note.

•

•

•

•

•

•



•

•

•

•

•

•

•

The benefits from meals eaten together are well worth the effort. 
Around the table, manners and civility are learned and lifelong 
bonds are established.

Civility Begins at Home
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Mealtime 
Make family mealtime a priority. Children who eat regular meals 
together with their family do better in school, are less likely to use 
drugs and are emotionally healthier. Overloaded schedules make 
gathering around the dinner table each night a challenge for many 
families. If this describes your situation, consider what you can do. 
Maybe you could reserve Sunday for family dinners, or maybe 
breakfast would be a better option. Here are some tips for en-
couraging civility at mealtime:

Involve the entire family in preparing the meal.

Not a master chef? Learn a few simple recipes you can prepare 
together.

No time for food preparation? Consider purchasing prepared food 
and serving it on your own dishes. 

Think nutrition. What is one thing you could do that would 
improve your family’s diet?

Set the table and sit down to eat. 

Turn off the television, cell phones, computers and other electronic 
devices.

Practice table manners. Many families use my Etiquette Flash Cards 
as a fun and easy way to learn and discuss manners around the 
table. 

Encourage positive table talk from all family members. 

Involve the entire family to participate in the clean-up process.

•

•
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Civility Begins at Home and 
It Begins with Every Parent
A child who experiences a civil home will be more likely to act in a 
civil manner at school and in the community. This is the foundation 
of a civil society. It is not the color of our skin, our political or 
religious differences, or our physical borders that divide us, but 
rather, the borders of our heart, our spirit and our mind.

If civility is not taught and modeled in the home, there is little chance 
for a civil society. Civility requires character, confidence and class. By 
modeling positive behavior, you will train your children to be civil 
while inspiring others. 

It takes everyone involved in the life of a child to teach him or her 
how to live with kindness and respect for self, others and the 
environment. Children must recognize they are part of a larger 
whole and that every action of theirs impacts others in some way. 
This knowledge, once mastered, will enable a child to handle life’s 
situations with confidence and grace. I love civility! It is the 
foundation of a healthy society. 



D     eborah King is President of Final Touch Finishing School, Inc., 
which she founded in Seattle, Washington in 1989. Deborah is an 
AICI Certified Image Professional whose passion is to help others 
project the best image possible. Her customized programs equip 
people from all walks of life with the necessary skills to be able to 
move confidently from informal to formal situations with ease and 
grace.

Deborah has produced award-winning educational products 
including Etiquette Flash Cards and the Etiquette & Portion Plate 
book. Deborah is an active member of the Association of Image 
Consultants International where she serves on the Civility Counts 
Project. She is a board member for the Image Consultants’ Society 
International serving the Indian Subcontinent and Middle East. In 
2010 she co-founded the Global Protocol, Etiquette, and Civility 
Academy in Dallas, Texas. Her insights on civility and social graces 
can be found on her blog and radio program, Civility Chat. 

Deborah is a published author as well as a reliable resource to the 
media. She is a national and international speaker who is highly 
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irst Lady of the United States Eleanor Roosevelt wrote, “. . . the 
basis of all good human behavior is kindness. If you really act toward 
people in your home and out of it with kindness you will never go far 
wrong.”

Is this blithely naive, or right on the mark? 

You would be hard-pressed to find the phrase “public civility” in 
Eleanor Roosevelt’s Book of Common Sense Etiquette, published by 
Macmillan Company in 1962. Despite the political, cultural, and 
social upheaval and unrest of the 1960s, public civility, although not 
identified as such, was not yet lost. Fast forward to today, and the hue 
and cry over loss of public civility is distressing, deepening and 
positively deafening.

Let’s take a step back, break down the term and look deeply at its 
meaning. Starting with civility—using the Essential Canadian English 
Dictionary definition—I found “polite or courteous behavior.” From 
the same source, I found the definition for public to be “of or 
concerning the people as a whole.” Put the two together, and with 
some poetic license, I believe public civility can be defined as polite 
behavior for everyone.

F

Public Civility
The Case for Face-to-Face Communication

By Deborah McGrath
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Now let’s add in the face-to-face component. My Canadian English 
dictionary did not list this term. Merriam-Webster does, and their 
definition is “within each other’s sight or presence.” With that in 
mind, I propose the following definition of public civility:

Practice polite behavior within each other’s sight or presence with 
everyone you meet.

Does that give you permission to be impolite when you are not in 
another’s sight or presence? Actually, no, it does not. Developing this 
essential social skill, using it anywhere, everywhere and always, 
regardless of private or public setting, and exercising it just like a 
muscle is the point of this chapter. If you develop this muscle well, 
even when you are alone and just thinking, it will more likely be the 
way you operate in public as well.

The very essence of public civility—and why we need to re-engage 
each other in face-to-face exchanges in academic, business and social 
arenas—is an integral part of what defines us as social animals.

As Lucinda Holdforth writes in her book Why Manners Matter—The 
Case for Civilized Behavior in a Barbarous World, published in 2007 by 
G.P. Putnam’s Sons, “We are proud individuals, and we are social 
animals. Manners help us resolve our double identities.”

My first apartment was a walk-up over an appliance repair store. It 
was the late seventies and I was a typical starving student in need of a 
part-time job so I could afford to eat and pay the bills. Across the 
street from my tiny apartment was a tiny local bakery. In business for 
many years, they were well-known for their various breads—of which 
the round malt loaf was very popular—as well as wedding and 
birthday cakes, and mini fruit tarts. 

Face-to-Face with Bread
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Every Saturday, and at least one afternoon a week, I worked behind 
the counter selling everything from petit-fours to pies. There was no 
electronic cash register, the boxes were assembled by hand, on 
demand, and the string came from a huge spool mounted on the 
ceiling. On any given day, it was standing room only as customers 
patiently waited their turn to be served. Accounts were done by hand, 
customers were addressed by their honorific and last name only, and 
orders prepared in advance were “put on account” and handed over 
the counter. As a sales clerk, I was expected to learn the faces and 
names of the regular customers, and ensure they were waited on 
promptly and politely. I could not forget to smile. I remember that last 
part very clearly. All of the staff members were told to smile while 
serving customers.

So I did. I smiled patiently as the lines got longer and snaked out the 
door every Saturday. I smiled while washing down the flour-dusted 
shelves at the end of the day. I smiled while kneeling in my starched 
white coat to sweep up the pie crumbs inside the huge front display 
window—at everyone on the street and at the “dears” lined up 
clutching their stringed boxes, waiting for the Yonge Street bus.

What did I learn? I learned the basic tenets of:

Customer service skills

The value of face-to-face engagement in a public setting

The importance of listening skills—particularly with seniors

Brand loyalty—what it is and how to build it

And so much more

Why tell this story now? For me, those lessons endured and are deeply 
embedded in my character. In our increasingly hectic consumer 
world, it is hard to find “butchers, bakers, and candlestick makers.”

•

•

•

•

•
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This is partly because we have hundreds of purchasing choices, and 
we don’t have the inclination, time or need or opportunity to engage 
vendors or service providers face-to-face.

As Lucinda Holdforth wrote in her above-referenced book, “In our 
efforts to avoid all latent rudeness and unpleasantness in the world, 
we, too, have become harder, and ruder, and less pleasant. Yet the 
more we distrust each other, the more we are confused and irritated 
by each other, the greater the risk that we abandon the task of finding 
a common language with which to peacefully interact.”

That’s a risk I am not willing to take. I hope you feel the same way. I 
believe we crave simple, honest exchanges with the people from 
whom we buy. We have to start somewhere and this is a good place to 
do so. The next time you engage a service provider—whether you are 
lining up to buy bread or a big-screen television—I encourage you to 
practice the following steps:

•

•

•

•

•

•

•

Say hello as you look the salesperson in the eye.

Smile—genuinely and often.

Treat them with respect.

Listen with heart and mind. 

Ask questions—lots of them.

Think before you speak.

Say thank you.

Then stand back and watch how the dynamic of the exchange changes 
in tone and tenor. It may not always happen, and it may not happen in 
exactly the same way. However, I believe that by practicing the above 
steps, whether you are prospecting, selling or buying, you can:
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Perhaps, most of all, you can experience a “human moment,” a 
connection with another human being.

Influence an outcome

Leverage a proposal

Create an opportunity

Engage an individual

“A human moment occurs anytime two or more people are together, 
paying attention to one another.”

—Edward M. Hallowell, American psychiatrist

Years later, the bakery was sold off and changed locations at least 
twice, to my recollection. The success it so enjoyed in its previous 
forty-plus years, sadly, did not follow. Neither did the clientele. The 
failure was due, some said, to the lack of civility shown to the staff and 
customers. It closed in the mid–nineties with barely a whimper. Yet to 
this day, blogs still bemoan the loss of recipes for Molly Browns, 
Dutch brown loaf, beehive cake and rum cake—to name just a few. 
The enduring legacy left behind by the shop and its patrons is 
undeniable. Few businesses survive four or five decades, especially 
small local bakeries. My thanks to Barb and her family for teaching 
me the true value of face-to-face skills in a public setting, and for all 
the “care packages” they sent home for me to enjoy. Though no longer 
a starving student, I have never forgotten the kindness extended to 
me, nor the lessons learned.

Face-to-Face with Honey
The second part of this story involves another family who built their 
business using the same basic tenets as the bakery, but with a very 
different outcome.
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Dickey Bee Honey is a fourth-generation beekeeping family business 
built on the premise that engaging and educating the public about the 
nutritional and health benefits of eating and using honey every day 
makes a difference to you, your family and the planet.

I have been using Dickey Bee products since first moving north of 
Toronto about five years ago. Their business model is built on face-to-
face engagement and the owners, Peter and Sandi Dickey, practice 
what they preach. They are everywhere in the community, from school 
talks, charity and fundraising events to craft fairs and beginner 
beekeeping classes. In 2009 and 2010, their products and business 
model were acknowledged and rewarded at the prestigious Royal 
Agricultural Winter Fair, held yearly in Toronto, Ontario, Canada.

Their public appearances run the gamut from horticultural society 
meetings, and educational library talks, to apple festivals, farmers’ 
markets, gift and craft shows and bazaars. How did they do it, and 
why is their story so different from the bread story?

In part, and right from the start, they saw value in face-to-face 
engagement with their key stakeholders:

Customers

Suppliers

Distributors

Restaurants

Caterers

And most of all, the public 

•

•

•

•

•

•

30

Public Civility



They recognized that they are their company—its products and its 
future. They have brand loyalty, in spades. Their business continues to 
expand and grow, with new emerging product lines in bath and 
beauty, and condiments such as mustard, salad dressing and honey 
barbecue sauce. By entertaining, enlightening and enrolling the public 
in their business goals, one-by-one and face-to-face, they continue to 
flourish. The community benefits—and from a health and enjoyment 
perspective—so do their consumers. It helps that their products are 
tasty and sweet! I think I am their most ardent fan. 

What Are Face-To-Face Engagement Skills, 
and Why Do They Matter? 
No matter whether you sell bread, honey or widgets, your public face 
and your ability to engage others—face-to-face—matters. In my 
experience working with private and corporate clients for over a 
decade, the following seven skills are imperative to creating face-to-
face engagement with others. I call them social engagement skills. Not 
surprisingly, they must be practiced face-to-face:

Now let’s explore why it is important to practice these face-to-face 
skills, and why it matters to public civility.

1. Eye contact

2. Your entrance

3. Handshakes

4. Your posture

5. Self-introduction

6. Introducing others

7. People skills
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Face-to-Face Skill #1—Eye contact. Cultural differences aside, have 
you ever met someone who would not meet your eyes with theirs? 
Did you feel dismissed, ignored, less important, or perhaps angry or 
confused? In North American culture, this skill is integral to creating 
a bond, a connection with another human being. It is the first and, I 
believe, most important skill in establishing trust. It is a skill we use in 
public to engage others to get what we want when we want it. Think 
about it. You don’t text your waiter—yet! In a dining scenario, you get 
his or her attention with your eyes, and sometimes a gesture.

In author Malcolm Gladwell’s groundbreaking 2005 book Blink—The 
Power of Thinking Without Thinking, published by Little, Brown and 
Company, in the chapter titled “The Theory of Thin-Slicing,” 
Gladwell talks about the “Power of the Glance”—our ability to make 
judgments after a very brief experience. In short, he purports that 
“Thin slicing is not an exotic gift. It is a central part of what it means 
to be human. We thin-slice whenever we meet a new person, or have 
to make sense of something quickly . . ..” It all starts with the eyes—a 
quick glance.

Eye contact is a powerful tool you can use to create a presence and 
establish a bond—the first step that distinguishes your public 
presence.

Face-to-Face Skill #2—Your entrance. Are you noticed every time 
you enter a room? Do you know what is expected of you when you 
show up? Do you understand the impact of a strong, confident 
entrance? If you have never given a moment’s thought to the above 
questions, you may want to start now. Typically, all eyes are on the 
door when someone walks into a room. Done poorly, in a split 
second, as Malcolm Gladwell says, “you can be thin-sliced and found 
wanting.” Done well, you can create a positive and lasting public 
image that will have people clamoring for some “face time” with you. 
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Face-to-Face Skill #3—Handshakes. Shaking hands is one of only a 
few socially acceptable ways to touch another human being you do 
not know. It is a strong, indelible bond between two people and, 
coupled with eye contact, it creates an opportunity to build a face-to-
face relationship. 

In his 2002 book Choosing Civility—The Twenty-Five Rules of 
Considerate Conduct, published by St. Martin’s Griffin, author P.M. 
Forni provides us an explanation about the connection between 
manners and hands. “Manner comes from manus, the Latin word for 
’hand.’ Manner and manners have to do with the use of our hands. . . . 
Thus manners came to refer to behavior in social interaction—the 
way we handle the encounter between Self and Other.”

Face-to-Face Skill #4—Your posture. Sometimes called the “ten-
second makeover,” good posture, both seated and standing, helps 
creates a positive public impression, in person, face-to-face, every 
time. 

Practicing self-control and observing a sense of propriety by sitting up 
straight and engaging others with our body language shows we are 
interested, involved and alert.

Face-to-Face Skill #5—Self-introduction. A confident self-
introduction defines you to others, and is your public “calling card.” 
When you take time to create and deliver a thoughtful self-
introduction, while shaking hands and engaging in eye contact, you 
are showing respect for yourself and consideration for others. In 
short, you are being civil and polite.

Face-to-Face Skill #6—Introducing others. Often overlooked and 
misunderstood, the value of this skill cannot be overestimated. When 
you create the opportunity for a face-to-face relationship, it is a
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powerful tool. Done well, it leaves others with a positive impression 
and establishes a civil “link” in society.

Face-to-Face Skill #7—People skills. Almost indefinable in words, 
your people skills are what distinguish you from others. In my mind, 
they are the convergence of:

To learn about another face-to-face skill—networking—see Cheryl 
Walker-Robertson’s chapter, Networking with Civility, on page 95.

How we engage others, in part, is accomplished by using what Daniel 
Goleman describes in his book Social Intelligence, published in 2006 
by Bantam Dell. Written as a companion to his earlier book, 
Emotional Intelligence, Goleman defines the “new science of human 
relationships” and purports that as human beings we are “wired to 
connect." The neural pathways in our brain control our responses 
and, “in the first moment of an encounter with someone, we make our 
initial judgment pro or con in just 1/20th of a second.” For a first 
impression, that’s a number that is pretty tough to beat. Yet, we can do 
so in any number of ways, two of which are by using:

Manners

Propriety

Self-esteem

Self-awareness

Humanity

•

•

•

•

•

1. Social awareness: feeling, listening and knowing—what we sense 
about others

2. Social facility: interacting, presenting and shaping—what we then 
do with that awareness

34

Public Civility



While most of the above skills are non-verbal, almost all are practiced 
face-to-face. Social engagement skills demand we continually use our 
senses of hearing and seeing, as well as our ability to speak—to 
understand and connect with the world around us. Despite the 
proliferation of electronic devices, and because of them, we must 
continue to find new ways to stay engaged, connected and together. At 
the same time, we need to work even harder to keep our face-to-face 
skills relevant and real, to implement public civility everywhere we go.

I leave you with this quote, taken from, of all places, a television 
commercial advertising GoRVing Canada®, by cleansheet com-
munications:

“Never confuse the devices that connect us 
with the moments that keep us together.”
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T   hrough her company, Millar, McGrath and Associates, Deborah 
offers customized training in business etiquette, international protocol, 
dining skills and social engagement skills. Deborah believes that, due 
in part to technology and our hectic schedules, we have forgotten the 
integral value of social engagement skills. They are relevant and real, 
and serve as constant reminders of our need to engage another human 
being in a meaningful dialogue face-to-face—and be good at it.

Based on her development of a new form of intelligence—etiquette 
and protocol intelligence, Deborah is expanding her services to 
include programs for young adults and children, as well as two new 
innovative training programs: Bereavement Protocol in the 
Workplace™ and “P.E.A.R.L.S.”—Protocol and Etiquette for Real Life 
Situations™, which is a comprehensive manners guide for people in the 
academic, business and social arenas. 

Deborah is certified and trained as a Corporate Etiquette and 
International Protocol Consultant, through the Protocol School of 
Washington®,  and is an active member of Toastmasters International®. 
A sought-after speaker, facilitator and participant in other 
entrepreneurial groups in Ontario, Deborah served three years on the 
Hospice Simcoe Board of Directors.

  

(705) 436-7772
deborah@millarmcgrath.ca
www.millarmcgrath.ca

Building Trust Through Protocol

DEBORAH McGRATH
Millar, McGrath and Associates
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     cts of civility—and a lack of civility—affect how we see the world 
and what we choose to make of ourselves. I’m often puzzled about 
why we insist kids play fairly on the playground but sometimes see the 
opposite behavior in adults. I’m not here to explain how some go from 
playing fair to not. What I advise is that honorable behavior makes 
people stand out rather than stick out. For example, children who 
learn how to shake hands and introduce themselves to adults more 
likely become mannerly adults. This same scenario can be played out 
in the business world. People who develop business etiquette and 
civility skills more likely become welcome in the marketplace.

Stand Out—Don’t Stick Out
 

By Tiffany Nielsen

Personal Accountability and Civil Business Essentials

“The greatest need in the world today is for people 
of sweet disposition, good character and harmonious nature.”

—Pearl S. Buck, American author,
Pulitzer Prize winner and Nobel Prize winner 

Author Buck’s 1938 Nobel award and later humanitarian pursuits 
remind us that civility is an ongoing challenge for everyone. Here are 
some steps toward developing your ability to stand out in your own 
business practices and encourage others to follow your lead. 
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What draws the best out of you? Why bother being your best self? 
Does it matter? Will anybody comment or give you a compliment? 
Should we care about what others think of us? Perhaps my questions 
are just touching the surface of why civility affects your bottom line. 

Practicing social civility and business etiquette is a matter of 
discipline. Your positive first impressions matter if you want to stand 
out in business. For example, you either dress for your career and the 
one you want, or you do not. You choose to serve others first or you 
do not. You elect to be socially oriented during business events or 
chance being the office joke. These proven guidelines offer you 
greater opportunities to make a stand-out first impression in the 
business world. 

Look them in the eye. In North America, eye contact is part of 
protocol. You aren’t expected to stare into another person’s eyes. You 
are, however, usually expected to manage an introduction and 
conversation without letting your eyes shift everywhere except toward 
the eyes of the person you are engaging. Still, it is wise to recognize 
that some cultures may consider direct or prolonged eye contact rude.

Make your handshake count. In your personal life, you may find 
people giving you a double handshake, also known as the “minister” 
or “politician” handshake. In American business, one hand is the rule 
and is gender neutral. 

In just about every etiquette training seminar I deliver in the United 
States, a participant will ask, “Should a woman shake hands firmly?” 
The answer is always yes. Say goodbye to the “dead fish”! Remember, a 
handshake represents your confidence and feelings. Be assured that in 
business, and generally in life, a woman appreciates a firm handshake 
too. Men often say they were taught to wait for a woman to offer her 

Step One: Outstanding First Impressions
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hand first. These days, people are showing more appreciation for both 
gentlemanly and ladylike gestures of good will. The offer of a warm 
handclasp from either a man or a woman should be welcome.

Civility Tip. In a business environment, if you decline a hand-
shake, be sure you mention why. For instance, if the flu is going 
around, explain that you want to avoid the possibility of 
contaminating anyone. It is imperative to your reputation and 
respect for others to clarify why you are not extending this common 
form of social courtesy. 

Civility Tip. The protocol for business introductions between two 
people or more plays out as follows: say the name of the person with 
the highest rank or business status first. Determining who is 
highest in rank could be a task in itself. If you do not know, just do 
the best you can, because avoiding introductions leads to an 
impression of impolite behavior and lost opportunities. 

•

•

Introduce people. Be the one who loves to introduce people. Be the 
person who likes to connect others because seeing other people 
succeed brings you joy and purpose. Making this a practice will 
definitely make you stand out. 

Suzi Picaso, a councilwoman and product marketer to Hollywood 
celebrities, rests her success on her passion for helping people connect 
with others to form relationships that are mutually beneficial. Are you 
a “Suzi” or are you waiting to be introduced? 

Thankfully, introductions in America are fairly casual, and at the 
same time very important if you want to make a positive first 
impression on others. Introductions may seem basic to you, but when 
you add a layer of respect, you stand a better chance of being 
respected in return. 
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Stand out with your business card. You’ve made a professional 
statement with your firm handshake and conquered introductions— 
now is the time to back up your image with a professional business 
card exchange. Your business card is an extension of yourself. 

Civility Tip. If you want to stand out when exchanging business 
cards, present your card with the contact information facing the 
receiver. To further enhance your impression, receive a business card 
by acknowledging it. Read it and then pay a compliment about the 
card or ask a question about the information on it. This helps create 
further dialogue that can lead to an opportunity. 

Be your authentic, honest self. You cannot succeed in business by 
pretending to be somebody you are not. You can try, but you lose trust 
and authenticity. It has to be you all the time! 

“This above all: to thine own self be true, 
And it must follow, as the night the day, 

Thou canst not then be false to any man.”
—William Shakespeare, Hamlet Act 1, Scene 3

One method for living out loud as your true, authentic self is to know 
your business strengths and weaknesses. Having a firm grip on your 
uniqueness gives you the power to position yourself for success and 
longevity in the marketplace.

What stirs up relationships and encourages healthy dialogue, service 
and success? I can tell you, from my own work in many successful 

Civility Tip. If you are unsure of your business persona, take a skills 
and behavioral assessment test. The results will help you orchestrate 
your true class act in business.

•

•

Step Two: Outstanding Civil Business Etiquette 
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businesses, that it starts and ends with you and your ability to get 
straight with yourself and how you treat others. You are easily 
appreciated by your peers for your show of respect for them, so let’s 
visit the heart of good manners.

Communicate with civility in mind. Be the class act who engages 
people with a genuine interest, having a goal to know each of them as a 
whole person instead of just someone who can get you places. The 
latter superficial behavior gives a bad rap to the small talk that helps 
get a conversation going. Avoid buying into this negative perception 
by inviting genuine conversation with everyone you meet. This simple 
soft skill is your best method for building more productive relation-
ships with colleagues and clients.  

Civility Tip. Even the most timid find comfort in small talk. Please 
do not hesitate to put yourself out into the abundant pool of fine 
people who want to know you too. While striking up a conversation 
can be intimidating, do not let this fear stop you. Instead, choose 
civil topics and watch your civility reciprocated. If for some reason it 
isn’t returned, carry on, knowing you did exactly what you should 
have done by taking a genuine interest in other people. 

Civility Tip. If you are in a leadership position, I encourage you to 
request that cell phones be left at the door of any meeting you call,

•

•

Cell phone etiquette. It never fails that a cell phone rings aloud during 
a meeting or at other inappropriate times. I beg you, as an etiquette 
expert, to switch your cell phone—if you haven’t already—to the silent 
or the vibrate only setting for the rest of your professional career. This 
civil choice will save you much embarrassment. It is fairly easy to 
switch your phone to ring, if necessary. For the most part, if you are 
working your business, your cell phone is close by and the vibration 
mode will let you know to pick up. While this rule may sound too strict 
for you—and perhaps it is—at least give it a try. It is a choice that will 
definitely make you stand out instead of stick out.
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Email with courtesy in mind. Nothing may be more irritating than 
emails from business people who disregard email etiquette. Email has 
been around long enough that there shouldn’t be any question about 
how to use it to your advantage. Still, we are surprised by those who 
disregard the fact that emails are still letters. Why is it that some 
ignore introductions and skip over pleasantries to get to the point? 

Telephone manners. Phone skills should not be considered lightly. In 
both business and personal relationships, the telephone is your next 
best method for communicating effectively—after face-to-face 
conversation—and therefore deserves a revisit on how to respect this 
fine invention Alexander Graham Bell set up for you.

Return your calls and apologize when you are late doing so. People are 
offended when calls are not returned. Rest assured that the salesperson 
looking to align you with the best product of the century deserves a 
courtesy call back. If you are unsure about this, put yourself in the 
other person’s shoes for a moment. How would you like to be treated?

unless needed. Make this your personal standard if you want more 
control over what can be a serious distraction to conducting 
important business. You will stand out as a civil and considerate 
professional. 

Civility Tip. When starting an email, consider it a business letter. 
Start with a salutation and end with a complimentary closing. It 
shows your strong business character and respect for the other 
person. Feel free to leave salutations behind as you send that same 
email back and forth, but never fail to add a “thank you” or other 
comments that keep your communication polite and respectful. Be 
the business leader who expects yourself and your staff to be 
proficient in civil email etiquette. 

•
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Besides a little lesson in returning calls, consider the best form for 
answering a business line. Implement best phone etiquette practices 
and you will easily stand out: 

A formal manner for answering your business phone is, “Thank you 
for calling (your company’s name). This is (your name), how may I 
help you?” A less formal or ultra-casual approach is, “This is (your 
name).” You could also say, “Good morning (afternoon, evening). This 
is (your name).” 

When placing a business related call, stand out by always identifying 
yourself. For example, “This is (your name) from (your company’s 
name). May I please speak to (the person you are calling)?” Whether 
calling or answering, be polite, helpful and service-minded.

For other technical civil business etiquette guidelines, please check out 
the book Incredible Business,  published in 2010 by THRIVE 
Publishing™, for my chapter, How to Create Impact with Your Own 
True Class Act.

Civility Tip. Consider answering all calls with a smile. If you have to, 
fake it!

“Temper tantrums, however fun they may be to throw, 
rarely solve whatever problem is causing them.”

—Lemony Snicket, pen name of American novelist Daniel Handler

Step Three: Outstanding Customer Service

•

In dealing with customers, you can sometimes expect tempers to fly 
and civility to go right out the door. What you are responsible for is 
thinking strategically on how to come back to civil conversation or 
how to disengage quickly without making matters worse. I know it can 
be really hard to do this, so here are my strategies for calming a 
situation gone astray.
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In every situation, each person sees things entirely from his own 
perspective. We cannot help it—no two people can stand in exactly 
the same spot at the same time. Your own good, honest perspective on 
matters at hand can create a positive outcome—a sure way to stand 
out in a crowd.

For more about creating success via civility, see Tara Crawford’s 
chapter, Civility Communicates Confidence, on page 141.

Back to Basics. No customers equals zero business. Remember, you 
can shop, search and seek advice just about anywhere, right? The 
same holds true for your customers. What will you do to ensure they 
keep coming back to you? 

Common sense tells us that customer service should be exceptional 
year-round. We shouldn’t need a holiday or an event to remind us to 
be courteous. Good manners should become so natural that cus-
tomers are well served every day.

Set benchmarks for personal accountability and civil business 
practices by ensuring you are personally engaging everyone who 

Breathe. Take a deep breath and slow down your thoughts. The 
situation is personal because somebody is affected, and you can help 
by controlling your own emotions.

Remember that it is not all about you. Put yourself in the other 
person’s place. Being able to understand where others are coming 
from is a major asset for finding agreeable outcomes.

Lead with civility. If we expect civility to rise, we must expect the 
fuel for it to come from within ourselves. You can redirect a bad 
situation and teach a better way simply by being civil. 

Have a plan. Be prepared to direct customer complaints by accessing 
an in-house procedure guideline. 
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patronizes your business, whether by phone or in person. Greet each 
person with a genuine smile. Although the phone may not be 
equipped to show it, your smile is transmitted by the tone of your 
voice. Your pleasant, welcoming attitude is what sets your business 
apart from the competition and is the prelude to lasting relationships.

If you are managing others in a business, have regular meetings and 
role-play time to cement these important customer service guidelines. 
Consider investing in customer service etiquette training to enhance 
your team’s professionalism. Training validates your professional 
perspective and creates a convenient place for your team members to 
contribute their ideas for enhancing a company’s commitment to 
customers and colleagues.
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Capitalize on Standing Out
Good manners are catching! They trump rudeness, and they en-
courage respect. Consider your plan for enhancing your best self, your 
business etiquette skills and your exceptional customer service. 
Remember that incredible opportunities come to your professional 
and personal life when you become the person you aspire to be.



    iffany is a professional etiquette and image consultant with offices in 
Exeter, California. Her specialties include keynote addresses, 
interactive seminars and private coaching sessions for small and large 
businesses, associations, young professionals and youth. 

Nationally recognized through fifteen years in corporate management, 
seeking and overseeing business development opportunities for large 
and small businesses, Tiffany launched her etiquette and image 
speaking career in 2006. Her refreshing enthusiasm for the fine art of 
civility in personal and business life is contagious and memorable. 

Selected as the 2011 Rising Entrepreneur by Tulare County Economic 
Development Corporation and Business Street Online’s 2009 Business 
Leader, Forty Under Forty Most Influential, Tiffany is the founder of 
the Etiquette Ambassador Youth Program™ and an innovative 
volunteer in her community. She holds a bachelor of science degree in 
agriculture business management from California Polytechnic State 
University, is a graduate of Dale Carnegie and was trained by the 
Emily Post Institute. She is also a co-author of the book Incredible 
Business, published by THRIVE Publishing™ in 2010.

T

  

(559) 280-9859
tiffany@tiffanynielsen.com
www.tiffanynielsen.com

TIFFANY NIELSEN
Premier Etiquette

46



  ncivility in the workplace is not new. As long as there have been 
social structures and communities, there has been opportunity for 
incivility. No organization is immune from incivility. Yet, some 
organizations have generated a culture of respect and repeatedly make 
Fortune’s 100 Best Companies to Work For® list. As incivility can arise 
in any human social grouping, rather than these organizations never 
having an occurrence of incivility, they have mechanisms in place to 
discourage incivility and to deal with it quickly should it arise. 

The Minneapolis Civility & Etiquette Centre, LLC conducted a survey 
of business professionals via our social media networks on their 
thoughts and experiences of workplace incivility. This chapter shares 
the results of our study and creates an understanding of the meaning, 
costs and importance of leadership civility. Because leaders are 
uniquely responsible for creating civility in the workplace, we offer 
steps leaders can take to achieve this goal. 

Civility is defined as the polite regard for others, and involves 
courtesy, respect and kindness. Dr. P.M. Forni is founder of the Johns 
Hopkins Civility Project and author of Choosing Civility, published in 
2003 by St. Martin’s Griffin, as well as The Civility Solution, published 
in 2008 by St. Martin’s Press. He has identified three R’s of civility:

I

The Power of Leadership Civility

By Laura Barclay 

Leading by Example
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Respect, Restraint and Responsibility. These involve “relational 
competencies,” similar to “emotional intelligence” in the work of 
Daniel Goleman. Emotional intelligence is defined as our social 
competencies and includes empathy, social skills, self-awareness, self-
regulation and motivation. Those with high emotional intelligence are 
better equipped to respond to negativity in the workplace, are less 
likely to be perpetrators of incivility and tend to care about their 
relations with co-workers.

Civility affects a company’s culture, ethics, internal and external 
relationships, integrity, reputation, performance and bottom line.

Costs of Incivility in Business 
“Character is revealed by how we behave when we are sure 

we won’t be found out.”
—Thomas Babington Macaulay, British poet, historian and politician

Incivility in the workplace increases stress, creates a hostile work 
environment and harms personal relationships. It negatively impacts 
individuals, teams, the company’s culture, individual and company 
performance, shareholder value and the company’s customers and 
reputation. Potential employees and shareholders can find a wealth of 
information about a company’s civility or lack thereof. Companies err 
when thinking that these individuals will only do a cursory Internet 
search, or simply review the financial reports. There are several 
websites where dissatisfied employees and customers can post their 
input on an organization. Even reviewing the online open-ended 
comments for Fortune’s 100 Best Companies to Work For is quite 
telling about a company’s culture and whether or not it would be a 
good place to work or invest.

In our study, there was a fairly even breakdown by organization level 
of the 125 respondents: 37 percent from the upper levels of the 
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organization including business owners, 31 percent from mid-level 
and front-line management, and 32 percent from consulting, 
individual contributor and academic roles. While the majority of our 
respondents, 91 percent, work in the United States, our results find 
that incivility in the workplace occurs globally.

In our study of business professionals, 72 percent believe incivility is a 
problem in the workplace. Eighty percent have personally 
experienced incivility at work, and nearly half, 49 percent, experience 
it on a regular basis—daily, weekly or monthly. An even greater 
number of respondents, 88 percent, have witnessed incivility at work, 
with 54 percent witnessing it on a regular basis—daily, weekly or 
monthly.

We asked those who have experienced incivility to share which areas 
were affected negatively:

Your stress level

Your work relationships

Company culture

Team’s/department’s work relationships

Team’s/department’s work performance

Your work performance

Relationship with customer/client

Company performance

Company image

Your personal relationships

78%

62%

57%

51%

50%

41%

34%

33%

31%

23%

Negative Impact of Incivility
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Our study found that 78 percent of respondents indicated stress as a 
key outcome of incivility in the workplace. Other recent studies have 
found similar results. ComPsych® Stress Pulse 2010 results, published 
in the ComPsych November 22, 2010 press release, found that “people 
issues” was the second leading cause of stress in the workplace. Why is 
the level of employee stress important? Stress costs employers and it 
costs them big. High levels of stress result in employees’ aggression, 
lack of concentration, lost productivity and effectiveness, increased 
breaks, and absenteeism. According to the American Institute of Stress, 
workplace stress costs U.S. businesses over $300 billion annually.

While 58 percent reported experiencing or witnessing incivility, only 
16 percent say they were satisfied with the resolution. Those satisfied 
stated that the issue was addressed and a new policy created, the 
perpetrator left the company, and/or there was a legal resolution. 
However, the overwhelming majority, 84 percent, were dissatisfied 
with the resolution. They stated there was no action taken by HR or 
leadership, the behavior was allowed to continue, there was retaliation 
for reporting the issue, the behavior only stopped for a short time, or 
the perpetrator left the person alone who reported the behavior and 
started in on someone else in the office.

One respondent summed up what many employees feel: “When you 
witness or experience incivility by someone with more power or 
connections, it is a losing game. The only thing you can do is to put up 
with it and protect others as best you can.” 

We found that 41 percent of our respondents left a company or 
transferred to another department due to incivility. This is significant. 
Replacing an employee can cost a company up to three times that 
person’s salary. These costs arise from lost productivity, admini-strative 
costs in paperwork and recruiting, legal fees, severance packages and 
training the new hire. Even internal transfers include many of these 
costs.
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Interestingly, at one of the largest employee assistance programs in the 
United States, three of the training programs most requested by 
external business clients for their teams were “Respect and Positive 
Interaction in the Workplace,” “A Guide to Understanding and 
Managing Stress in the Workplace,” and “Managing Disagreements 
Constructively.” 

Ways Leaders Demonstrate Incivility 
“People are peopley.”

—JoAnne Puchtell, retired human resources executive

While all organization members share responsibility for civility, 
leaders have a special responsibility to set the organization’s tone. 
However, leaders can be both part of the problem and part of the 
solution. 

Many of us can cite numerous examples of leader incivility in the 
workplace from our own experiences or from media reports. The 
majority of our respondents, 76 percent, believe that incivility occurs 
mostly from the top down (upper to lower ranks), with peer-to-peer 
incivility coming in at a close second at 67 percent. This is significant. 
If incivility is tolerated, it can be perpetuated. Often in organizations, 
especially in professional service firms, associates looking to become 
partners learn to emulate their leaders as a way to be successful and to 
demonstrate that they will fit into the culture. Incivility can become 
self-perpetuating and can translate to how customers are treated. 
Twenty percent of our respondents said that incivility occurred from 
the employee to the customer. This is 20 percent too much. Not many 
businesses can survive losing 20 percent of their customer base.

Incivility can be viewed on a spectrum. Some define incivility at work 
as illegal behaviors such as sexism, racism, and discrimination. These 
can be considered the extreme end of the spectrum and definitely 
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constitute incivility. However, our study shows that most offenses 
occur within the other two spectrum categories, behavior that is 
offensive rather than illegal. For example:

Currently, there are laws against harassment and discrimination. 
However, legislation does not cover workplace bullying or incivility 
unless it is tied to sexual harassment or protected class discrimination. 
Since 2003, twenty U.S. states have proposed workplace anti-bullying 
legislation. While none of the legislation has passed at the time of this 
writing, the Healthy Workplace Bill raises awareness of workplace 
bullying and incivility as real concerns to no longer ignore and 
tolerate, and an opportunity for positive workplace change.

Late to meetings

Talking loudly at others’ 
cubicles or in the hall

Not listening

Interrupting

Vulgarity

Not using common 
courtesy like holding 
the door for someone

Forgetting to say hello, 
please, thank you

Patronizing

Ignoring requests

Dismissive of ideas

Shunning

Intimidation

Threats

Withholding vital 
information

Manipulation

Bullying

Racism

Sexual harassment

Discrimination

Embezzlement

Fraud

Sabotage

Offensive
Unintentional

Incivility

Offensive
Intentional

Incivility

Illegal and
Intentional

Incivility
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Our survey respondents listed many ways that leaders demonstrate 
incivility in the workplace. Following are the top sixteen:

Consider some of the phrases we use to describe workplace incivility: 
“flying off the handle,” “800-pound gorilla,” “power play,” “throw 
under the bus,” and “he’s a jerk in the office, but our clients sure love 
him.” They have varying levels of offensiveness attached. 

As noted in the spectrum above, incivility can be offensive and 
unintentional—where an individual could simply be distracted or 

1. Publicly disciplining, demeaning, belittling 

2. Speaking down to employees

3. Being rude

4. Yelling

5. Acting disrespectfully

6. Not listening

7. Interrupting 

8. Not saying please, thank you, good morning, hello, etc.

9. Bullying; intimidating; threatening

10. Not respecting others’ opinions

11. Speaking ill of others behind their backs

12. Demonstrating a superior attitude

13. Ignoring or not responding promptly to emails and phone calls

14. Using foul language

15. Allowing incivility in the workplace

16. Demanding 

Unintentional Versus Intentional Incivility
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have poor social skills—or it can be illegal and intentional. However, 
defining incivility as “unintentional” is not an excuse to be rude. It is 
important to consider the motives of the perpetrator and the impact 
to appropriately address the offense. 

Ways Leaders Demonstrate Civility
“No one is too unimportant to be ignored. 

No one is so significant that others don’t matter.”
—Deborah Norville, American television host

have poor social skills—or it can be illegal and intentional. However, 
defining incivility as “unintentional” is not an excuse to be rude. It is 
important to consider the motives of the perpetrator and the impact 
to appropriately address the offense. 

There are a number of ways that leaders can demonstrate civility in 
the workplace. Among these are being inclusive and respectful, 
praising publicly, discussing performance issues privately, treating 
others as equals, sharing credit and using simple courtesies such as 
greeting staff and saying please and thank you. Other examples 
include making a new pot of coffee if you take the last cup, refilling 
the copy or fax machine when needed and closing your door when 
possible for meetings. You could easily create your own list.

Our survey respondents shared many ways that leaders demonstrate 
civility in the workplace. Following are the top sixteen: 

1. Being respectful

2. Listening; being open to points of view

3. Acknowledging,  praising and showing appreciation, 
especially publicly

4. Downplaying hierarchy; treating others as equals/coworkers

5. Modeling civil behavior; setting the example

6. Being fair

7. Standing up against incivility

8. Expecting and trusting that employees want to do their best

especially 
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Fortune magazine ranks the top companies to work for in their 
annual Fortune’s 100 Best Companies to Work For study based on 
employees’ input on trust and on management’s input on company 
culture, which includes structure, philosophy and values, employee 
demographics, compensation and benefits, and distinctive practices 
and policies in their workplace.

SAS®, a privately-owned software company headquartered in North 
Carolina and Fortune’s number one rated company in 2010, has only a 
two percent turnover rate. They operate on the belief that “if you treat 
employees as if they make a difference, they will make a difference.” In 
addition to offering numerous perks, they also promote a culture 
based on “trust between our employees and the company . . . a culture 
that rewards innovation, encourages employees to try new things and 
yet doesn’t penalize them for taking chances.”

McCormick & Co., headquartered in Maryland, is also on Fortune’s 
Top 100 list for 2010. At McCormick, the belief is that all employees 
can make a difference. All levels of employees have input into 
decision-making through a Multiple Management Board. “One of the 
driving forces that makes McCormick a successful, inspiring place to 
work is our unwavering commitment to treat everyone with a spirit of 
mutual respect.”

9. Actively soliciting ideas

10. Empowering others; setting employees up for success

11. Encouraging others

12. Leading by the “Golden Rule”

13. Saying good morning, hello, please, thank you, and so on

14. Sharing information on strategy and economics of company

15. Admitting mistakes; apologizing when wrong

16. Handling employee issues privately
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The law firm Alston & Bird, LLC, headquartered in Georgia, has been 
named to Fortune’s list eleven years in a row. They state on their 
website that their people “Trust the people they work for” and “Enjoy 
the people they work with.” Additionally, posted on their website 
careers page is their profile of expected employee behavior, which 
includes such attributes as: “behaving with patience, courtesy, honesty 
and respect,” “listening to better understand” and “avoiding gossip 
and other forms of negative communication.”

Many companies promote a civil culture by providing codes of 
conduct that all employees are expected to adhere to, grievance 
procedures, and workplace cultures where respect and dignity are 
highly valued and rewarded.

Benefits of Leadership Civility for Business
“The reputation of a thousand years may be determined 

by the conduct of one hour.”
—Japanese proverb

There are many benefits of leadership civility for businesses, including:

Reduced turnover

Reduced employee stress

Reduced potential for litigation

Reduction in sabotage, fraud and embezzlement

Increased productivity 

Increased trust

Improved work relationships

Improved team functioning

Improved customer retention

•

•

•

•

•

•

•

•

•
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With so many significant positive outcomes, it makes good business 
sense for organizations to ensure their leaders promote and encourage 
civility in both themselves and others, and the organization as a 
whole. From a human perspective, it makes the workplace a better 
environment in which to contribute.

Creating civility in the workplace does not involve one or two 
grandiose events. Rather, it is created by a number of small behaviors 
as well as workplace expectations. There are several steps that leaders 
can take to create civility in their workplace.

Lead by example by modeling civil behavior. Leaders are re-
sponsible for setting the tone in an organization. Really evaluate 
your own behavior.

Recognize that improvement can be made. For some organ-
izations, it can be a complete overhaul of their performance 
management systems and policies. For individuals, it can be 
changes to their behavior and perceptions. 

Create a shared understanding of what is defined as civil and 
uncivil in the organization. Create codes of conduct, incorporate 
expectations of civility into policy manuals, and provide com-
munications and training on these concepts.

Include civility as part of the performance management process.

Improved company culture

Viewed as an employer of choice 

Viewed as a company with which to invest

•

•

•

Creating the Civil Workplace
“Character is much easier kept than recovered.”

—Thomas Paine, a Founding Father of the United States

•

•

•

•
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For more about creating civility in the workplace, see Penelope Paik’s 
chapter, Lunchbox Civility—A Tool for Leaders, on page 71.

As one of our survey respondents stated, “If leaders cannot establish a 
culture of civility, or encourage civility when others practice it, then 
the culture of that workplace is doomed.” Increasing workplace civility 
must be a priority for leaders. The power of leadership civility is in 
building the trust and respect that are the foundations upon which 
successful organizations are built, grow and thrive. As organizations 
are made up of individuals, each individual has an opportunity and an 
obligation to: 

Conduct annual or bi-annual 360 feedback processes tied to the 
company’s core competencies. 

Provide training, such as cultural awareness, sensitivity and diversity, 
communication and conflict resolution, leadership and management 
and behavioral styles such as DISC, Myers-Briggs, or Merrill-Reid 
Social Styles Inventory. Also important are cross-department 
programs that provide an understanding of how different depart-
ments function and interact.

Review exit interview reports. Look for patterns of behavior by 
individuals or departments.

Create zero tolerance for workplace incivility. Provide a grievance 
mechanism for employees, follow through and follow up with 
individuals involved. Avoid making or accepting excuses for uncivil 
behavior. Do not dismiss the behavior as simply “personal conflicts.”

Rehabilitate or remove repeat offenders from the organization, no 
matter the level of the employee. Understand that doing nothing or 
shielding the offender is implicit approval of workplace incivility.

“Live so that your friends can defend you but never have to.”
 —Arnold H. Glasow, American author

•

•

•

•
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   here are many success stories of people who became successful 
without higher education. Bill Gates, founder of Microsoft® and one of 
the richest people in the world, dropped out of college. Walt Disney, 
founder of Disneyland and all things Disney,®  did  not even graduate 
from high school. However, these success stories are few and far 
between. Education may be the key to success, but having all the 
education in the world will not guarantee that success.

To become successful, you have to have a well-developed and polished 
professional image, which is made up of your appearance, your 
presence, your manners and your communication skills—both 
written and oral. These traits need to be as developed as your 
education because they are very noticeable. They are seen and judged 
before you have had the ability to prove yourself using your education.

For example, a business could make the world’s greatest product. 
However, unless the marketing department can get people to learn 
about it and see it, the business is not going to make many sales. Your 
career should be handled the same way. Your education is the product 
you bring to an organization and you must be your own marketing 
department to get yourself noticed.

By Jules Hirst

T

Six Keys to Success

Building an Exceptional 
Professional Image
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Just like a business, it is important to understand that you are your 
own brand. Your most important job is to nurture this brand and 
market it so you can further your career. In order to sell this brand, 
you must integrate the different elements of your image into a 
cohesive unit that presents you in a favorable light and portrays you as 
a worthy investment. 

The English adage, “Don’t judge a book by its cover,” means you 
should not judge the value of something based on appearance alone. 
In a perfect world this would be true. However, we live in a superficial 
world where we value appearance over substance. We judge and are 
judged on appearances. These judgments are used to form the initial 
impressions we have—we then further filter our judgments and 
decisions about a person based on that first impression. 

There is a psychological term for this called “the halo effect.” The term 
was coined in the 1920s by Edward Thorndike. Thorndike conducted 
a study on how commanding officers rated their soldiers and found 
that the ratings were either all positive or all negative. There was no 
in-between. We form a positive or negative opinion about a person 
based on a single impression from one characteristic of their life and 
then apply that aspect to other completely unrelated characteristics of 
their life. For example, a prospective employee arrives for their 
interview wearing an expensive suit. This person looks very 
professional and as such we also believe this person is capable and 
intelligent because those are traits associated with professionalism. Is 
it true? Not necessarily. All we know is that the person invested in an 
expensive suit and it has provided them with an unspoken advantage.

Celebrity endorsements work the same way. We idolize celebrities. 
Businesses use this to their advantage by paying celebrities to endorse 
their products. By having a popular celebrity as a spokesperson, 

Understanding First Impressions
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companies know that consumers are more likely to purchase the 
product because consumers trust that celebrity. Do the celebrities 
really use the products? Does Eva Longoria really wear L’Oreal® 
makeup? Does George Clooney really drink Budweiser®? Who 
knows? But American consumers will buy products because they trust 
the celebrity. Since you probably cannot hire a celebrity to endorse 
you, you must make sure your professional image represents you in 
the best possible way. That is why your brand and thus your 
professional image are so important. 

As you can see, first impressions are crucial. You only have one shot at 
a first impression, and on average it takes less than thirty seconds for 
the impression to be made. Someone will formulate an opinion about 
you within thirty seconds of meeting you. Once that opinion has been 
made, it is very hard to change. 

Eighty percent of a first impression is based on nonverbal signs, so 
your appearance and how you present yourself are critical elements. 
Remember that you are the CEO of you. You are your own Director of 
First Impressions. You can control what people see and make it work 
to your advantage. Pay attention to each of these six keys, and you can 
be well on your way to presenting an exceptional professional image 
everywhere you go.

First Key: Dress Professionally 
Since eighty percent of a first impression is based on visual 
information, you always need to dress professionally. It was not too 
long ago that most companies required their employees to wear 
business suits. These days, however, more companies are relaxing 
their dress code requirements and allowing more casual attire. This 
change has opened the door for people to have more choice in what 
they wear to work and allows for more individuality in the workplace. 
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Even if your company or industry has a relaxed dress code or no dress 
code, it does not mean you should come to work dressed in attire 
totally inappropriate to a business setting. A good rule of thumb is to 
dress for the job you want to have, not the job you currently have. By 
dressing to impress, you will stand out from the crowd and be 
recognized for your professionalism. 

Casual Friday is another minefield. This could mean even more casual 
attire than business casual, allowing for jeans and sneakers. Sure, it 
would be nice to go to work in a pair of jeans and a T-shirt, but you 
still need to be professional. What you wear to run errands on the 
weekends is not necessarily the attire you should be wearing to work. 
Your appearance counts—when you look professional, you also 
appear qualified for the job.

Here are a few tips to navigate the minefield of business attire: 

Formal business attire is pretty simple. Suit and tie for men. Business 
suit, pantsuit or a skirt with a nice blouse and perhaps a jacket for 
women. Dress shoes for both. 

Casual attire is much trickier. Men should stick to slacks or khakis. A 
polo shirt or long-sleeved button-down shirt is acceptable. Loafers or 
dress shoes are also appropriate and are always worn with socks. 
Women have so many options that the possibilities are limitless. 
However, watch out for anything too revealing or inappropriate for 
your age.

The best rule of thumb is “simple but elegant.” Always err on the side 
of conservatism.

•

•

•
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Your overall presentation is also dependent on your body language. 
Even though body language is nonverbal, it speaks volumes about you. 
Make sure you are always standing with good posture: shoulders back, 
chest out and head up. Good posture shows confidence—and who does 
not want to exude confidence? Slouching shows the exact opposite. It 
says you are unsure of yourself and lack poise. 

A firm handshake is vital to good body language, and shows 
confidence. A weak handshake turns people off. You do not have to

Third Key: Watch Your Body Language

Second Key: 
Be Well-Groomed and Have Good Hygiene
Besides your clothes, your appearance is also made up of your 
grooming and hygiene. Wearing an Armani® suit will not cover the 
fact that you have not showered. While grooming may be taken for 
granted, it can definitely have a positive or negative effect on those 
around us. As obvious as it sounds, bathing every day and using 
deodorant are musts. No one wants to work with someone who 
smells. If you suffer from body odor, even with a daily shower and 
using deodorant, consult your doctor. He or she may be able to 
prescribe something to solve the problem. Hair should always be 
clean and neatly brushed. 

Teeth should always be brushed. If you suffer from some form of 
halitosis, make sure to use mouthwash and carry a supply of breath 
mints. Clean fingernails are a must for men. Women should always 
make sure their nail polish, if they are wearing it, is free from chips. 
For women, makeup should be used in moderation to enhance your 
features. Finally, perfume and cologne should also be used in 
moderation. While it is okay to smell nice, people do not want to be 
overwhelmed by your scent or smell you after you have gone.

65

Jules Hirst



crush the person’s hand in a death grip, but you also do not want to 
appear to be a weakling. Also, no one likes a moist handshake. If you 
suffer from sweaty palms, there is a simple cure. The night before, spray 
your palms with antiperspirant or put baking powder on them. This 
will solve the problem for a day. However, if you were not able to do 
this, quickly dry your hand on your pants or skirt before shaking hands. 

Eye contact shows that you are listening and are interested in what the 
other person is saying. Avoid looking around while you are speaking to 
someone. That says you are not interested and are instead planning 
your escape route. 

Finally, your facial expressions say a lot about you. If you are having a 
bad day, your mood can be read on your face. A smile can say a lot. It 
shows interest, excitement and happiness. It also creates a positive 
environment, and people want to be in a positive environment. Pay 
attention to your body language and make sure it is saying what you 
want it to.

Your professional image is on display at all times, even when you are 
out. Surprisingly, one of the most overlooked areas is dining etiquette 
because most people do not have a good understanding of it. Any 
time you are out with clients, your boss or coworkers, your dining 
skills are observed and evaluated. Everyone loves a free meal, so 
clients normally jump at the opportunity to be wined and dined. This 
is your opportunity to strengthen your relationship with the client or 
establish a relationship with a new one. At the same time, the client is 
evaluating you, and your dining skills are a clear signal of your 
professionalism. You need to show how poised and sophisticated you 
are by using your polished dining etiquette skills. After all those years 
that your parents yelled at you about your table manners, they finally 
are important.

Fourth Key: Use Your Best Dining Etiquette
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Much of dining etiquette is common sense, but if you do not practice 
it, you can develop bad habits. First and foremost, you must not chew 
with your mouth open. There is nothing more repulsive than 
watching someone chew their food. Along the same lines, you should 
never talk with your mouth full. Unless there is some sort of 
emergency, there is nothing that cannot wait until you have swallowed
your food. If either of these habits is a problem for you, a simple 
solution is to cut your food into smaller pieces and take smaller bites. 
The more food you stuff in your mouth, the longer it will be before 
you can speak again. Smaller bites will resolve this. 

Always ask for items to be passed to you—reaching for them is 
considered rude. Finally, you should familiarize yourself with the 
basic table layout and the proper use of the utensils. This is a common 
area where many people struggle. A basic dining etiquette class can 
cover these topics for you and help alleviate a lot of stress from dining 
anxiety. If you have no clue how to eat something or what utensil to 
use, a good rule of thumb is to wait for others at the table to proceed 
and then follow their example. Even if it is not correct etiquette, 
everyone will be doing the same thing, so you will at least fit in. For 
more about dining etiquette, see Nonnie Cameron Owens’ chapter, 
Dining with Civility, on page 173.

At any business function, you should watch your intake of alcohol. 
This does not mean you should not drink, but you need to be 
responsible. Sometimes at business functions with an open bar, people 
will revert back to their youth and overindulge because it is free. You 
are still at a business function representing not only your company but 
also yourself and the brand of you. Make sure you are remembered for 
the right reasons and not because you made a spectacle of yourself.

Fifth Key: Drink Responsibly
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Your professional image will also be judged by your business 
communication: the emails you send, the phone conversations you 
have, and your online social networking activities that you do as part 
of your job or business. All of these provide insights into the kind of 
person you are, and you want to make sure you present yourself as a 
professional. This means you should refrain from emailing jokes or 
funny videos. Although these can be amusing, they can also easily 
cross the line into unprofessionalism and possibly harassment. 

If you are an employee, keep your personal conversations to a 
minimum when you are at work and minimize your cell phone usage. 
You should never take your cell phone out during meetings or while 
talking to coworkers. If it is important, excuse yourself, walk out of the 
room and then take the call. It is considered rude to take a cell phone 
call while in a group of people.

Internet surfing is another area requiring attention. First of all, you are 
at work, and most companies do not want to pay you to surf the 
Internet. Second, make sure the websites you do visit are appropriate 
for the workplace. These days, most companies utilize software that 
not only tracks the amount of time you spend online, but also the 
websites you have visited. You are getting paid to do a job and it is wise 
to keep your Internet usage to a minimum.

It is vital to proofread all of your correspondence. Nothing looks 
sloppier than spelling mistakes or the use of the wrong word that the 
spellchecker missed because it was not misspelled. Always make sure 
your emails have a signature that includes at least your phone number 
so that clients and colleagues can easily call you. Do not assume they 
have your number. You may want to add your title, company name 
and address as well.

Sixth Key: Be Professional in Your Email, 
Telephone and Written Communications

68

Building an Exceptional Professional Image



All the education in the world, dressing really well or having the best 
writing skills is not going to help you attain your career goals if your 
professional image is hampered by poor manners. A basic etiquette 
class can help answer any questions or improve any areas you feel are 
not up to par. For further information, check out Executive Etiquette 
Power, published by PowerDynamics Publishing—now THRIVE 
Publishing™—in 2009.

In a world where image is everything, you must make your brand 
stand out in order to attain your goals. Look at the above six keys and 
decide where your professional image could use some improvement 
so that you always make the best impression—first or otherwise.

Polish off Your Professional Image 
with Good Manners
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    ules Hirst is founder and president of For A Jul Productions, a full 
service wedding, event and etiquette consulting boutique. Jules 
provides quality etiquette training programs and seminars, and has 
worked with a number of well-known organizations and corporations.

Jules’ first-class knowledge of image and etiquette protocol ensures 
that her clients receive the highest level of education in these areas. 
She offers specialized instruction via lectures, workshops and 
webinars in topics such as social, dining, and business etiquette, as 
well as business entertaining. Her ability to address the needs of her 
clients is highlighted by her passion, and commitment to elevating the 
lives of others. 

In 2009, Jules founded Hearts For The City, a non-profit organization 
designed to provide etiquette and social skills to underprivileged 
children, children in foster care and people re-entering the workforce. 
Her goal is to help empower these people by providing them the 
necessary etiquette and social skills to help them put their lives back 
together.
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    f you were to list the top five acts of rudeness or incivility in your 
office, what would you list? Would they consist of “little” things such 
as reading someone else’s mail, shifting the blame for one’s mistake to 
a coworker, refusing to work hard on a team project, and taking— 
without asking—a coworker’s lunch from the office refrigerator? If 
you chose any of these examples, you confirm the Baltimore Research 
Study which named these behaviors among the top five of incivility in 
the workplace. Some acts could even seem minor. However, the study 
showed that these “little” things add up to large dollars when it comes 
to measuring an organization’s bottom line.

Sound surprising? Not so, say Pearson and Porath, authors of The Cost 
of Bad Behavior: How Incivility Is Damaging Your Business and What 
to Do About It, published by Penguin Portfolio in 2009. Their research 
reveals a direct correlation between a company’s bottom line profit or 
loss and how people treat each other inside the workplace and 
externally with customers. Their findings point to a critical need and 
a call to action for individuals and organizations to consciously 
integrate civility into the very core of their daily routine.

By Penelope Paik, MA

Lunchbox Civility—
A Tool for Leaders
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Let’s examine the instance of taking someone’s lunch from the office 
refrigerator—ranked as the number one act of uncivil behavior in the 
workplace. I actually had a client call me about this because she had 
been on the receiving end of such incivility. Allow me to walk you 
through the process of what happened and the impact of this incident:

The client spent twenty minutes on the phone telling me what 
happened. I noted that while she said, “It (the food itself) really wasn’t 
all that much or important—no big deal—because it wasn’t my 
favorite food anyway,” she repeated these phrases three times, 
speaking louder and more angrily each time she said them. In fact, she 
was so upset over the event that I even started to feel agitated by the 
end of our discussion. 

The amount of time, level of emotion, and impact this event had on a 
neutral third party illustrate Pearson and Porath’s findings that 
incidents of incivility can extend beyond the original situations and 
parties and infect others who hear about the experience. Additionally, 
this is what my client really conveyed as her main frustration, and why 
she was so upset: “You know I am a person with high integrity. I 
would not do this to someone else!” As far as she was concerned, 
whoever had taken her lunch had crossed the line of respect for 
someone else’s belongings.

Well, you say, why be so upset? After all, she did say this was really “no 
big deal.” The crux of this matter is reflected in a key word: integrity. 
The real issue is that whoever took her lunch—and she suspected a 
particular person—breached a level of trust and respect among 
colleagues. Furthermore, the suspect had not even bothered to ask if 
this lunch was available, or if anyone was going to eat it. Think about 
this: if she is now unable to trust that coworker with something as 

What Happened to My Lunch?
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“little” as lunch, then how can she trust this person when the really big 
issues come along? Given the fact that this situation took place in a 
hospital critical care setting, how can the injured party trust that 
suspected coworker when it comes to saving a patient’s life?

To learn more about incivility in the workplace, see Laura Barclay’s 
chapter, The Power of Leadership Civility, on page 47.

In the rest of this chapter, I will show you how to identify and 
champion guidelines for civility in the workplace, and provide you 
with a strategy for promoting and demonstrating workplace civility. 
My years of consulting and corporate experience consistently ring 
with the same message—people at all levels of an organization agree 
that there is a need for more civility on the job. However, they often 
do not know how to prevent or minimize rudeness in the workplace, 
much less address it when it happens. Hence, when those seemingly 
minor infractions occur—such as taking someone’s lunch from the 
refrigerator—you can be sure there are a number of bottom-line 
consequences. Left unattended, the situation can escalate and can 
cause people to suffer stress, transfer to other jobs, or even quit and 
leave their companies altogether.

How do you handle such a situation, especially if you are a manager or 
supervisor in a work setting where such an act occurred? This 
question reflects another finding from the Baltimore study regarding 
organizational responses and policies: while improvements in civility 
in the workplace would increase individual productivity, many 
respondents wanted to see “official efforts to foster workplace civility.”

A fundamental question arises from the research, and it is one each 
individual faces, regardless of position in the organization: What can I

Taking Action
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do about this? How do I reduce rudeness in the workplace and foster or 
champion civility instead? If you are earnestly seeking a simple, 
functional way to increase civility within your work group, to champion 
a process and elevate the levels of trust and respect among coworkers, 
you will effectively contribute to an increase in productivity and 
employee retention that will bring bottom-line results to your 
organization.

No matter how much technology has changed, human beings still face 
the age-old challenge of how to function within an organization, as well 
as how to manage and lead teams effectively. 

This chapter is designed to provide you with suggested steps on how to 
handle incidents of rudeness and how to minimize or prevent acts of 
incivility from occurring in your work environment, especially if you 
are in a leadership position. Your own behavior becomes the driving 
force for acts of civility and has a direct bearing on lowering incidents of 
rudeness. While you cannot prevent rudeness, you can effectively model 
civility, leading by example and engaging staff in order to formulate a 
solid climate of effective working relations among themselves.

The Lunchbox Civility Initiative Tool
The lunchbox serves as an analogy to aid you in taking steps to 
establish a civility initiative. While the idea of an initiative may seem 
daunting to some, this process is designed to provide simple, 
manageable steps toward that goal. First, note how a lunchbox has 
sections to prevent food from getting mushy or messy, how it contains a 
meal one can manage, and how it has a cover to prevent the meal from 
spilling out all over the place. Second, if you put your own lunchbox 
together to take to work each day, chances are that you select the items 
from the resources you have on hand. Third, many people pack their 
own lunchbox to take to work as a cost-saving measure, which also 
saves the time it would take to go outside the work area to buy a lunch.
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Your civility initiative can work the same way. The following steps are 
designed so that you work with what you have in available resources, 
which allows for cost savings and efficiency. Note that just as 
lunchboxes vary in shape and size, this tool allows you to apply the 
steps that best match the needs and priorities for your work 
environment, no matter what size it is.

If you have ever experienced rudeness or incivility at work for 
yourself, you can probably identify with this lunchbox analogy. Left 
unattended or unmanaged, incivility or rudeness has the same 
outcome—situations and relationships get messy, spill out beyond 
work and often result in employees quitting or changing jobs. 
Research has shown that such consequences are not only expensive 
because of the direct costs and employee turnover, they impact 
succession planning for mid-level and executive management as well. 
Consequently, this tool is designed as a guideline for anyone who 
plans to make concerted efforts to raise the success bar of 
productivity, retention and overall climate in their organization.

Whether you are a business owner, a supervisor or a manager in a 
large firm, a fact of life is that whenever there are two or more people 
working together, the potential for differences, conflicts or rudeness 
increases. If you are a first-line supervisor wondering how you can 
make an impact on your organization, I suggest you frame your 
thoughts toward what you can do within your own workgroup—that 
is where you have the biggest impact. 

Step 1: The Lunchbox Cover
Review your organization’s vision, mission statements, values and 
code of conduct. Just as a real lunchbox has a cover, these elements 
work together to provide a cover over all aspects of an organization. 
Any civility initiative needs to be aligned under the cover of the 
organization’s guiding principles. From those documents, select three
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to five key words or phrases you consider to be priorities for your 
civility initiative. For example, many organizations include trust, 
respect, dignity, teamwork, appreciation, and recognition in their 
statements. For discussion purposes, let’s say you decide that your 
civility initiative needs to emphasize respect, fostering teamwork, and 
appreciation. You would use them as the foundation for the next step.

Establish a clear purpose statement and expectations of outcomes for all 
who work in the office or department or on a team. Draft a set of 
civility standards with expectations for the work group.

Gather your staff and have them work with you on reviewing the draft 
to give input. Make it a planning session where they brainstorm a 
definition of civility, setting guidelines for treating each other with 
civility and giving five to ten specific examples for each of the following:

How can we treat each other with civility? What would be the key 
group courtesies we agree to uphold as we work together? Examples 
could be:

Step 2: Lunchbox Sections and Content

We smile and greet each other at the beginning and end of each day or 
shift. Such courtesies give recognition and value to those with whom 
we work.

We demonstrate respect for one another by speaking without 
interruption and actively listening while another person speaks to us. 
When we give our attention to a fellow coworker, we refrain from 
reading/sending email or text messages and answering phone calls. 
We face each other and have direct eye contact when we converse.

We work together to seek solutions, the right answers, or results, 
versus defending a position. Should someone become defensive, we 
agree to give constructive feedback in a respectful manner.

•

•

•
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When we see or experience instances of incivility or rudeness from 
a team member, what kind of process should we have to address such 
issues? What can each member of the group do to promote civility 
among us? For example, each person can submit a written agreement 
stating how he or she will maintain a culture of civility.

What measurements can we use to assess our level of civility as a 
team? Encourage members to give ideas on what a “civility 
thermometer” might look like.

Incorporate the group’s input into the formation of the “lunchbox” 
sections. Invite or obtain feedback from your boss and other key 
managers to ensure that the guidelines will be in alignment with the 
organization’s “lunchbox cover.”

Civil behavior: saying “please” when one has to borrow or use office 
supplies and the like, then returning them to the person who loaned 
them as soon as possible and saying “thank you.” You can also let 
others know prior to a meeting or conversation that an urgent call 
may have to take place during that time—this allows them to adjust 
accordingly. Sound simple, or even basic? It is! However, these very 
basics are often the very ones missing in many work settings, so think 
about yours and start with the basics that fit you and your group.

Uncivil behavior: answering cell phones, texting and sending emails 
during a conversation or meeting; not smiling or greeting coworkers 
or customers; telling someone to “just lighten up or chill out” when 
they are frustrated or upset.

•

•

What constitutes civil as well as uncivil or rude behavior? 
Examples could be:
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Establish a management coaching plan for yourself to include the 
following:

Establish a way to assess or gauge the work unit’s civility success 
rate. Be sure to include the input from the planning session. The 
group could also design a chart to track positive feedback from co-
workers, including those outside the workgroup and even from 
customers. For example, sales teams often have charts to show how 
many sales were made during a month for each person. You and your 
team could develop a brief, simple form to give others outside the 
office a “High Five for Civility,” such as regularly and consistently 
smiling and greeting others, being of service, or addressing others 
respectfully. Whenever someone on your team demonstrates such 

“Mirror check” or lead by example—for each of the agreements your 
staff makes individually and collectively, are you willing to model the 
same behavior? For instance, if your group agrees that phone calls, 
emails and texting are disallowed during meetings, including around 
the lunch table, you need to be sure that you model these agreements. 
When your staff sees how you adhere to these standards, they witness 
your full support and receive confirmation that these agreements are 
serious business.

How will you coach and reinforce civil behavior with your work 
group?

What you will do to handle rudeness or incivility when it happens?

How would you integrate civility as part of each staff member’s job 
description, performance planning and appraisal? This step calls for 
you to review each person’s job description and the agreements he or 
she made during the civility planning session.

How will you measure or evaluate the climate of civility in the 
workplace? This is also tied to productivity and employee retention.

•

•

•

•

•
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behavior, have other employees send or email their forms, which 
would then comprise a monthly chart for your group on the number 
of appreciation notes and forms, including letters from customers 
regarding the group’s “High Five Civility.”

If your company already has measurements in place for customer 
retention, leadership, teamwork and so on, chances are that some of 
those findings will provide information you need to help you measure 
your unit’s civility. Pearson and Porath’s work provides further 
background for your initiative.

Lunchboxes are brought to work for a purpose—they are not 
organized and packed then brought to work to sit untouched. This 
same principle applies to your civility initiative. This step is where you 
and your staff put the plan you have created into action, including 
coaching and doing role modeling around civility issues, and 
addressing uncivil behavior per the established guidelines.

First, set a timeline. Just as lunch hours have a start and end time, 
establish a time frame to launch the initiative. Second, designate a 
date—for example, six or nine months from the launch date—when 
you will assess the progress of this initiative.

Step 3: Lunchtime = Implementation 

Step 4: After Lunch—Assess the Results and 
Determine Future Action
This step involves a look at the progress your work group has made, 
both individually and collectively. What achievements or results did 
the group and each member make? Where are the gaps? How much 
has the “civility thermometer” changed? What next steps need to be 
taken—and by whom? 
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This chapter was designed to provide you with a simple tool, or 
format, that you can use to increase civility within your workgroup. 
As you review this lunchbox approach, note that it serves as a baseline 
so you can tailor your initiative in a way that best fits your work needs. 
Your goal is to establish a clear, functional, successful and effective 
civility initiative for you and your organization. Your personal 
conviction that civility on the job is vital to everyone’s well-being will 
play an important role in making the initiative a success.

Create Your Own Civility Initiative
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    our brand is in everything you do—and it’s personal. It bears your 
unique mark or personal stamp as perceived by your peers, clients, 
customers and competitors. Whether it is your choice of attire, 
speech, body language or comments posted on Facebook®, Twitter® or 
a blog, your personal brand colors and shapes your business and 
personal relationships. 

Everyone has relationships with one brand or another. Whether face-
to-face, in print or on the Internet, we have an almost ongoing 
connection with commercial brands and knowingly or unknowingly 
become part of the ubiquitous branding process. We live in a very 
image- and brand-conscious world where brand loyalty can be quite 
fierce. It is an expression of personal choice that reflects our emotional 
connection with a particular product or service. Whether  you are 
choosing between Coke® or Pepsi®, Honda® or Toyota®, or Revlon® 
versus Clinique®, we are emotionally attached to the special features of 
our favorite brands. We know what to expect from them and the 
unique qualities that separate them from other products or services. 

Brands came into being in the post-industrial revolution era and grew 
along with mechanical production. Modern branding took off in the 
1950s with the advent of television and the need to drive mass market

Develop Your Personal Brand 
and Power It with Civility
By Yasmin Anderson-Smith, MCRP, AICI CIP, CPBS
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consumption. Personal branding has been around for just over a 
decade and focuses on the more human side of branding. With the 
increasing changes in the world of work and the growth of small 
business, many careerists and entrepreneurs are embracing personal 
branding to uniquely shape their career paths or business development. 

At each step along the way, the personal branding process is shaped by 
the nature and quality of human interactions inside and outside the 
business arena. These relationships help define our image and brand, 
and influence the way we treat our customers, clients and colleagues. 
Happy, smooth and harmonious relationships are at the heart of 
civility, which embraces ethics, respect, goodness, kindness, character, 
giving, civic engagement and the spirit of community. Having a 
civility code of conduct as a guide for personal branding is a way of 
fostering healthy, positive human engagement that is sure to help your 
business or career. The principles and tools of civility discussed in this 
chapter reflect time-proven core values and standards of behavior 
such as integrity, honesty, respect, service, kindness, and leadership.  
With consistent practice and effort, they elevate and fortify character 
and can help you build a solid foundation for a positive image and 
personal brand.  

“What makes you unique, makes you successful.”
—William Arruda, American brand strategist, speaker and author 

What Is a Personal Brand? Where Can I Buy One? 
Thoughts of your favorite brands very likely conjure up images of 
shopping and related consumer experiences. Can a personal brand be 
purchased? Do you ever think of yourself as a brand? I often ask these 
questions at the start of my personal branding workshops to determine 
whether anyone has heard the term and if so, what they know about the 
topic. The answer to the first question is definitely no. Thinking of 
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oneself as a brand, however, is a key first step. It is an important part 
of personal branding, which is the process of shaping and influencing 
the public’s perception of and relationship with you or your business. 
It involves creating and sustaining an emotional relationship with 
your target audience that centers around clearly stated, unique 
qualities or attributes in your brand message. Personal branding is an 
ongoing process that begins with self-discovery and assessment, and 
reflects your best assets, goals, dreams, vision, talents, values and 
personality. It is irrespective of age, industry, status, creed or company 
position. Your personal brand is like your reputation and therefore 
one of your most valuable assets. Your lifestyle is often a reflection of 
your personal brand. 

Building a successful personal brand for your career or business 
means first determining what success means to you. It is important to 
define success on your own terms and not what others expect of you 
or define for themselves. Does being successful mean having a certain 
sum of money or the freedom to travel, building wealth, pursuing a 
passion, spending more time with family or giving back to the 
community? Consider writing down your definition of success and 
reading it every day. 

Other key factors that drive the personal branding process are being 
clear about your purpose and goals, believing in yourself, deciding 
what you stand for and being bold and purposeful in whatever you do. 
These factors underscore the three essential components of personal 
branding which are clarity, consistency and authenticity. Authenticity 
in personal branding means projecting what is true for yourself and 
your goals. To be successful, you must think of yourself as a brand and 
be “on brand” every day. Consistency is the hallmark of great brands.
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1.Clearly define who you are, starting with a thorough self-
assessment and incorporating feedback from colleagues, clients, 
friends and family. From these results you can create a personal brand 
description (PBD) that captures your essence or authentic self. Your 
PBD will help you develop a statement of purpose and mission for 
your career or business. Using an anonymous, 360 degree self-
assessment tool—such as the Reach 360 personal assessment system 
developed by William Arruda—helps ensure honest feedback and 
therefore enhances the success of this first step. What is your personal 
brand? How are you distinct from other professionals or business 
owners in your field?

2. Identify your strengths and weaknesses, as well as what is holding 
you back. Only when we uncover and outline our talents, gifts, skills 
and abilities and separate them from our weaknesses and challenges 
can we focus on choosing a path that allows us to maximize our 
strengths and minimize our weaknesses. A strength finder 
assessment tool is great for this step of the personal branding process. 
The book StrengthsFinder 2.0 by Tom Rath, published in 2007 by 
Gallup Press, offers a way to create a personalized strengths discovery 
and action guide. 

3. Define your target audience. This is one of the most difficult parts 
of the personal branding process because we frequently think that we 
have something everyone needs or that we can be everything to 
everyone. Think about how connected—and special—you feel 
whenever you read or hear a brand message about a service or 
product you care about or wish to consume. My typical reaction is 
“that’s for me.” Define your ideal clients or identify your desired 
career position(s). 

4. Focus your expertise. William Arruda, internationally acclaimed 
personal branding guru and founder of the 360° Reach Personal 

The Six Steps to Building a Personal Brand
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Branding System, states that “focus is the essence of branding.” This 
means carving out a niche where you can become the known expert 
for a particular topic. Building expertise improves your credibility so 
you can become the go-to person for that topic. Begin by building 
that expertise locally. Then expand nationally and internationally, if 
that is your desire.

5. Clarify your brand promise. Earlier I mentioned clarity as one of 
the three essentials of personal branding. As markets and customer 
preferences change over time, you need to clarify the message you are 
sending to your clients and colleagues. Ensuring that you remain 
on–brand and connected with your target audiences is crucial to the 
survival of your personal brand.

6. Maintain your brand. Staying relevant and authentic is critical to 
brand survival. Regularly revisit and renew your brand promise by 
surveying clients and colleagues, keeping content fresh, “Googling” 
your name and repurposing your website and other marketing 
collateral. The impact of instant communication through blogging, 
social media, YouTube® and other Internet-based applications can 
immediately impact your image and personal brand with potentially 
costly outcomes. In our fast-paced, high-tech, brand-conscious 
world, your personal brand is a precious commodity that can be 
destroyed overnight. 

Do I Need Any Special Tools to 
Build My Personal Brand?
There are many tools you can use to build your personal brand. These 
should be complemented by strategies aimed at helping you get your 
name and message out to your target audience in a variety of ways. 
No longer can we be content with just a resume and a business card. 
The ever-changing, social media-driven world necessitates that we 
build our brands in person and online through multiple channels. 
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Blogging is one of the most effective ways to make your voice heard 
in online communities. These are groups of like-minded people who 
form a key part of your brand community. Further in this chapter you 
will find tips for building your personal brand online. The list below 
is my personal branding checklist which is not prioritized or 
exhaustive. Please share with me other items that you may have found 
to be useful in building your personal brand and I will happily add 
them to my list. 

Your image and appearance are critically important to creating a 
successful personal brand. Your image includes everything about 
your appearance, behavior and communication—verbal, nonverbal 
and digital. In business, first impressions count for a lot and can 
enhance or destroy your public perception. Unless your business does 

Updated resume in      
multimedia format

Business card

Social media accounts such as 
Linked-In®, Facebook and Twitter

Blog

Business wardrobe 

Professional business photo

Business email

Brochure or catalogue 

Direct mail postcards

eNewsletter

Business logo

Website

Search engine key words

Business stationery/with logo

Signage

Press releases/press kit

Articles 

Print advertising

CD-ROMs/DVDs—signature 
projects or key presentations

Branded voicemail message

Civility code of conduct or 
business creed

Personal Branding Checklist

•

•

•

••

•

•

•

•

•

•

•
•

•

•

•

•

•

•

•

•
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not involve personal contact with the public, you are the face of your 
brand. Attire, grooming, posture, poise and presence are essential to 
sending an appropriate message about your business. For more about 
improving your appearance, see the chapter by Jules Hirst, titled 
Building an Exceptional Personal Image, on page 61.

The last item on the personal branding checklist is a civility code of 
conduct or business creed. This is your personal modus operandi— 
your MO—or approach to life that determines the quality of your 
relationships with others inside and outside the workplace. It guides 
everything from the way you treat your customers to the tone of your 
emails and comments made in social media forums like Facebook, 
Digg® and Twitter. It can be a public statement featured on your 
website and other marketing collateral, or it can be a private mantra 
internalized as a roadmap or compass to guide your conduct and 
communications. Below is the civility code of conduct that appears 
on my website:

Just as in life, business is all about building positive, productive 
relationships. Experience shows that when we treat others with

What Does Civility Have to Do with 
Personal Branding? 

To treat each client as unique and special; to make a consistent 
effort to maintain high personal and professional standards while 

embracing the civility principles of Respect, Restraint and 
Responsibility, regardless of race, nationality, gender, or creed; to 

see the human in everyone while demonstrating considerate 
conduct and being open-minded and inclusive. To show respect 

for privacy at all times.

The KYMS Civility Code of Conduct
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respect and kindness, they are more likely to respond in the same 
manner. The end result is a more civil encounter where the 
experience for everyone involved is smoother, happier and con-
sequently less stressful. This applies whether we are sending a tweet, 
an email, conversing with colleagues face-to-face or attending a 
business luncheon. Civility is contagious and the results improve our 
performance. Hospitality professional Gerry Fernandez commented 
during a business meeting that “when tension goes down, 
performance goes up.” Indeed, the business case for civility is well-
documented in the research studies conducted by Christine Pearson 
and Christine Porath, authors of The Cost of Bad Behavior—How 
Incivility Is Damaging Your Business and What to Do About It, 
published by Penguin Group in 2009. 

Relationships are at the core of civility, which can be defined as a code 
of behavior that consistently dignifies the humanity of others, 
demonstrates care and concern for their well-being, and demon-
strates neighborly goodness and citizenship. Through training, 
coaching, education and motivation, everyone can learn to be more 
civil and learn how to practice it in their everyday life. My Canadian 
colleague Lew Bayer, international civility expert and author, states 
that when applied with consistent and sincere effort, even small acts 
of civility like smiling, lending a hand and saying “thank you” can 
transform lives and help create more peace and harmony in our 
business and personal relationships. Try offering a smile and saying 
good morning to several colleagues or travelers on public trans-
portation and observe the results. 

Civility is therefore intimately related to the process of building your 
personal brand, both in person and online. We are continually 
creating impressions on others based on how we carry ourselves, 
communicate and behave, in public or in private. It is our manners, 
ethics, use of protocol, commitment to service and spirit of 
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community that determines the quality of our relationships and 
therefore our lives. Civility embraces the core values that help shape a 
positive image and personal brand from the inside out. 

1. Say thank you 

2. Get involved with your 
community; be neighborly

3. Be responsive

4. Promote others

5. Honor your word

6. Listen actively

On more than one occasion, Lew Bayer has made the profound 
statement that “civility is its own reward.” This means that 
consistently practicing civility in our everyday world creates the 
reward of knowing you did the right thing because it was the right 
thing to do. This relates to ethics, in which civility is rooted. Being 
civil makes us feel good about ourselves and about those we 
influence. It also builds the self-confidence needed to repeat acts of 
civility in the future. Below are some specific steps you may take to 
embrace civility in everyday life. These no-cost actions can improve 
the quality of your relationships with others, elevate your image and 
power your personal brand. 

Begin by choosing one or two items from the following list. Then 
consistently practice them in your business or personal relationships 
for one week. Carefully monitor your results. The difference should 
be noticeable and positive. 

Can I Really Profit from Embracing Civility 
in My Personal Brand?

Ten Ways to Power Your Personal Brand With Civility

7. Pay attention to others around 
you

8. Raise the bar for personal 
conduct

9. Build trust with high standards 
for integrity and ethics

10. Apologize sincerely when you   
are wrong 
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Civility is indeed its own reward. In addition, there are many spin-off 
benefits that can accrue when we choose to be civil to others. These 
benefits may be thought of as ways to “profit” from embracing civility. 
The profit is realized both personally and collectively. The net result is 
strengthening the human side of branding. 

Embracing civility as an approach to life or making it part of your 
personal brand may not be easy. Civility is a choice. It does not 
happen by chance. There is personal sacrifice involved and you are 
sure to face resistance. It will involve stepping out of your comfort 

1. Earn respect 

2. Create a positive impression

3. Earn a compliment

4. Build trust

5. Start a trend

6. Improve self-confidence

7. Build connections

8. Elevate your stature

9. Strengthen relationship bonds

10. Earn recognition

11. Prompt a smile

12. Gain forgiveness

13. Inspire others 

14. Create an opportunity to share 
your story or teach others

15. Improve tolerance and 
sensitivity

16. Create or strengthen 
community spirit

17. Increase credibility

18. Build self-esteem

19. Reduce stress and tension

20. Create fond memories

More Ways to Profit from Embracing Civility

Twenty Ways to Profit from Embracing Civility 
In Your Personal Brand

It’s Your Call—Civility Is a Choice
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zone at times. Embracing civility involves making a personal choice 
for the greater good of humanity and living according to that choice as 
part of your personal brand. 

Think about what you can do to truly make a difference and for what 
principles you stand. When we learn and practice doing good and 
caring about others, our own lives are enriched, along with the lives of 
those with whom we interact. Consider thoughtfully the conse-
quences or benefits of this course of action. Are the profits 
worthwhile? What will your personal brand be known for? What is 
the power that fuels your personal brand?

Your image and brand are among your most valuable possessions, 
personally and professionally. Developing a personal brand that 
expresses your unique talents, personality and personal style will help 
you distinguish yourself from your colleagues and competitors. In the 
increasingly competitive, globalized business environment, it is even 
more important to stand out personally and online. Lightning-speed 
Internet-based communications like Facebook and YouTube mean 
that image and impression management are critical to your success. 
Fortunes can be made or destroyed in the twinkling of an eye. 
Developing a personal brand powered by a civility code of conduct 
gives you tools to build the necessary skill set for creating more 
positive and productive business and personal relationships. This is a 
worthwhile investment that buys insurance against the pitfalls of 
disrespectful and irresponsible behavior. It helps guarantee a positive 
return on your most valued asset—your personal brand.
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service, Yasmin successfully re-branded herself as an image consultant 
when she launched her consulting firm KYMS Image International in 
2006 and the Make it Happen! networking group in 2008. 

In addition to speaking and training on image, personal branding, 
etiquette and civility, Yasmin co-chairs the Civility Counts Project, a 
global initiative sponsored by the Association of Image Consultants 
International, and also serves as the AICI VP Marketing.  

Complementing her leadership roles, Yasmin’s published works 
include the white paper, Civility Counts—An Image Perspective, 
articles on civility, etiquette and personal branding in print and online 
magazines, as well as on her blog, Café Civilité at cafecivility.com.   
She is also a co-author of Executive Image Power, published by 
PowerDynamics Publishing—now THRIVE Publishing™—in 2009. 
Fulfilling her passion for youth and giving back to the community, in 
2007 Yasmin launched Every Girl Can™, a life skills program that has 
influenced hundreds of teen girls and gained international visibility. 

YASMIN ANDERSON-SMITH, 
MCRP, AICI CIP, CPBS

KYMS Image International, LLC

(301) 792-2276
yasmin@kymsimage.com
www.kymsimage.com
www.cafecivility.com
www.everygirlcan.org

94



      ave you ever been to a networking session where someone passes 
out their business cards like Mrs. Fields® cookies? Perhaps you have 
been in the company of someone in a networking meeting and 
instead of looking you in the eye, they keep eyeing the door. How 
about the person you just “friended” on Facebook® and now you are 
notified about everything they do, hear, think, play and eat? There are 
wrong ways to network and there are ways to network that demon-
strate a culture of civility. The networking skills presented in this 
chapter are designed to help you relate to people and build long-term 
relationships with civility.

Networking is people talking to each other, sharing ideas, information 
and resources. Networking is what happens when there is a planned 
event or gathering with the primary goal of connecting with others. 
Networking is an action word with a fundamental focus on meeting 
people and having people meet you. It’s what you do and how you do 
what you do to make people comfortable with and engaged by you. 
This does not discount the networking that happens in the parking 
lot, in the supermarket, in the bank and at the car wash—all equally 
important opportunities to demonstrate civility during a human 
moment. 

Networking with Civility
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For the purposes of this chapter, we are discussing strategies on 
“working a room”; the art of mingling with civility, and its benefits. 
Networking with civility means:

The benefits of networking with civility include:

Networking is an invaluable tool that everyone in business would do 
well to utilize and master. Adding the dynamic of networking with 
civility is the icing on the cake. The old adage says it’s not what you 
know but who you know. I’d like to add that it’s also who they know 
and how well you treat them. 

Another bit of wisdom says that people do business with people they 
like. Again I’d like to add that people do business with people with

Giving and getting—in that order

Building rapport with people

Sharing contacts and resources

Trying out thoughts and ideas with others

•

•

•

•

Members of your network keep you informed about things relevant 
to you. For example, you get a call after the meeting with more 
information about a topic you discussed.

Your associates reach out to you with a referral when they meet 
someone you should know. For example, you get an introduction or 
recommendation via email or phone.

You enjoy a level of trust that keeps confidential information 
confidential and you can get invaluable advice through your network. 
For example, you may run a business idea by a colleague who gives 
you suggestions for making your idea even better.

•

•

•
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whom they feel comfortable and who abide by the same rules and the 
same civilities. It makes them all members of the same club and 
engenders trust.

Successful people possess highly-refined networking skills and a 
sense of civility in their interaction that is unmistakable. You’ve seen 
that person—it seems like she knows everyone in the room and 
everyone in the room seems to know her. She has a comfort level and 
confidence that benefits herself, as well as the host of the event and 
everyone with whom she interacts. Her natural demonstration of 
civility brings a sense of ease to everyone in the room. Her influence 
makes a positive shift in the ambience of the room and the event. 
What host or hostess is not grateful for that? These master 
networkers are invited everywhere and they approach networking 
prepared, poised and considerate. The central principle of 
networking at this level of excellence is one of civility. It also includes 
the concept of giving, the universal reward for which is getting. 

Networking with civility is an empowering strategy that will give you 
confidence and ease at business functions, in networking situations, 
in relationships and in life. Not having your networking skills up to 
par can mean lost opportunities and contacts. The key to networking 
civility is taking the initiative, being a giver and constantly working 
on refining important relationships. Here are my top ten tips for 
networking with civility:

Too often hosts find themselves on the phone trying to determine who is 
coming to their event and how many to prepare for. RSVP is an acronym 
for the French phrase “répondez s’il vous plait,” meaning “please 
respond” in English. It is the civil thing to do. An invitation warrants a 
prompt answer. Ignoring this little act of civility will mean extra work for 
the host and leaves them with a negative impression of you.

Tip #1: RSVP—The Civility of Confirmation 
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After you have RSVP’d and before you show up, jot down the answers 
to the following questions. I have included some hints for you to use 
as starting points.

According to Woody Allen, showing up is eighty percent of every-
thing. According to Camille Lavington, author of You’ve Only Got 
Three Seconds, published in 1998 by Main Street Books, you only have 
three seconds to make a great first impression. Look at your watch 
right now and realize what that means. Count it out: one thousand, 

Tip #2: WWWWHW—The Civility of Preparation

Who? Who will be there? Who invited you? Who would be good to 
invite to join you? Who have you made commitments to that may be 
there?

What? What is the reason for the event or meeting? What should 
you bring to be prepared? What are the goals and objectives—yours, 
the host’s, your company’s? What time does it begin and end? What 
would be a successful outcome? What will you wear?

When? When will the event begin? When do you need to leave to 
get there on time?

Where? Where is the event? What is the address and where in the 
building is the event taking place? Where can you park?

How? How will you introduce yourself? How will you introduce the 
person you invited and to whom? How will you meet those with 
whom you plan to network? How will you follow up? How will you 
report to your associates, your manager and people in your network?

Why? Why are you going? Why were you invited? Why should they 
invite you back?

•

•

•

•

•

•

Tip #3: First Impressions—
The Civility of Showing Up
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two thousand, three thousand—Shazam! You have been evaluated by 
everyone who saw you. They have already come to some conclusions 
about who you are, what you represent, your economic status, the 
level of your title and your personality type. You have been deemed 
approachable or not. You have been accepted or written off. 

What makes us draw such conclusions within the first seconds of 
meeting someone? We make a mental note of whether we want to get 
to know you better, if you are safe. We look for evidence that we have 
something in common and that we operate by the same rules. Here is 
what people are noticing during those three-second appraisals:

A vital part of networking is mastering the art of introductions—the 
refined skill of introducing yourself and the protocol of introducing 
others. 

When introducing yourself, be authentic and creative. Say your first 
and last name without adding any titles or degrees. Include a 
description of yourself, your business or company and add something 
engaging enough to leave people wanting more. Have something 
interesting to say about why you are attending the event, or who 
invited you, or something relevant to the person, the place or the 
occasion. For example: “Hello, my name is Dennis Robertson. I am 

Image—grooming, attire, style. Are you suitable to approach?

Power—presentation, body language, interaction with others. Is your 
status higher? Are you to be admired and cultivated as a valuable 
contact?

Civility—vocal tone and volume, consideration and etiquette or lack 
thereof. Should you be accepted or avoided?

•

•

•

Tip #4: Introductions—
The Civility of Launching a Relationship
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here with our CEO, Deborah Wright. This is the first time our 
company, Carver Federal Savings, has sponsored the financial literacy 
workshop for the Chamber. Are you a member?” This quick 
introduction gives all the pertinent information and creates an 
opportunity for more discussion that is relevant to both people. It 
concludes with an open-ended question that will allow the responder 
to talk about their favorite topic—themselves. 

When introducing others, the protocol is to introduce the least 
important person to the most important person. Acknowledge the 
most important person by looking at them, saying their name and 
letting them know you would like to introduce the other person to 
them. “Mr. President, I’d like you to meet the newest addition to the 
White House staff, Jane Doe.” To be civil, you will include some 
background information on each person to help both of them find 
their common bond and avoid awkwardness. “Jane Doe grew up in 
Hawaii and, may I add, has a mean jump shot, having played college 
basketball.” There is power and civility in giving a wonderful 
introduction. The direction of the conversation and perhaps the 
future relationship of the people you introduce, depend largely on 
your skill. Make it a point to be a great introducer of people. 

Tip #5: Remembering Names—
The Civility of Great Connections

Everyone’s favorite sound is the sound of their name from someone 
who has made an effort to remember them. People are so flattered 
when you remember their name. I attended a luncheon once with the 
President of Xerox Corporation®, Ursula Burns. We were briefly 
introduced and had a short conversation before she was whisked away 
to make her presentation. After she spoke, she was surrounded by 
people clamoring to talk to her. She must have talked to at least seventy 
women that day. We ended up leaving the event at the same time, and 
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as she got off the elevator she said, “Good to meet you, Cheryl Walker-
Robertson.” Do you think she has a fan in me? Absolutely. Here is how 
to have Ursula Burns’ level of civility:

Small talk is a big deal. It is the best way to search for common ground 
and mutual areas of interest. You move from topic to topic until you find 
one in which you both have an interest. Small talk allows you to learn 
about other people. This takes great listening skills, and great listening 
skills include civility, showing that you care, demonstrating that you 
have the patience and the compassion to listen. Have you ever spent 
time with people in a networking situation and all they can talk about is 
themselves? The best conversationalists spend twice as much time 
listening as talking. Listening may be the most civil gift you can give. 

Be in the moment when you interact with someone.

Look them in the eye. 

Say their name at least three times during the conversation. 

Associate the name with the person and their position. 

Notice something special about them.

Mentally connect them to their business card.

Ask them to spell their name for you, think about the name 
phonetically and recall others you know by that name. 

•

•

•

•

•

•

•

Tip #6: Conversation Skills—
The Civility of Listening 

"When I’m listening to a friend, I need to remind myself to focus 
on him, not to begin wondering how I look, what he thinks of me, 
what I should say next. Let’s put others first by listening in rapt 

attention, concentrating on the one in front of us, 
forgetting ourselves.” 

—David H. Roper, American pastor 
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It is well-known that people’s gestures and stance give away their true 
intentions. Have you ever seen someone smile with their mouth and 
not their eyes? Body language—your nonverbal communication—has 
a big impact on your message and the impression you make on others. 
The ultimate civil nonverbal communication is the handshake. The 
civil handshake is a web-to-web handclasp that includes a smile and 
eye contact. Please avoid giving the fishy handshake, the bone crusher 
or the preacher’s handshake, where you put your left hand on top of 
the clasped hands. 

Be conscious of personal space. How much space a person claims 
could be a cultural matter, but generally, in a social setting, four to 
eight feet is considered civil. 

Try using the persuasive head nod. Slow nodding communicates that 
you are listening and interested. The fast nod demonstrates 
impatience and is not so civil. Mirroring—matching the movements 
and gestures of the person you are talking to—is another great way to 
build rapport.

Be inclusive. I remember a networking session where four of us were 
chatting and a fifth person stood to one side, wishing he could join in 
the conversation. He was very grateful when the group’s collective 
body language physically opened up to include him.

Tip #7: Nonverbal Communication—
The Civility of Body Language

Tip #8: Business Card Protocol—
The Civility of the Presentation
A business card is a representation of you and your business. When 
you are no longer present, it is your business card that serves as a 
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reminder of who you are, how you made them feel and how they can 
best follow up. With this understanding, consider the treatment and 
presentation of business cards. I remember a networking event where 
a person who had just received a card unconsciously started cleaning 
his nails with it—not very civil. I saw the person who gave the card 
walk away with a look just short of shock.

Here are few business card tips: 

Now that you have this business card, what will you do with it? Will 
you mix it in your pocket with your own business cards and the others 
you have collected? It is a good idea to keep your own cards in one 
pocket and those you collect in another pocket. If you have a name tag 
holder, you may wish to put all the cards you collect in your name tag 
sleeve. You can later hand the whole sleeve to your administrative 
assistant or have it ready for when you send out notes to those you met. 

Always present a pristine business card that is neither stained nor 
dog-eared.

It is a good idea to have business card cases in several places and to 
keep them replenished. 

When you are giving your card, present it with the writing facing the 
person receiving it. 

When receiving a card, spend a few seconds reviewing it to help you 
remember the person. 

•

•

•

•

Tip #9: A Tiered Strategy—
The Civility of Following Up
Networking without following up is a pointless activity. After a 
networking event, you will want to have a tiered strategy for following 
up with those you met. You decide how to tier your contacts and which 
tier gets which follow-up. For example, Tier A could be a fantastic lead
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to whom you promised information. You will place a follow-up call 
with the information the next day. Tier B could be someone interesting 
with whom you would like to spend more time. You will send a note 
card inviting them out to lunch. Tier C could warrant a follow-up 
email expressing your delight at meeting him or her. The idea is to 
have a strategy that works for you and that demonstrates your 
networking civility. 

Friending and being friended on Facebook and other social media is a 
very contemporary issue. This is not something Letitia Baldridge had to 
consider in her first executive etiquette book. Today we must all consider 
that you cannot really erase things from the Internet, and much of what 
is posted is visible to anyone. When you are about to post an opinion, a 
link or a photo, ask yourself if you would do so if your father or your 
great aunt monitored your Facebook, Twitter® or LinkedIn® account. 
Racial slurs, harsh criticisms, bullying and blatant abuse do not work in 
real life—they have no place in social media networking either.

Consider how your comments will be perceived before you actually post 
them. Mostly, think about maintaining a certain level of civility before 
you hit “post,” or “share” because what you send will be a permanent 
reflection of your professionalism and your personality. Any infractions 
may never be erased and could be used against you. Employers and 
colleges are now searching social media sites to get another perspective 
on potential candidates. In spite of its digital nature, social media 
networking is still about real relationships and real conversations, and 
should be done with real decorum and real civility. 

For more about personal communication, see Deborah McGrath’s 
chapter, Public Civility, The Case for Face-to-Face Communication, on 
page 25.

Tip #10: Social Media—
The Civility of Friending Strangers 
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Networking with civility will help you cultivate more meaningful 
relationships, both business and personal. Making civility a part of 
your DNA will not go unrewarded. In fact, acts of courtesy and 
compassion in our daily lives, while networking or not, will result in 
noticeable changes in our homes, our communities, our culture and 
our world. It will make others feel good about being around you and 
will make you feel good about doing the right thing. 

The Rewards of Using this Ultimate Business Tool
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It’s not just etiquette, it’s good business
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      n the early morning hours of April 14, 1912, one recalls the tragic 
disaster of the Trans-Atlantic luxury ocean liner, the Titanic, when 
she hit the infamous iceberg and quickly submerged into her watery 
grave. Besides being an indelible event, it is a useful allegory of 
incivility in society. The ship’s diverse passenger list provides a 
perfect microcosm of society, allowing a brief glimpse of social 
interaction amongst the range of groups from different cultures and 
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Navigating the Social and 
Psychological Complexities 

of Incivility
By Suzanne Zazulak Pedro, CPC

levels of society. Unfortunately, 
the demise of the ship is also an 
analogy for the dissolution of 
social mores and traditions. For 
example,  the men on board 
opted for death in attempts to 
follow the chivalrous social code 
of  deference to women and 
children being first. This all 
occurred while the band played 
on—an example of professional 
responsibility.

Interestingly, acts of incivility 
can be compared to an "iceberg" 



"—cold, immense and impossible to forget. Similarly, like an iceberg, 
rudeness is usually one-eighth visible above the “water line.” The 
remaining seven-eighths—the consequences and repercussions of 
incivility—are hidden. For example, the rude act is only the tip of the 
iceberg—there are often deep implications that can have serious 
personal and financial effects on both individuals involved. 

In this chapter we will explore the roots of incivility in Western 
society, and then propose some ways to bring civility back into our 
day-to-day lives.
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What Has Propelled the Increase in Incivility?
What has taken society from respect for and deference to others to a 
culture of disregard and poor public behavior? There were a number 
of converging factors that came out of the 1960s that led to this 
civility crisis. It was during this time that, for the first time, 
Americans reveled in the ongoing post-World War II economic 
recovery and yearned for more freedom. This chaotic unrest 
translated into rebellion and distrust of the “establishment”—people 
and institutions in authority. This was the beginning of decreased 
respect for public authority and women, and relaxed social and 
sexual mores.

The 1960s also birthed the Civil Rights Movement and was an era of 
reform and equal opportunity for minorities and women. This was 
evident in the changing face of the workplace. The usual white 
business man was replaced with a tapestry of different races, 
nationalities and minorities. However, while we became a more just 
and equal society, many of our practices of manners and rituals of 
civil behavior lost their meanings. No longer did we see such things 
as a man relinquishing his transit seat for a lady, since men and 
women were ostensibly equals on the playing field.
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Though our culture continued to thrive, it was not until the 1990s 
when the next set of incivility cracks began to show around a trend 
called “affluenza.” Although coined in the 1950s to describe the 
economic rebound and growth spawned by a U.S. workforce that was 
tired of wartime ravages and restrictions, it has since been viewed as 
synonymous with the late twentieth century epidemic of stress due to 
technological advances. For example, consider the depression and 
indebtedness that has permeated the lives of so many in pursuit of the 
“good life” and the compulsion to have better, more expensive things. 

Symptomatic of this disease is a sense of entitlement that has spread 
rudeness, selfishness and a “WIIFM” (What’s In It For Me) mentality. 
We became a culture of acquisition for the sake of acquiring, losing 
both our pathos and ethos for others. This was apparent in the 1987 
Academy Award-winning movie, Wall Street, where the main 
character, Gordon Gekko, a ruthless maniacal financier, exulted, 
“Greed is good.” He exemplified the epitome of impetuous, rude, 
“everyone be damned” behavior in his quest for conspicuous 
consumption. Since then, our culture has equated money with 
success, rather than success through achievement. It should come as 
no surprise that the “cult of the individual” has been empowered by 
the quest for impulsive, immediate self-gratification at the expense of 
civility to others.
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Charting the Politics of Civility
Incivility is not limited to its common citizens. Politics has always 
been known as a blood sport, not for the weak of heart. Is it possible to 
align politics and civility—or is it another rhetorical sleight of hand in 
a veiled attempt to pacify the American public? 

Like great illusionists, candidates resort to different kinds of “magical 
thinking” for their voters. To maintain the appearance of propriety in 
campaigning, the principles of fairness, integrity and rules of civil 
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behavior magically translate into “Poliquette”—or political etiquette. 
More accurately, campaign etiquette often employs psychological and 
war tactics rather than any sort of "touchy feel good" approach— 
doing something because it is politically correct, not necessarily 
because it is correct according to practices of civility.

What should concern us is not the decline of an interpersonally civil 
society, but the intensity and form of the expressed anxiety. The 
vitriolic tone of the 111th Congress is a good example. Instead of 
decorum and respect for their colleagues, a nasty display of 
bipartisanship actually divided our country over the healthcare bill. 
Public servants and individuals who should be held to a higher ethical 
standard should have been much more sensitive to the poor image 
they portrayed.

It is not an issue in Congress alone. The current crisis of civility is 
more virulent and derisive than ever before in history. A 24/7 round-
the-clock journalistic media frenzy attempts to catch that “money 
shot” at the cost of some celebrity’s privacy. This increases the public’s 
insatiable appetite for more and more crude, rude and disgusting 
behavior, and perpetuates poor taste and poor role models for the 
younger generations. For more about political civility and incivility, 
see Cindy Ann Peterson’s chapter, Civility—Making it a Lifestyle, on 
page 117, and Shelby Scarbrough’s chapter, To Say or Not to Say, That 
Is the Question, on page 129.
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Full Speed Ahead
According to the Census Bureau, from 2000–2010, the United States 
population increased by 9.7 percent. This does not include those who 
may be here illegally. This creates a great demand for space and a 
shortage of it—the subsequent population density can be a breeding 
ground for incivility. Sociologists call the shift of the inner-city to 
luxury housing reurbanization. Increased distance from work and
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commute time, as well as population density and space demands all 
contribute to the added psychological sense of invasion and a need to 
protect oneself from the close proximity of others, their actions and 
behavior. Additionally, they can contribute to a loss of patience, 
increased anxiety, depression and even hostility. These are danger 
signs that should be recognized in oneself or in others. To avoid a 
possible confrontation, one should be aware of the times and places of 
recurrent acts of incivility.

A fascinating theory regarding incivility has been advanced by the 
French urban theorist, Paul Virilio, as discussed in Incivility: The Rude 
Stranger in Everyday Life, written by Philip Smith, Timothy L. Phillips 
and Ryan D. King and published by Cambridge University Press in 
2010. Virilio contends that modernity is fundamentally characterized 
by speed. He theorizes that since our lives are lived in a continuous 
blur of motion, the fundamental problem for our society, both socially 
and culturally, is the regulation of speed and the ability to coordinate 
multiple velocities. He coined the term dromology, defining it as the 
study of the logic of speed. Smith, Phillips and King found that many 
social scientists concur, finding that three in four rude strangers were 
moving at the time of their encounters. Highways, subways, airport 
terminals and congested sidewalks are all common places for acts of 
incivility. In their research, they also found that rude strangers are apt 
to travel at a higher velocity than the rest of the crowd.
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We now know that there are general locations where we tend to 
perpetrate acts of rudeness and where others inflict rude acts upon us. 
Micro-contexts of transportation are also strongly predictive of rude 
encounters. It suggests that acts of incivility often take place at 
destinations. However, are there certain times of the day or night 
where incivility is more pronounced? Are there specific activities or 
routines that can elicit acts of rudeness?

To answer these questions, we need to look at both the macro-level of 
daily routine and to the ELIAS (Everyday Life Incivility in Australia) 
Survey done in 2006 by Philip Smith and his team. Its data show that 
you are more likely to encounter a type of incivility in life than a more 
invasive interpersonal event such as a crime.

In the book, the authors report that their research suggests a definite 
pattern in time and place for acts of incivility—that incivility is 
patterned by the daily choreography of collective human movements. 
For example, during early morning time slots, mass travel is a pivotal 
site for everyday incivility. Specifically, nineteen percent of daily total 
uncivil encounters occur between 7:00 a.m. and 8:00 a.m. Once 
people arrive at their destination, the number of uncivil encounters 
decreases until the lunch hour. There is a sixty percent chance of a 
rude stranger encounter at this time. “There is a veritable explosion 
on our public walkways during lunchtime,” according to Smith, 
Phillips and King in their book, Incivility: The Rude Stranger in 
Everyday Life.

There is another lull in uncivil activity until the evening commute 
home—representing 33 percent of the daily traffic total. Restaurants, 
diners and routine routes to and from work are typical incivility hot 
spots and are excellent predictors of rude occurrences by strangers. 
Seventy percent of the time, incivility will occur at a place someone
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Incivility and rude people are like 
chameleons. For some individuals, 
rudeness can be situational and 
episodic—for others, it is a way of 
life. The latter are not unlike the 
proverbial Dr. Jekyll and Mr. Hyde. 
This duplicitous individual may be 
a saboteur or a pot-stirrer who 
maintains a model air of decorum 
around certain figures, such as 
people with power.  They are 
skilled at simultaneously selecting 
their  targets  for  abuse while  
flattering or cajoling the person for 
their own benefit. This is known 
as passive-aggressive behavior. 
While these individuals may know 
exactly what their behavior will
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Or the Two Faces of Dr. Jekyll and Mr. Hyde
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elicit from others, there are still unresolved and deep-seated anger 
issues that masquerade as friendly behavior.

Neuroscience has given us a neurological assessment of incivility. In 
his book, Emotional Brain: The Mysterious Underpinnings of 
Emotional Life,  published in 1996 by Simon and Schuster, 
neuroscientist Joseph Le Doux attributes the role of a small, almond-
shaped sector of the brain known as the amygdala as the trigger for 
emotional response and decision-making. The amygdala is found in

frequents at least once a week. According to Smith, Phillips and King, 
75 percent of incivility occurs in places that are considered 
respectable.



our “old” brain, dating back 450 million years ago. It is also known as 
our reptilian brain or the “first brain,” a primitive organ that is a direct 
result of the evolutionary process. While it is also known as our 
survival and quick response “flight or fight” brain, our neocortex, the 
“new” brain is the center of higher reasoning. 

Le Doux contended that the amygdala can act independently of our 
neocortex, thus efficiently bypassing it for a quick response. He called 
this “amygdala hijacking.” The amygdala takes over our responses 
before we have time to think about what is happening to us. We react 
without reasoning.

C. L. Porath and A. Erez, as quoted in Smith, Phillips and King, 
purport that this hijacking can occur in individuals who merely 
witness a rude encounter. Observers were less likely to engage in 
civilized behavior—the individual will ultimately react to perceived 
anger and revert from rational thinking, creating a flight or fight 
response. They further theorized that when an event sets off amygdala 
responses, it also can explain why the intensity and endurance can 
rekindle the memories associated with it—similar to Post Traumatic 
Stress Disorder.
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Voyage to an Oasis of Civility
Hopefully, this voyage through the complexities of incivility was not 
too rough for you to handle. The following is a recap that provides 
ways to transition from perpetrating rude events to escaping their 
social and psychological structure. Here are the key points:

Navigating the Complexities of Incivility

Incivility is patterned by daily collective human movements that 
mostly take place in daytime, especially the morning. Know your hot 
spots and the ebb and flow of city traffic so you can avoid harrowing 
trips.

•



We know that we will always encounter a certain amount of rudeness 
in life. Many years ago, Sigmund Freud argued that we are bound by 
our neuroses with no cure in sight. Instead, to have more happiness in 
life, we can try to understand our behaviors and regain a measure of 
control over them. You can be the captain of your ship by learning to 
understand your experience with the uncivil stranger and the 
environment in which it takes place. Also, do consider your role and 
complicity in the event. By understanding the social and psych-
ological complexities of incivility, we can navigate more easily through 
our daily lives, with the goal of behaving with more civility in general.
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Mass movements are a common denominator of incivility settings, 
so try to find alternative routes to avoid rude events.

Being in respectable places does not prevent rude happenings, 
especially if this is one of your routine locations.

More physical space around you is key to relaxed interactions. When 
possible, try going out at different times of the day or evening to 
avoid the masses.

Since time has a direct impact on how we move through space, try 
to give yourself enough time for yourself and the rushed stranger.

Give your amygdala a few minutes before you respond to a rude 
event. This gives your neocortex time to help you rationalize and 
think through an appropriate response, and prevents you from 
having a primitive fight or flight response.

Explore the reasons why if you have repressed anger in the form of 
passive-aggressive behavior. 

•

•

•

•

•

•
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116

S

SUZANNE ZAZULAK PEDRO, CPC

The Protocol Praxis, LLC

(985) 974-0947
suzanne@theprotocolpraxis.com
www.theprotocolpraxis.com



      iving in the Washington, DC area, it is often impossible to conduct 
personal business without some political overtones permeating the 
conversation. However, I want to state unequivocally that this chapter 
has absolutely no partisan interest in the political debate. There are 
certainly a healthy number of political examples contained herein. 
However, their sole purpose is to create a better awareness and 
understanding of the need for civility. Civility awareness and a 
common foundation of con-
siderate conduct are crucial to 
our future. It is also critical to 
look at ways to bring us back to 
the place where people in all 
walks of life respect and consider 
the thoughts and values of others. 
Let us work towards not only 
bringing civility back in style, but 
ultimately making it a lifestyle.

117
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Civility—Making it a 

In June of 2004, the U.S. Senate 
passed legislation described as 
the “Defense of Decency Act” by 



a vote of 99-1. The Act intended “To increase the penalties for 
violations by television and radio broadcasters of the prohibitions 
against transmission of obscene, indecent, and profane material, and 
for other purposes.” With this, America’s aspirations for common 
decency in civic discourse appeared unequivocal. 

Yet, the wheels of civility would grind to a halt as quickly as it began. 
That same day, as reported in the June 24th, 2004 Washington Post, in 
a moment of tense discussion between Vice President Dick Cheney 
and Senator Patrick J. Leahy, Cheney issued an expletive toward Leahy 
that was a clear breach of Senate decorum. 

In the latest efforts to turn back the rising tide of incivility, Republican 
Mark DeMoss and Democrat Lanny J. Davis initiated the “Civility 
Pledge” project. Alarmed by what they saw as an “increasingly vicious 
tone in American politics,” the pair sent out 585 letters to every sitting 
governor and member of Congress asking them to sign a pledge that 
read simply:
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I will be civil in my public discourse and behavior.

I will be respectful of others whether or not I agree with them.

I will stand against incivility when I see it.

•

•

•

The result? As reported in Laurie Goodstein’s January 12th, 2011 New 
York Times article, “Founder of ’Civility Project’ Calls it Quits” the 
project was stillborn, as only three elected members of Congress 
agreed to sign. After two years and approximately $30,000 in expenses, 
DeMoss was forced to fold the project, citing, “I must admit to 
scratching my head as to why only three members of Congress, and no 
governors, would agree to what I believe is a rather low bar.” Indeed. 

Americans and their representatives today appear to be hopelessly 
deadlocked over nearly every facet of life. From the war in Iraq and
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Afghanistan, to the mortgage crisis, to health care issues, Americans 
simply cannot seem to agree on any political issue. To make matters 
worse, American civil discourse appears to be increasingly combative in 
nature. Former Senator Evan Bayh, in his article “Why I’m leaving the 
Senate” published in the New York Times on February 21st, 2010, cited 
“strident partisanship, unyielding ideology” and “a corrosive system of 
campaign financing” as a few of the reasons that he was leaving politics.  
In her article, "Why divided government would be less divisive" 
published in the October 10th, 2010 issue of the Washington Post, 
Senator Susan Collins claimed “it’s a tough time to be a moderate in the 
U.S. Senate.” Trying to negotiate an agreeable political solution only gets 
you “vilified by the hard-liners on both sides of the aisle. Too few want to 
achieve real solutions; too many would rather draw sharp distinctions 
and score political points, even if that means neglecting the problems our 
country faces.” 

Today, the idea of civility appears to be on the decline universally. 
According to a KRC Research survey conducted in April of 2010, “94 
percent of all Americans consider the general tone and level of civility in 
the country today to be a problem, with approximately two-thirds 
believing it is a “major” problem (65 percent).” In addition, nearly three 
quarters of Americans believe that civility has worsened in the past few 
years, exacerbated by the financial crisis and the subsequent recession. 
With the exception of places of worship and interaction between friends 
and relatives, Americans consider many aspects of society today—    
from government and politics, to everyday traffic, to talk radio, to 
television—to be clearly uncivil. To make matters worse, advances in 
communications today allow us to issue poisonous utterances or send 
hostile text messages instantly and anonymously.

If there is any doubt about the need for civility, one only needs to read the 
newspaper to see the countless tragedies that could have been averted 
had one simply taken a moment to not escalate the tension and had acted 
with civility. Civility is not a high lofty ambition or theoretical option for 
debate. It is a something that should be a part of our everyday lives. 
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“Civility’s defining characteristic is its ties to city and society. The 
word derives from the Latin civitas, which means city, especially in 
the sense of civic community,” says author P.M Forni in his book 
Choosing Civility: The Twenty Five Rules of Considerate Conduct, 
published by St. Martin’s Griffin in 2002. According to Stephen 
Carter, in his book, Civility: Manners, Morals, and the Etiquette of 
Democracy, published by Harper Perennial, Division of Harper 
Collins Publishers in 1998, at the most fundamental level, civility “is 
the sum of the many sacrifices we are called to make for the sake of 
living together.” It is the foundation upon which civil society 
functions and the interests of the larger community are served. It all 
begins with communication.

Conversation begins at birth. Then, it goes from the dinner table to 
the schoolroom, to interaction among friends, to the work place, and 
on to other places where all manner of social interactions are 
required. “But personal social contact, outside the family as well as 
inside the family, is another casualty of the culture of distraction. One 
in four Americans say that they have no one to talk to about 
important subjects—more than double the percentage in 1985.” says 
Susan Jacoby in The Age of American Unreason, published by 
Pantheon Books in 2008. It is especially interesting because we are 
more advanced technologically than ever before. Yet, in many 
respects, technology is leading to the decline of conversation. A key  
to the art of conversation is learning how to be an effective and     
active listener.

Consider something as simple as thinking before you speak. Would 
this be helpful to all concerned? My mother would say, “if you can’t
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say something nice, don’t say anything at all.” It is important to speak 
one’s mind and to really listen to what the other person has to say. 
 

Effective listening begins by hearing what the other person has to say 
and respecting their thoughts. Listening makes our relationships 
move to deeper levels. As we listen, we foster the same skill in others 
by acting as a model for positive and effective communication. 
Listening skills fuel our emotional, social and professional success.

To know how to listen, first think about how you want to be heard. 
Then, consider incorporating the following:

1. Face the speaker.

2. Maintain good eye contact.

3. Minimize distractions: turn off the television and put aside papers 
and magazines.

4. Respond appropriately: acknowledge that you understand, or don’t 
understand, as the case may be. Ask for elaboration if needed, with 
open questions. For example, “what did you do then?” and “what did 
she say?”

5. Focus completely on what the speaker is saying.

6. Minimize internal distractions, release your own thoughts, and 
focus on the speaker.

7. Keep an open mind: Wait until the speaker finishes before deciding 
that you disagree. Try not to make assumptions about what the 
speaker is thinking.

8. Avoid letting the speaker know how you handled a similar situation 
unless they ask for advice. Assume they just need to talk it out.
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Technology has changed the way we communicate in the modern 
world. Do we think before we text? How does this sound to the person 
receiving my message? Might this be interpreted differently than what 
I mean? We receive our news and information in sound bites. And 
with such widespread use of social media, people receive a great deal 
of information that may not be factual. By the time the information is 
verified, it has already been accepted as the general truth. Speed of 
communication is a double-edged sword; It can communicate 
compliments and facts just as fast as it does insults and lies. 

Professor P.M. Forni collaborated on the Baltimore Workplace Civility 
Study, January, 2003 and provides a number of insights from his book: 
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9. Wait to defend yourself until the speaker has finished a complaint 
against you. This way the speaker will feel they have made their point 
without feeling the need to repeat it. Generally, on average, we can 
hear four times faster than we can talk, so we have the ability to sort 
ideas as they come in, and then be ready to hear more.

10. Involve yourself. Ask questions for clarification. However, be sure 
to wait until the speaker has finished, rather than interrupt with your 
questions.

Does Civility Affect Business?

“No workplace in the world is as diverse as the American one. 
Fostering a workplace culture of civil openness and inclusion is 
clearly in the interest of most American organizations today. This is 
the culture of the future, which will allow organizations to do well in 
the global civilization of the new millennium.”

“It’s not unreasonable to predict that lower-stress workplaces— 
workplaces, that is, where a culture of civility makes for better 
relationships among coworkers—will become very appealing. These 
are the workplaces where organizations will manage to attract and

•

•

Civility—Making it a 



Dovetailing with Forni’s study was research by Christine Pearson and 
Christine Porath that showed that “incivility was rampant on the job,” 
as reported on by Alina Tugend in her November 19th, 2010 New York 
Times article entitled, “Incivility Can Have Costs Beyond Hurt 
Feelings.” As a consequence, employees followed their job descriptions 
only to the letter and did not take the initiative to go above and beyond 
their assigned duties. Some did not even do that. Clearly, these factors 
can be inhibitors to competitive advantage. For more about incivility in 
the workplace, see Laura Barclay’s chapter, The Power of Leadership 
Civility, on page 47. 

A study by Barbara Richman of Lorman Education Services found that 
“sixty percent of employees believe that coworkers’ annoying behaviors 
negatively impact the workplace and, as a result, forty percent reported 
that they are looking for new employment.” The costs of incivility are 
not only real but also quantifiable. These and other findings from the 
study serve to underscore the fact that “disrespectful and uncivil 
behaviors drain productivity and negatively influence an organization’s 
bottom line and the overall economy.” 

If employees develop the awareness for respectful behavior and those 
necessary skills, they can serve as role models for other employees and,
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retain an increasing number of first-rate workers. This should be a 
strong incentive for organizations to promote a culture of civility in 
their workplaces.”

“Encouraging civility in the workplace is becoming one of the 
fundamental corporate goals in our diverse, hurried, stressed, and 
litigation-prone society. A civil workplace is good for workers, since 
the workers’ quality of life is improved in such an environment. But 
a civil workplace is also good for the customers, since the quality of 
the service they receive from happier and more relaxed service 
providers is improved.”

•



Richman continues, “these behaviors will spread in the workplace and 
beyond.” Richman offers the following tips to enable employees to 
achieve this awareness and perpetuate these practices: 

1. Before acting, consider the  impact of your words and actions on 
others.

2. Create an inclusive work environment. Only by recognizing and 
respecting individual differences and qualities can your organization 
fully realize its potential.

3. Self-monitor the respect that you display in all areas of your 
communications, including verbal, body language and listening.

4. Understand your triggers or “hot buttons.” Knowing what makes you 
angry and frustrated enables you to manage your reactions and 
respond in a more appropriate manner.

5. Take responsibility for your actions and practice self-restraint and 
anger management skills in responding to potential conflicts.

6. Adopt a positive and solution-driven approach in resolving conflicts.

7. Rely on facts rather than assumptions. Gather relevant facts, 
especially before acting on assumptions that can damage relationships.

8. Include others in your focus by considering their needs and avoiding 
the perception that you view yourself as the “center of the universe.”

9. View today’s difficult situations from a broader and more realistic 
“big picture” perspective by considering what is really going on in the 
overall scheme of things. 

10. Live by the precept, "Each one influence one” by becoming a bridge 
builder and role model for civility and respect. Act in a manner 
whereby you respect yourself, demonstrate respect for others, and take 
advantage of every opportunity to be proactive in promoting civility 
and respect in your workplace.
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In an attempt to once again revive the spirit of civility, the U.S. 
Association of Former Members of Congress (FMC), the Bipartisan 
Policy Center (BPC) and the U.S. National Archives hosted a one-day 
policy conference on June 16th, 2010 entitled, “Breaking the 
Stalemate: Renewing a Bipartisan Dialogue”. The purpose of the 
conference was to explore the causes of partisan gridlock, raise 
questions for public debate, and suggest tangible solutions for 
achieving more bipartisanship and civility in the nation’s political 
discourse. A friend had invited me after learning about the AICI 
Civility Counts Project on which I had worked, and the conclusion of 
which led to the City of Alexandria in Virginia declaring May as 
International Civility Awareness Month.

It was a marvelous event, not only because it was the fortieth 
anniversary of the FMC, but also that the FMC truly felt compelled to 
be in attendance to discuss how to work towards a more civil and 
bipartisan approach to our current political discourse.

John J. Rhodes, III, the outgoing President of the FMC, began by 
saying that, as a Republican former Member, there is no place in the 
country for a “Party of No,” even if it is his party that may be playing 
that role. He sees civility as the answer.

The daylong event covered institutional perspectives, as well              
as partisanship and the political divide, with Judy Woodruff com-
mentating. The panel brought together House and Senate leadership, 
including Tom Foley, Trent Lott, Bob Michel and Martin Frost. One 
factor that has exacerbated the political divide is the fact that in       
the past, politicians would move to the District with their 

125

Cindy Ann Peterson, AICI FLC

“Courage is what it takes to stand up and speak; courage is also 
what it takes to sit down and listen.”

—Winston Churchill, British politician and statesman



families, and while they had spirited debates during the day, in the 
evenings many of them attended social functions with each others’ 
families. Now much, if not all, of these social interactions no longer 
exist. Many of the politicians arrive on Tuesday and return to their 
families on Thursday, not allowing for this valuable time together.

Civility is about respect and nurturing relationships and genuinely 
caring for each other. That means we can agree to disagree. We all 
have a right to our opinions and need to respect the opinions of 
others. If we do not try to work together, and to be civil in the 
process, we have nothing to show in terms of results. 

At the conference, Jimmy Carter’s sailboat Sequoia was brought up, 
with the comment that there was nothing like sailing down the 
Potomac to Mount Vernon at sunset, having a glass of wine with your 
opposition, to break down barriers. Besides, you couldn’t escape!

Former Congressman Fred Grandy moderated the discussion of the 
effects of the 24-hour news cycle with Charlie Cook, Jonathan Karl, 
Jill Lawrence and Stu Rothenberg. A key point was the societal effect 
of mass media and instant information. We live in a high-speed world 
of thought, word and deed. We need to recognize the divisive nature 
of blogs where ideas are disseminated and readily accepted before the 
facts are verified.

This was just one day of civility in the District of Columbia. However, 
it is in these moments of constructive dialog that we can recognize 
what has happened and where we need to go. Social responsibility 
means respecting others and relearning the foundational rules for 
behavior in all walks of life. 

In his book Civility: Manners, Morals, and the Etiquette of Democracy, 
Stephen Carter suggests that in the course of pursuing greater civility, 
it is incumbent upon us to remember the duties that it imposes:
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1. Our duty to be civil toward others does not depend on whether we 
like them or not.

2. Civility creates not merely a negative duty not to do harm, but an 
affirmative duty to do good.

3. We must come to the presence of our fellow human beings with a 
sense of awe and gratitude.

4. Civility assumes that we will disagree; it requires us not to mask our 
differences but to resolve them respectfully.

5. Civility requires that we listen to others with the knowledge of the 
possibility that they are right and we are wrong.

6. Civility requires that we express ourselves in ways that demonstrate 
our respect for others.

7. Civility allows criticism of others, and sometimes even requires it, 
but the criticism should always be civil.

8. Civility discourages the use of legislation rather than conversation 
to settle disputes, except as a last, carefully considered resort.
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An absolutely critical factor to 
remember is that, as John F. 
Kennedy indicated in his 1961 
inaugural address, “So let us 
begin anew—remembering on 
both sides that civility is not a 
sign of weakness, and sincerity 
is always subject to proof. Let us 
never negotiate out of fear. But 
let us never fear to negotiate.”

It is not only time to bring 
civility back into style—it’s time 
to make it a lifestyle!
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         hen I was a kid, my parents used to say, “It’s not what you say, it’s 
how you say it.” This frustrated me to no end. I was emotional! So 
what? If I was angry, well, then I was angry. Just listen to me. I now 
know that we cannot understand the lyrics when the music is too 
loud.

How many times have you wanted to turn down the volume, turn the 
channel and tune out when our politicians called one another names, 
questioned motives and dismissed the ideas of others without genuine 
consideration? The result of such behavior is an angry electorate that 
reacts more to tone or personal attack. 

As legendary political advisor Charlie Black, one of the ten lobbyists 
profiled in Michael Kerrigan’s book, 10 Characters with Character, 
published by Wheatmark in 2010, told me, “We do not need to spend 
time attacking or questioning the motivations of others. We need to 
focus on the content of our idea.”

Since our government was carefully conceived by, for, and of the 
people, “We the People” need to participate, to “speak truth to 
power”—a phrase the Quakers used in their stand against totali-
tarianism. Despite the cacophony, I am a defender of freedom of
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speech. We know the devastating result when countries do not allow 
citizens to speak out freely against government. 

Think of freedom of speech as a cherry. To enjoy a beautiful, freshly 
picked cherry, we discard the pit to get to the tasty fruit. In fact, that 
offensive pit, when reintroduced to fertile soil, can bring forth a whole 
new cherry tree. 

Historically, political civility has almost always seemed an oxymoron— 
the sweetness of civility wrapped around the pit of politics. From the 
time George Washington allegedly ran into trouble with his own 
cherry tree, our Founding Fathers debated fundamental principles for 
our country in what we surely would consider politically uncivil tones. 

At sixteen years old, the future father of our country transcribed from 
a French etiquette manual what has become known as George 
Washington’s Rules of Civility & Decent Behavior in Company and 
Conversation: A Book of Etiquette. 

No fewer than 7 of the 110 rules address civility in politics and 
discourse, not including one of my favorites—Rule #12 (original 
spellings and punctuation):

When I served as a Protocol Officer at the U.S. Department of State, 
my boss was Chief of Protocol Lucky Roosevelt. Ambassador 
Roosevelt’s husband Archie was the grandson of President Teddy 
Roosevelt. She told me the story of Mark Hanna, then campaign 
manager for presidential candidate McKinley who said, “Don’t any of 
you realize there’s only one life between that madman (Roosevelt) and 
the presidency?” When McKinley was assassinated and replaced by

130

“. . . rowl not the Eys lift not one eyebrow higher than the other 
wry not the mouth, and bedew no mans face with your spittle . . .”

To Say or Not to Say, That Is the Question



Roosevelt, Hanna reputedly remarked that “Now that #!@%#! cowboy 
is president.” 

Thomas Nast, the first American political cartoonist, famously 
lampooned the corrupt politician Boss Tweed in a cartoon campaign. 
“Stop them damn pictures,” Tweed was heard to say, “I don’t care what 
the papers write about me. My constituents can’t read. But, damn it, 
they can see the pictures.” While we have a duty to speak truth to 
power, sometimes the path to truth seems to taste more like the pit 
than the cherry. Long-time White House correspondent for CBS news 
Bill Plante told me, “More than ever, there seem to be conflicting 
statements about where truth actually lies. In order to resolve it, we 
need to drill down and examine facts.”

Warren Rustand, former Director of Scheduling for President Gerald 
Ford, told me, “I look through the lens of humanity. Seek first to 
understand and then to be understood. Too often, people eager to get 
their own view out don’t care what the perspective of others might be.” 

Erin Smith, my 18-year-old surrogate daughter, recalled learning, 
“Before you can disagree, you must first say you understand.” My 
sister, Kelly Scarbrough, would say we should “listen to learn.”

When it comes to our own governance, we have a responsibility to say 
what we believe while respecting that others may have a very different 
view. We need the debate. How do we stand up for or against an issue?

Sam Horn, author of Tongue Fu, How to Deflect, Disarm, and Defuse 
Any Verbal Conflict and Take the Bully by the Horns, published in 1997 
and 2003, respectively, by St. Martin’s Griffin, and advisor to the 
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National Federation of Women Legislators, tells this story: Soon after 
Congresswoman Pat Schroeder, the Democrat from Colorado, began 
her first of 24 years in Congress, she received a “welcome note” from 
Congressman Charlie Wilson, a Republican from Texas—more 
popularly known as “good time Charlie,” the central character in the 
movie Charlie Wilson’s War and, coincidentally, my neighbor for 
several years.

It was a postcard of a tombstone inscribed “Here was Davy Crockett’s 
wife,” the insinuation being that women didn’t even warrant their own 
name on a tombstone, much less hold a seat in Congress. Congress-
woman Schroeder hightailed it to ol’ Charlie’s office, where, with feet 
on desk, and hands behind head, he said, “Hiya, Babycakes!” 
Thinking quickly, Congresswoman Schroeder chose to respond with, 
“That’s ’Congresswoman Babycakes’ to you, sir!” She could have 
chosen to start a long career filled with unending animosity, but 
standing up to the “bully” with humor versus anger engendered a 
long, collegial relationship between the two. 

Sam Horn continues, “Look to intent. Is the intention to incite a 
reaction? The best way to defuse perceived vitriol is to shrug it off.” 
Don’t feed fire with oxygen. We can offer Schroeder-like witty 
responses. However, remember that sarcasm is not wit, and rarely 
translates well. If there is no intent to incite, then what’s to gain by 
responding with anger? Roles simply reverse and the responder 
becomes the bully. The answer is clear. Presume best intentions and, if 
you hope to influence others to behave civilly, behave civilly yourself. 

In our effort to be thoughtful about what we are saying, do we mistake 
political correctness or “PC” for political civility? They are cousins, 
not twins. Customer service expert Mark David Jones defines political 
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correctness as “bowing to short-term pressures” and political civility 
as “standing up for long-term principles based on integrity.” “PC” may 
be interpreted as politeness, but being “PC” is a moving target, 
changing with the times—like a trendy fashion accessory. Political 
civility is timeless—like a classic blue blazer.

Out of college, my first job was in The White House Presidential 
Advance Office working for the master of eloquence himself, 
President Ronald Reagan. How he said what he said mattered. People 
listened to him whether they agreed with him or not. 

One day, I was escorting President Reagan to an event. The President, 
talking to personal aide Jim Kuhn, expressed frustration about 
something and uttered the offensive word “damn.” A flash of 
embarrassment crossed his face as he looked at me. He quickly 
apologized. I laughed. I’ve heard worse. Heck, I’ve said worse. While 
the President had likely uttered worse profanity in his lifetime, he was 
respectful, appropriate, and a gentleman. 

That apology was many years ago in a more innocent time.  In today’s 
world it might seem unnecessary. Have we gone too far in the other 
direction?  Are there now so many offensive pop culture triggers that 
we inhibit our ability to speak truth?  

In preparation for this chapter, I did an anonymous poll on the 
Internet asking: “What does the term Political Civility mean to you?” 
More than once I received the ironic answer “It’s not us, it’s those darn 
liberals (or conservatives) that are politically uncivil.” What have we 
become when tensions run so high that even calling someone “liberal” 
or “conservative” sounds like a slur? 

True political civility is built on a foundation of relationships with 
solid cornerstones of trust, respect, dignity and truth. Regardless of
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how someone says something to us, our only hope is to try to really 
listen to what is said and respond without stripping away dignity— 
even if they do not return the favor. At the very least, respond with the 
old adage, “We can agree to disagree”—and mean it.

Imagine this: in 1985, email did not exist. When we needed to get 
something to the President quickly, we actually walked to the Oval 
Office suite. In this simple act, we formed relationships that last to this 
day with fellow staff members from all over the White House. 

Now, with restricted security and electronic communication, people 
currently working in the position I held often only know many of 
their fellow staff members as faceless email addresses. This is also 
what is happening, or rather not happening, in the halls of Congress. 
Members don’t have a relationship with one another, nor do they 
share meals or socialize the way they once did.  It is those valued 
personal relationships that help us monitor our own behavior for the 
benefit of the whole.

Our politicians quickly embraced texts and tweets because they allow 
immediate and direct communication with constituents. However, 
reactive retribution is also too easy. Gone is the reasoned philosophy 
“write it down and put it under your pillow because it will look 
different in the morning.”

The faceless fervor lends itself to verbal attacks and name-calling. 
Does this mean we should not have an opinion? Absolutely not! We 
just need to know that text-based SCREAMING is not the same as 
expressing a position based on substance. Technology, used well, can 
augment relationship development and maintenance. 
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Frequent face-to-face meetings between politicians, with the goal of 
fellowship, not fighting, will solve more problems. The “congressional 
delegation” has been roundly criticized as a taxpayer-funded junket— 
frivolous especially in times of economic strife. But how expensive is 
congressional gridlock? What price do we pay for the breakdown in 
dialogue, discussion, compromise and congeniality? 

Is someone with a divergent position really always a crackpot, lunatic, 
racist or ignorant?  Actually, I have a name I call many people in my 
life who hold different views from mine: “Friend.” 

By day, President Reagan and Speaker of the House Tip O’Neill were 
fiery political foes. They spoke their minds, often heatedly, about 
where they differed in their beliefs and why. But, after six in the 
evening they were friendly Irish kin. When the day was done, they 
laughed together and shared a mutual respect that made their political 
relationship epic. 

Ken Duberstein, President Reagan’s former Chief of Staff, told me the 
story of a lunch attended by the two political foes as well as Mike 
Deaver, Jim Baker and himself. “If Baker, Deaver or Duberstein said 
two words, that would have been an overstatement,” Ken said. “The 
President and Tip swapped stories for two solid hours.” Eventually, 
Mike Deaver attempted to wrap up lunch. “Mr. President, time to get 
back to work.” Tip interrupted, “Wait, one more,” which extended 
lunch for another thirty minutes. 

Evolved though we may be, we still have gut reactions. Our fight-or-
flight mechanisms give us that visceral feeling that causes us to react 
emotionally rather than to rationally process an idea or concept 
intellectually. If a view sounds irrational, implausible and extreme, 
before dismissing it, should we not re-examine our own view first? 
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Media, new and old, gives us plenty of information to process. 
Straight journalism, if it still exists, seems dull and colorless by 
comparison to the programming that evokes emotional reactions and 
confrontation. In the words of Mike Johnson, co-author of Surviving 
Inside Congress, published by The Congressional Institute, Inc., in 
2009, “Media has moved toward an ’enter/info-tainment’ medium and 
from information to advocacy to adversarial journalism.” 

Additionally, social media, like a steamroller, flattened the barriers to 
entry into the journalistic realm. A blogger currently protected as a 
“journalist” under free speech can say whatever they wish without 
benefit of knowledge of, or appreciation for, the traditional standards 
of proof that used to be the hallmarks of journalistic integrity. 

“Political Incivility—The Reality Show” highlights the more base 
aspects of human nature. Political rubberneckers ogle the gory 
collision of sense and sensibility only to create a market for shock 
value. Politicians who follow the rules of the road without incident 
don’t make news and therefore, their voices are less likely to be heard. 
Face it: the circus is entertaining, even if we don’t like the clowns. If we 
understand it for what it is—entertainment—we should be amused, 
not angered. Entertainment can be educational. We just have to work 
harder to get to the lesson.

What can we do? First, take personal responsibility for our own 
behavior. That’s it! Politician, public figure or private citizen—let’s 
think before we speak. Think about what effect how we say what we 
say could have on people, even those we cannot see on the other side 
of the TV or computer.

This does not mean we should not have opinions. To the contrary, 
political civility is about finding a way to present our views in a
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“We the People” respond to expressions of sympathy, empathy and 
compassion, as well as to facts and examples that paint a picture. 
People who revert to name-calling and frustrated, impatient outbursts 
are bullies. They lose all credibility, and we simply shut them out. 

This is the moment to encourage personal responsibility for our 
public and political civility. If we cannot self-regulate, there could be a 
push for laws and regulations intended to prevent incivility. 
Legislating civility can only chip away at our hard-won and cherished 
freedom of speech. I still believe in the redemptive nature of man and 
that we can, if it is in our hearts, work to listen more than speak, love 
more than hate, and seek to build on our commonalities versus argue 
over our differences.

For more about civility in politics, see Suzanne Zazulak Pedro’s 
chapter, Navigating the Social and Psychological Complexities of 
Incivility ,  on page 107, and Cindy Ann Peterson’s chapter, 
Civility—Making It a Lifestyle, on page 117.

In the Supreme Court, differences of opinion are expected and 
essential. I worked on the Conference on the State of the Judiciary with 
Supreme Court Justice Sandra Day O’Connor. My counterpart on the 
project, Meryl Chertoff, a Harvard-educated lawyer and wife of former 
Homeland Security Secretary Michael Chertoff, arranged our first 
organizing meeting with the conservative O’Connor and her liberal 
colleague, Justice Stephen Breyer. Now, the Justices definitely do not 
agree all the time—a point well-documented in their court opinions. 
But these two people could not have had more respect for one another. 
I remember watching their healthy repartee while Justice O’Connor 
poured tea for Justice Breyer, Meryl and me. Cream, sugar and a 
strong brew of political civility—certainly a “tea party” I’ll never forget.
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 manner that helps others hear what we are saying. 



Think about it. The civil rights movement would never have 
happened without the courage of the likes of Martin Luther King, Jr. 
His approach was of peaceful dissent, influenced by his religious 
principles, his humanity and his belief that all men are worthy of 
respect. Yes, there were truly crazy people even then, like the one 
who chose to express his discontent with Rev. King’s words with a 
bullet. Abhorrent then, it is equally repugnant now. 

Grace Cerrone recently founded a non-partisan website called 
www.mydemocracy.com with partner civilination.org to “foster an 
online culture where every person can freely participate in a 
democratic, open, rational, and truth-based exchange of ideas and 
information without fear or threat of being a target of unwarranted 
abuse, harassment or lies.” A great concept! Surprisingly, she 
encountered hostility at one political convention she attended to 
promote the idea. “We don’t believe in being non-partisan,” someone 
sneered. 

The truth is, the only behavior we can truly change is our own. If 
politicians and “We the People” could see ourselves as “citizen 
diplomats,” we could achieve more, fight less and begin once again to 
hear one another. Leslie Lautenslager, my fellow former Protocol 
Officer and current right arm to former Secretary of State Colin 
Powell, says, “We are all ‘ambassadors’ of something . . . being 
anything but civil is a very poor reflection on all we represent.”

George Washington was in effect our first citizen diplomat. He rode a 
middle line between the two parties of the time, the Federalist Party 
and the Democratic Party. His humility and his view of himself as 
someone with a servant heart make his leadership worth following 
even today, setting a standard worth imitating.

138

On Becoming a Citizen Diplomat

To Say or Not to Say, That Is the Question



Bill Bennett, former Secretary of Education and author of The Book of 
Virtues, published in 1996 by Simon & Schuster, relayed to me that, 
“Obviously, civility is a good thing, but now it’s a cause, a trend, a 
flavor of the month and it has become trivialized. I prefer what 
Socrates regarded as the three necessary conditions of productive 
dialogue: candor, intelligence, and good will—that is to talk honestly, 
to play it straight in talk.” 

Of all the “Rules” in Citizen George’s Rules of Civility, number 110 is 
perhaps the one that resonates most with me.

People treating other people with dignity and respect? Now that’s a 
reality show worth watching!

We can always find reasons to blame other people or a certain 
circumstance as being the cause of incivility, but the question really is: 
what we can we do to practice political civility? My choice? Approach 
it as my father taught me and first ask myself, “Are you part of the 
problem or part of the solution?” 
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“Labour to keep alive in your Breast that Little Spark of Celestial 
fire Called Conscience.”

Shelby Scarbrough
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    s civility lost and totally out of style? Is rudeness the new norm, with 
manners and healthy respect becoming nearly extinct?

The World War II generation unanimously would say yes. The Baby 
Boomer generation might agree and disagree at the same time. 
Always forging new paths, Baby Boomers, now entering midlife and 
beyond, continue to apply an addendum to almost every rule, still 
speaking out against them as they shake up norms and tradition. It 
seems they are reaping outcomes from decades of experiential 
learning and a lifetime of doing their own thing. 

Their children, Generation X, are inventive and quick, expect instant 
gratification, have little employee loyalty and give little thought to 
rules. In their lifetime, rules have become vaporous, with very little in 
American society remaining black and white. Shades of gray have 
covered up the norms and manners of the World War II generation.

What has happened to civility? If you give it much thought, you would 
likely say, “Anything goes.” People do their own thing with clothes and 
relationships. Proper language, responsibility, work ethic and 
etiquette—all of these and more seem to be a faint memory of 
previous generations.
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Five Traits that Pave the Way to Success
 
  

Civility Communicates Confidence

By Tara Crawford

I



Wondering if these new norms are here to stay, I inquired further. I 
asked a variety of people, “How do you show civil behavior?”  

I was surprised by the general theme in the responses I received. “I 
don’t have time to be nice,” and “I’m not sure what the rules are,” along 
with “I’m not comfortable asking about rules and what’s expected,” 
were standard replies.

These baffled me, so I began to give thought to my own attitude about 
civility, realizing the only person I can control is me. I began to 
consider how I personally can demonstrate civility in everyday life, and 
also, through my actions and reactions, reveal a healthy confidence 
that I feel is at the very core of how we treat others and ourselves.
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Given that statement, making a positive impression and demon-
strating good behavior not only affects the lives of others, it makes a 
constructive difference in your life. The outcome is a “better you,” and a 
positive influence in the world around you.

As you read the following sections, consider and identify which of the 
five traits you feel you already exhibit, or which ones you would like to 
improve upon.

Civility begins with personal self-respect, a key component of 
respecting others. Self-respect is an extremely complex issue that is 
influenced by many factors: upbringing, life experiences and 

“There is only one corner of the universe you can be certain 
of improving, and that’s your own self.”

—Aldous Huxley, English writer

Trait #1: Pave the Way to Civility 
with Respect and Gain Confidence

Civility Communicates Confidence



circumstances, challenges and choices—just to name a few. Within 
each of these areas, there are both positive and negative possibilities.

That being said, every day presents a new opportunity for you to 
acknowledge and celebrate self-respect, or to take notice and correct 
areas in which you feel a lack of self-respect. This paves the way for 
greater satisfaction and increases the amount of respect you are 
willing to offer others.
 
Start with these suggestions:

How does a gain in personal confidence enhance civility? It is the 
impetus for new and positive habits and actions toward yourself, and 
in turn, new-found self-respect that you reflect onto others. Your 
increased self-respect is the impetus for you to respect others, 
personally and professionally. You receive a boost and so do those with 
whom you come in contact.
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Frankly acknowledge areas of personal disrespect or low self-esteem. 
Admit to yourself—whether deserved or undeserved—how these 
make you feel “less than” others. Name these areas, and commit to 
letting go of the negativity that makes you feel you don’t measure up. 
In reality, are the areas you identified true or false?

Seek out reputable books that can help you work through difficult 
feelings you may have about yourself. Put positive suggestions into 
action. Appreciate the greater self-acceptance that stems from making 
these changes.

Meet regularly with a trusted friend, mentor or counselor. Ask for 
input and to be held accountable as you commit to applying 
affirmative changes in how you feel about yourself.

Congratulate yourself for your continued effort! Be patient, take one 
day at a time and realize growth is a lifelong process for everyone.

•

•

•

•
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You, like all of us, have seasons of life when things go right and fall 
together easily. Yet, in the blink of an eye, things can go from the best 
of times to dealing with an abrupt and difficult circumstance or 
challenge. Such events can leave you feeling unable to cope or at 
minimum, terribly inadequate. It’s not unusual. 
 
However, courage rises from within during such times in life. 
Emotions are raw and feelings real. However, no matter the 
circumstance, civility and courage can be shining lights, felt within 
yourself and appreciated by others around you. Seeing how you 
choose to respond positively in the midst of a difficult trial doesn’t go 
unnoticed. It influences everything and everyone around you!
 
Interestingly—and sadly—in today’s society, too often we see the exact 
opposite. Some talk and reality shows stoop to the lowest common 
denominator in human experience. Victim mentality and helplessness 
are common, and oddly can have a subtle influence on our own 
reactions.
 
Sometimes, the challenge is to choose the road less traveled or to 
swim upstream. When you push through and get to the other side, it’s 
in those special places that you experience respect for your own 
courage, realizing you have survived or accomplished something you 
didn’t think you could.
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Trait #2: Pave the Way to Civility with 
Courage and Revitalize Confidence

“Confidence is that feeling by which the mind embarks on great and 
honorable courses with a sure hope and trust in itself.”

—Cicero, Roman philosopher

Civility and healthy self-confidence take courage.

Civility Communicates Confidence



Never discount how your spirit of courage will reflect upon and 
influence those around you. It will motivate and invigorate others to 
do the same.
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“I choose to rise out of that storm and see that in moments of 
desperation, fear, helplessness, each of us can be a rainbow of hope, 

doing what we can to extend ourselves in kindness, grace and to 
one another. And I know for sure there is no them . . . there’s only us.”

—Oprah Winfrey, American media icon, actress and philanthropist

Trait #3: Pave the Way to Civility with 
Empathy and Reinforce Confidence

We each try to stand alone. However, in real life, as humans, we often 
need help from one another. During a time of pain or need is perhaps 
when we see the greatest acts of human civility shine through with 
demonstrations of empathy experienced on a personal level—both 
given and received. They are without measure or value. They are 
priceless.

Have you ever had a friend show up unexpectedly on your doorstep 
when you needed them most? We’ve all had times when others support 
us with their mere presence, their kindness and empathy. Nothing 
could mean more to us when we are overwhelmed with a difficult 
situation. It has happened to everyone. Empathy is a daily necessity.

Fortunately, you get to see these expressions of caring and empathy 
outside your own life as well. Tragedies and disasters reported on 
television give you, and all of us, sweet glimpses into amazingly heroic 
stories that would never take place if people were not filled with 
empathy—demonstrating the very best of humanity.
 

“To make the world a friendly place, one must show it a friendly face.”
—James Whitcomb Riley, American writer and poet

Tara Crawford



I imagine you have stepped up with a heart filled with empathy at one 
time or another, to help a friend or family member, or perhaps even a 
stranger. It is a sincere sacrifice to take on the pain of another, in 
hopes of helping them find solutions and reach a better place.
 
Simply look around you. The world craves civility in the form of 
empathy and tender compassion. People you see every day need a 
friendly face. You need not go to a Third World country. Just step out 
and meet the people around your neighborhood, your city or your 
state. Make the decision to give a helping hand and express an 
empathetic heart to someone hurting and in need. It feels as good to 
you as it does to them.   
 
Empathy practiced is an invaluable gift you give yourself and a gift 
you give someone else at the same time. It reinforces confidence for 
both of you.
 
It’s exciting to know you can leave your mark, make a difference in the 
world, and have it feed your mind, body and soul. Your personal 
perspective broadens and your appreciation for yourself and your 
own life will soar. Don’t be surprised when those you touch are 
completely overwhelmed with your genuine act of civility, while your 
spirit of self and community is enhanced.
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Trait #4: Pave the Way to Civility with 
Communication and Restore Confidence
You are unique. Thank goodness no two people are alike. Otherwise, 
life would be boring. However, in times of conflict, you may wish you 
were more like others. It is impossible to completely avoid conflict in 
relationships, unless one of the two people involved chooses to avoid 
or discount their feelings. The traits of respect, courage and empathy 
all come into play when you are struggling to communicate how you 
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feel, while also wishing you had half a clue what was driving the other 
person’s feeling and actions.

When communication is neglected or misunderstood, confusion, 
hurt and frustration prevail, along with the need to be understood 
and to be right. It’s human nature.
 
Using communication to restore confidence in healthy ways between 
friends, spouses and coworkers is the ultimate civility, especially when 
ego and hurt drive the discussion. Trying to communicate what you 
feel, or to hear what another person feels, is stressful when there has 
been a disagreement.
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“Remember always that you have not only the right to be an 
individual, you have an obligation to be one.”

—Eleanor Roosevelt, first lady of the United States, 1933-1945

Be candid and honest with yourself about your motivation to 
communicate openly about a problem.

Choose to stay calm and respectful. It truly is a must if com-
munication is to remain positive and in problem-solving mode.

Ask if you could talk in private, in an undistracted place, during a 
time that is convenient for both of you.

Technology has its place. Communicating face-to-face, not by     
email or phone, is much more effective and less subject to 
misinterpretation.

Agree not to interrupt one another. Use “I feel” statements to express 
what you find hurtful or unacceptable. Let the other person do the 
same. Be sure to listen while they are speaking, rather than thinking 
what you are going to say next!

Discuss where you go from here—agree on a plan.

•

•

•

•

•

•
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At some point in your life, you will be on the receiving end of uncivil 
behavior, which will require you to apply some of the suggestions 
above. It takes confidence to pick yourself up and stand on your own 
two feet. Most of us have been there. A time where we feel the world 
seems to be against us can have an interesting upside. It often turns 
out to be a time when inner strength and self-respect prevail. 

It takes courage to reach deep within yourself to sincerely maintain 
relationships and communicate honestly and assertively. However it 
turns out, pat yourself on the back when you can walk away with 
graciousness and kindness being a part of the person you consistently 
present to others. You will stand out in a crowd. 

To learn about how civility can help you create success in the 
workplace, see Tiffany Nielsen’s chapter, Stand Out—Don’t Stick Out, 
on page 37. 
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If “drama” or disrespect continues, it is sometimes the best solution to 
take a break from one another, or step away from a relationship 
altogether. To be healthy, there must be mutual respect. Then your 
self-respect will stay intact.

•

Nothing comes easy! You’ve heard that more than once. The good 
news is that personal growth often comes with working through the 
challenges. Living in the moment with feelings of optimism is much 
more fun than living with feelings of fear and dread. I would

Trait #5: Pave the Way to Civility with 
Optimism and Build Confidence

“Optimism is the faith that leads to achievement. 
Nothing can be done without hope and confidence.”

—Helen Keller, American author
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encourage you to choose the former, since you do have a choice. 
Remember, you do have the option of controlling your actions and 
reactions, as we learned earlier in this chapter. Being civil to yourself is 
as necessary as being civil to others. Maintaining an optimistic 
outlook can build confidence and make being civil easier.

Enjoy a better you! It starts right now. Let your new norm be civility 
and confidence that the world can see. You will never regret it. Those 
you know will be reminded that healthy respect and manners are not 
extinct, at least not when you are around.
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“We should not let our fears hold us back from pursuing our hopes.”
—John F. Kennedy, 35th president of the United States

Start here:

Take optimistically responsible steps in life. Be responsible to 
yourself, following through in all areas. Anything worth having is 
worth your time and effort.

Think big. Optimists do that! What are your dreams today? Start 
small if you need to, but always think big. 

Embrace failure, because it is one of the most effective ways to learn. 
Ask any successful person. Failure is not a character flaw. It is a 
builder of character and a builder of self-respect, each and every time 
you get up and try again.

Make the daily choice to focus on character strengths, not 
weaknesses. It is your decision.

Confident, optimistic people welcome change. You will be 
transformed in interesting ways, and you can and will reach your 
goals. Be open and optimistic as you identify where you want change 
to take you.

•

•

•

•

•
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     ince 1990, Tara Crawford has been teaching and practicing civility. 
She spent several years in service-oriented senior management 
positions for multi-unit hotel chains and resorts. She has practical 
experience in high-end, volume function event planning as well as in 
teaching and facilitating corporate courtesies. Recent responsibilities 
enabled Tara to expand her hands-on approach to building workplace 
relational wealth through human resources, international trade 
marketing, product development and personnel management 
responsibilities.

As a successful entrepreneur and small business owner, Tara has 
traveled extensively and acquired broad cultural etiquette and protocol 
knowledge. She is a polished trainer and public speaker who specializes 
in developing and delivering image management workshops and related 
presentations. In her capacity as Director of Business Development for 
CivilityExperts.com and fuelled by her own commitment to confidence 
training for children and youth, Tara has taken on project management 
of the Macaroni and Please Civility at School Initiative spearheaded by 
the team at CivilityExperts.com

Working with both groups and individuals, Tara incorporates her skills 
and coaching to give her clients an energetic, engaging presentation that 
is informative and fun. Tara resides in Winnipeg, Manitoba, Canada.
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    ometimes a test of campus civility appears in the shape of a tow 
truck hauling your car away from a recently perceived “convenient 
parking location.” Yes, that was my test one fall weekend. With a 
successful meeting completed, I stood and shook hands with a 
delightful young collegiate named Sarah and headed back to my 
car—the car that had disappeared from the space I had left it in a mere 
37 minutes ago.

Now I have some choices to make. These are choices of civility. Do I 
go ballistic, become a whirling dervish and have my head spin like a 
scene from The Exorcist? Perhaps chocolate and crying are in order? 
The civilized thing would be to take a breath and assess the situation, 
then figure out the right way to handle it. Civility means taking a 
moment to gain your composure and take the high road. I mean take 
the high road. I am describing the road that sometimes seems to be so 
far up from where I am that I have to throw a rope up and start to 
climb. That civilized road meant being kind to the merchant who 
called the tow truck, being nice to the teller at the bank when 
withdrawing cash, and finally smiling and laughing with the man who 
took my cash and brought my car to me from the impound lot.
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How to Get an “A” in Conduct 

Civility on Campus

By Denise Pietzsch

S



Being civil on campus and making the campus experience a positive 
and successful one comes down to one basic word: respect. Respect is 
essential for getting along on campus and in the classroom. Learning 
to be civil in your communication with peers and professors is critical 
to having a successful and enjoyable college experience. A simple act 
of civility sets in motion a complex healing of humanity.

Many of us grew up never having to share a bedroom or even a 
bathroom. The shock of learning to share your space and encoun-
tering living styles and values that are very different from your own 
can test your manners and civility.

1. Moving in. This is the time to set the tone for a good year. Take 
your fair share of space and not all the prime real estate. Again, 
respect is the essential ingredient.

2. Good communication rules. The civil thing is to talk things out. 
People have different ways of communicating and it is important to 
get off to a good start. It is often scary to tell someone how you feel.
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Seven Successful Tips for Civilized Dorm Living

Help others with their belongings.

Hold doors for people.

Make introductions.

Make an extra effort with international students.

Collaborate on the decorating scheme for the room.

Bring a case of cold water bottles to hand out.

Have an open mind when meeting new people.

Be nice. Don’t bite.

Civility on Campus

•

•

•

•

•

•

•

•

Civil moving day ideas:



You can be afraid to, but do it anyway. Speak to build others up and 
not to tear them down. Although most people are uncomfortable 
bringing things up, if you hide it under the surface, it will grow into 
something big and ugly. It is worth the temporary discomfort to do it 
now.

When you avoid conflict, it can result in a very uncivil situation. If you 
are having conflicts, talk with each other first. If that does not work, 
talk to your resident advisor. Your next step is to ask for a room 
change. Counseling is another option. There are counselors available 
on campus for free or a very nominal fee.

3. Establish emergency communication. For your safety and for the 
comfort of those you live with, make sure you let your roommates 
know where you are and when you will be back. It is for your safety 
and security. Provide each other with emergency contact information 
and cell phone numbers. This is not an invasion of your privacy—it is 
for your safety and so others do not have to worry about you.

4. A word  about  snooping. It is very uncomfortable to imagine 
someone going through your personal belongings without your 
permission. My roommate from my freshman year would go through 
my drawers while I was at class and steal my underwear. I was 
absolutely shocked and horrified. It would never occur to me to do 
such a thing.

Have respect for the privacy of others and do not snoop through their 
personal belongings. Sometimes a lock is a safe and neutral
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“Good manners is the art of making people comfortable. 
Whoever makes the least people uncomfortable 

has the best manners.”
—Jonathan Swift, Irish satirist, essayist and poet

Denise Pietzsch



investment in saving a friendship. This protects your privacy and 
security and prevents any temptation. Have respect for yourself and for 
the people with whom you share living arrangements.

5. Other people’s belongings. If you did not buy the food, do not eat 
it. That goes for other things as well. If you did not buy the clothes, you 
may not wear them. If you did not buy the drinks, you may not drink 
them. You get the point. It is entirely uncivil to take what is not yours.

6. Cleaning. Your mom does not live here. Clean up after yourself. 
There is no “magic cleaning fairy” that will do your dishes and make 
your bed. This is your opportunity to begin your life of civility as a 
grownup. Make it a habit to keep your room and work area neat. 
Clutter and chaos are stressful—if not to you, then probably to your 
roommates. You have enough stress in college. You do not need to add 
to it with a cluttered and dirty living environment. Respect yourself 
and your roommates and keep your common areas clean.

7. Guests and visitors. Establish clear-cut boundaries for guests and 
overnight visitors with your roommates early. Avoid any miscom-
munications and hurt feelings. Everyone has a different set of values 
and rules—we need to respect one another’s differences. Your dorm 
room is not a hotel or a crash pad for anyone looking for a place to 
stay. Be fair and work with each other. It is refreshing to have someone 
from home come to visit when you are feeling particularly homesick. If 
you want to have a guest or visitors, check with your roommates first. 
Make sure that the rules and restrictions are clear.
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Civility in the Classroom
Professors deserve your attention and respect both in and out of the 
classroom. Sometimes we can forget our manners and communicate 
in an informal manner. When sending an email to your professor, 
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compose it as if it were a business letter. Your professor will let you 
know if you can be less formal. It is better to be more formal than less 
formal until you know what is expected.

The importance of attending class can never be overestimated. One of 
the most common stress dreams is the “missing class” dream, 
according to Milton Kramer, MD, clinical professor of psychiatry at the 
University of Illinois at Chicago. Therefore, if just for the sake of 
limiting the ammunition for your anxiety dreams, you should make it a 
habit to attend all of your classes.

Attending class gives you the opportunity to meet other students in 
your class and find out who you would like to have in your study group 
or group project. Learning how to work in groups in a civil manner can 
be very challenging. By attending class, you will get to know the various 
personalities you will have to work with. Forewarned is forearmed.

It is essential to show respect to your instructors and fellow students by 
showing up to class. In addition to simply showing up:
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Attendance

Be on time or a few minutes early.

Be prepared for class with pen, paper, homework, books, and so on.

If you are late, slip quietly into a seat in the back.

If you must leave early, take a seat near the door and leave quietly.

Avoid drawing attention to yourself or being a distraction.

Do not bring strong-smelling foods to class.

If you still reek of alcohol from the night before, you may want to 
rethink your choices.

Do not ask a friend to take your electronic attendance “clicker” to 
class for you. That is simply wrong.

Denise Pietzsch
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The only time you should not attend class is when you are very sick. 
Please have respect for the rest of the class and stay home when you 
have a fever, a persistent noisy cough, or other contagious disease. Call 
or email your professor ahead of time and arrange to get the notes 
from someone. Go to the health center and get treatment. The doctors 
there will give you an excused absence. It is important to make 
advance arrangements. Professors understand that people get the flu 
and other contagious diseases. They do not want you to share them. 
The college campus is a notorious breeding ground for disease. Please 
do not be a martyr. It is very selfish to attend class while very ill and 
creates problems for many. Be civil and stay home when you are sick.

Assigned seating is rare in the college classroom. If there are assigned 
seats, please be respectful and honor the professor by sitting in the seat 
assigned to you. The instructor can change your seat assignment if you 
have a problem due to a disability or vision issue.

It is often amusing to see that on test day, the seats that have been open 
suddenly fill up. Students who have been skipping class up until test day 
suddenly show up and are not aware which seats have been occupied 
for most of the semester. If this happens to you, politely ask the “new 
student” occupying your regular seat to find another one, if possible. If 
they do not respect your request, chalk it up to bad manners. 

Civility means following the basic tenets of hygiene. Use soap, 
shampoo and deodorant and brush your teeth. Respect your 
neighbor’s personal space and sense of smell. 
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Seating Arrangements

Personal Hygiene and Personal Space
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Many instructors include participation points as part of the class 
grade. This does not mean asking a series of ridiculous questions. 
Respect your fellow classmates and their intelligence by asking 
questions that honor your own intelligence and the time of the other 
students and the instructor. College course hours are an expensive 
investment. Be respectful of everyone’s financial investment as well as 
their time investment.

Campus driving offers many tests of your driving skills and your 
ability to think quickly. Your supply of civil words, gestures and 
behavior will also be called into service.

Roads on campus usually feature a plethora of one-way streets. Add to 
those an intricate system of alleyways, and a perfect opportunity to 
exercise your civility presents itself. Obey the traffic laws. It is not only 
civil—it is your civic duty. 

It can be challenging to remain civil when navigating the campus 
landscape. One of the most uncivil examples came to me while I was 
doing research for this book. Groups of girls were walking side-by-
side, making no allowance for anyone to pass. This happened so often 
that those wanting to get through the gauntlet devised a defense move 
called the “elbow body check.” This involves taking your elbows and 
using them to break the line by giving the offenders a good, swift 
chop. Sounds aggressive and uncivil but proves the point that 
incivility breeds incivility.
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Getting Around Campus

Driving

Participation Points versus Annoying Questions

Denise Pietzsch

“Every Action done in Company, ought to be with some 
Sign of Respect, to those who are Present.” 

—George Washington, first president of the United States of America



Another rule from George Washington’s self-published book, Rules of 
Civility and Decent Behavior, is “shift not yourself in the Sight of 
others, nor Gnaw your nails.” While biting your nails is definitely a 
bad manners moment, there is the chance that traffic trouble can put 
any manicure in jeopardy. The nice thing about one-way streets is that 
if the street you are on is not going the direction that you want to go, 
you can relax, knowing that the next street over will be going your 
way. Plan ahead with extra time for traffic and your behavior will 
remain civil and relaxed.

Be aware that although there are designated areas for pedestrians, 
students have assumed the right of way on most campus streets. Many 
students are completely oblivious to any traffic or noises around them 
and have their attention completely focused on their cell phones or 
other electronic devices. Assume that they do not see or hear you. 
Running over one of them will ruin the day for both of you. 
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Parking on campus may demand a master’s degree. However, as 
previously mentioned, if you park in the wrong place, it can be very 
frustrating and very expensive to have your car towed.

It is very important to look for an area that is not in a tow-away zone. 
Apartment buildings and off-campus housing locations are notorious for 
removing cars from their lots within minutes of a car owner exiting his 
or her vehicle. Therefore, do not leave your car to let a friend know you 
have arrived. Leave someone with the car until you have a parking pass.

If you are visiting a rival campus and you have obvious mascot and other 
school spirit paraphernalia on your vehicle, leave the car at your own 
risk. Removing any stickers or decals you can is a good idea. I know this 
from personal experience, being very proud of my college’s national

Parking

Civility on Campus



Campus is a great place to get plenty of exercise. There is nothing 
better than a beautiful walk across campus on a day when the weather 
is just right and it looks like the whole student body came out to film a 
promotional video.

On most college campuses, the primary mode of transportation is still 
the old-fashioned method: walking. While most of us understand that 
distracted driving can cause accidents, we often forget that distracted 
walking can also be dangerous. It can also lead to just plain 
embarrassing moments. There is nothing like walking into a mailbox 
or street sign while texting to start the day off with a bang!

With pedestrians far outnumbering automobiles on campus, it has 
become an environment where the walkers have the right of way. 
Everywhere. All the time. Cars must wait patiently for packs of 
students, crosswalk or not, crossing the road like gaggles of geese.

As a student walking to or from class, here are some ways you can 
demonstrate civility:
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Walking

Let cars have the right of way whenever possible.

Do not be so absorbed with your electronic communication tool of 
choice that you run into someone else or make other people jump out 
of your way.

Hold doors open for others.

Do not block people from passing by.

Denise Pietzsch

•

•

•

•

championship team. While I was visiting my daughter’s school (it’s in 
another conference), someone showed their school spirit by vandalizing 
my car. That was not very civilized, in my opinion!



The campus experience is amazing and unfortunately short. When 
you perform a simple act of kindness, it reflects well on you and on the 
university and your community. Simple acts of civility have a ripple 
effect. Our universities are hallowed halls of great tradition. Civility is 
a tradition that should never end. Lay a foundation of civility during 
your time at school and beyond. It will enhance not only your 
personal and professional life but also the lives of those you meet.
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Incorporate Civility into Your Campus Experience

Civility on Campus

Avoid getting carried away with public displays of affection.

If you smoke, do not blow smoke around other people.

Avoid gawking at other people or making inappropriate comments.

Watch for cyclists—they are quieter and stealthier than cars.

•

•

•

•



     enise combines enthusiasm and passion with professional quality. 
Her style is approachable, entertaining and interactive. Audiences 
leave smiling and wanting more. Her clients include civic organ-
izations, major universities, national associations, corporations and 
individuals. Her passion is contagious and you can frequently hear her 
say, “I love my job!”
 
The idea to form her business began nearly fifteen years ago while 
working at a private middle school. She saw an entire generation had 
missed the gift of etiquette education. Her heart for teaching, 
combined with her education and experience prepared her for the job.

Denise graduated from The Ohio State University and she completed 
coursework from Kent State University. She was honored to have the 
experts in the industry as teachers, receiving her certification from 
The Protocol School of Washington®.

She has been married to her best friend and sweetheart, Kevin, for 
over 25 years. They have two adult daughters, Lauren and Robin.
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      embers of each generation have different standards and styles 
when it comes to what it means to be civil. It’s amazing the different 
perspectives people can have on the same incident. Let’s take a look at 
one particular story, from two different viewpoints:

The young woman: “I drove to the post office to mail a package. I was 
pulling into a parking space at the same time an elderly gentleman 
was suddenly opening his door wide to get out. I hit my brakes and 
barely avoided hitting his door. The elderly man glared at me and 
slammed his door shut, visibly upset and muttering. I slowly pulled 
into  the  parking spot  and attempted to  apologize  to  the  
gentleman—he did not respond. I thought perhaps he didn’t hear me. 
After we both finished our business in the post office, I attempted to 
apologize again. I even took out my ear-buds during a Katy Perry 
song on my iPod® so he could see that I was being sincere. In the 
middle of the post office, with many people looking on, he shouted at 
the top of his lungs, ’Jesus Christ!’ Then he turned and stormed out 
the door, seemingly in response to my second apology. I was 
dumbfounded.”

Uncovering Diamonds 
The Challenge of Intergenerational Civility

By Pat Walker Locke, AICI FLC, CPC  
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The mature man: “I had arrived at the post office to mail a package to 
my granddaughter. It was her seventh birthday, my wife had baked 
cookies and we had bought her a gift card from Best Buy®. I don’t 
really like gift cards—very impersonal if you ask me—but our 
daughter insisted. Anyway, I am getting out of the car when this 
maniac woman comes barreling into the spot next to me—almost 
tears my door off. All I can hear is her radio, which is blasting some of 
that no-talent rap stuff—and she has it loud enough to hear in the 
next state! No wonder she almost hit me. By the time we got to the 
door, she already had earphones in and was dancing around like she 
was in a nightclub. When I finally finished mailing my package, she 
came up to me and tried to talk to me. I looked at her and knew she 
was not at all sorry—she was just going through the motions in case I 
called the cops. I have had it with these irresponsible youngsters. 
Don’t they know I lost four friends in Korea so they could have their 
freedom—and their iPods?”

How Did We Get Here? 
So how did we come to this? Elderly people were young once. More 
importantly, most were parents—spending years teaching their 
children and extended families how to behave, how to address their 
elders, and generally how to be good citizens. On the other hand, 
perhaps some people had role models that were focused on their ego, 
not taking the time to teach the younger generation the best ways to 
function in our society.

The habit of civility comes very hard to egotists. Fortunately, just as 
the practice of egotism often breeds more egotists, the practice of 
civility spreads the habit of civility. It is contagious and infects

“An egotist is not a person who thinks too much of himself; 
it is a person who thinks too little of other people.”

—Author Unknown

Uncovering Diamonds
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everyone who comes into contact with it. Sometimes we are a little 
short on our appreciation of this phenomenon, and of our under-
standing of the range of generations that make up the greatest 
civilized nation on this earth. 

This chapter will show how much we all have to gain through 
increased intergenerational civility. To begin, let’s try to understand 
the characteristics of these various generations, and how their 
differences might affect civility. Although there is not universal 
agreement on the exact dates that define each generation, they are 
generally broken into these four groups:

The Traditionalists—born between 1927 and 1945. The Traditional 
Generation—also known as the Greatest Generation, Veterans and 
the Silent Generation—hold three-quarters of the nation’s wealth and 
are the Presidents and CEOs of some of the most influential 
companies in America.  Traditionalists survived the Great 
Depression—hardship and hard work are second nature. They grew 
up before government handouts and social programs—many did not 
take welfare even during the Depression. Patriotism, teamwork, 
following the rules, “doing more with less” and respect for authority 
help define this generation. 

The Baby Boomers—born between 1946 and 1964. The 76 million 
members of the Baby Boomer generation include the children of the 
millions of soldiers, sailors, airmen and marines who returned 
victorious from World War II, settled down and began families. 
“Boomers” are by far the largest generation ever born in America. For 
Baby Boomers, significant events include the Vietnam War, the Civil 
Rights Movement and the assassinations of John F. Kennedy, Martin 
Luther King Jr. and Bobby Kennedy. Boomers led the protests against 
the unpopular Vietnam War. They also demonstrated a solid work 
ethic and healthy skepticism of government. 

Pat Walker Locke, AICI FLC, CPC 
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Generation X—born between 1965 and the early 1980s. This small 
generation is sometimes referred to as the Echo generation. With only 
44 million members, these children of relative privilege are sometimes 
accused of being the “slacker generation” by their Boomer parents. 
Members of Generation X are, in reality, extremely entrepreneurial, 
self-sufficient and independent.

Generation Y—born between 1985 and 2005. Also known as the 
Millennials, members of this generation are arguably the most 
supervised in history. Often accused of being rewarded for just 
showing up, according to Ron Alsop, in his book, The Trophy Kids 
Grow Up: How the Millennial Generation is Shaking Up the Workplace, 
published by Jossey-Bass in 2008, this generation has a high sense of 
entitlement with many “trophies” awarded during their formative 
years. Not surprisingly, Gen Y’ers do not think much of traditional 
values. They do value friends and technology and being very loyal. 
They also want to validate authority before subjecting themselves to it.

Now that we know some generational distinctions, we can see how, 
with just a little understanding and patience, young people can 
“uncover diamonds” in the elders, especially if they are separated by 
three or more generations. The youngest and oldest generations 
arguably have the greatest ability to sympathize with each other, 
because they are both fighting for as much independence as they can 
get. Elders are more likely to open the treasure chest of wisdom and 
compassion to the youngest generation because they help them 
remember their own youth and the interesting choices they made 
back then. Certainly the Traditionalists can listen to Millennials talk 
about the wisdom of body piercings, tattoos, non-traditional 
relationships, dysfunctional parents, abusive siblings, loneliness, the 
ineffectiveness of the education system, thoughts of suicide, the fact 
that no one understands them and other interesting topics. 

Where Do We Start? 

Uncovering Diamonds
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After establishing a relationship, the young will find a sympathetic ear 
among most of the Traditionalists. Treating each other with respect and 
civility is what makes it easier to communicate and enjoy each other, 
despite the difference in age. As Lady Mary Worley Montagu states, 
“Civility costs nothing and buys everything.” The eldest generation 
seems to be less interested in trying to make the youngsters conform to 
societal norms than they are in imparting wisdom and valuable 
“lessons learned” through their own stories.

People in the middle generations can mentor youth while also listening 
to the wiser generations with an open heart. Because you were once 
young—and if you are lucky, you will become old—you can be the 
catalyst for the interaction between all generations. You may not receive 
any tangible return on this investment. However, invest you must.

Giving great encouragement to the generations above and below you 
may require the greatest amount of restraint and patience. This is the 
middle generation’s challenge with intergenerational civility. This is not 
easy in the midst of a virally fast-paced and rudely impatient world. 

Back to the Story
The young woman attempted in her apology at the post office to 
convey her regret for almost hitting the man’s door. Perhaps she could 
have approached the situation with more appreciation for his being an 
elder member of our community and for how fortunate we are to have 
someone with such a length and breadth of knowledge. Although this 
was a failed attempt at a civil act, she was astounded that this elderly 
gentleman could not overcome his feelings of hostility.

Maybe what the young woman could have done is simply continue 
with civil behavior and not further aggravate the situation. Perhaps a 
simple “Have a nice day, Sir!” in lieu of the continued apology, would 
have defused his angry reaction. Or, if they had arrived back at their

Pat Walker Locke, AICI FLC, CPC 
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cars at the same time, she could have made a comment like, “Sir, I’ll let 
you back out first.” These may or may not work. However, these choices 
would not likely escalate the situation further. The woman had 
apologized once—and once should be sufficient. Perhaps she could also 
have noticed the “VFW” (Veterans of Foreign Wars) decal on his 
window and asked him about his service.

If you are a member of one of the younger generations, consider these 
tips as guidelines for laying the groundwork for more civil connections 
with members of earlier generations: 

Understanding Engenders Civility 
In the Younger Generations

Appreciate history. Strive to understand the context of your elders. If 
you are talking with a Traditionalist, understand that World War II 
was a significant emotional event, whether he was in the military or 
not. If you are communicating with a Baby Boomer, Vietnam and the 
radical 60s may be more appropriate. Giving a Generation X person a 
chance to acquit themselves of the “slacker” label can go a long way 
toward friendship.

Understand that communication is different today. Elder gen-
erations, especially the Traditionalists, grew up on the written and 
spoken word, and watched, sometimes from the sidelines, as 
technology entered the scene. Perhaps you can help them navigate 
email, the Internet, Facebook® and Twitter®. By doing so, you can 
open up a new world of possibilities. Remember, they grew up with a 
more civil way of expressing themselves, which is not as important to 
later generations. In his book, Civility: Manners, Morals and the 
Etiquette of Democracy, published by Harper Perennial in 1998, 
Stephen L. Carter reminds us that “civility requires that we express 
ourselves in ways that demonstrate our respect for others.” Finding a 
gentler filter for expressing yourself goes a long way toward 
establishing and maintaining relationships with your elders.

Uncovering Diamonds
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Now, let’s approach the problem from the other side. You are the elder 
who just does not understand these crazy young drivers—or their 
iPods. You cannot relate to people their age, and frequently have 
nothing to say to them. Perhaps you want to change that. You miss the 
human interaction and learning that used to come so easily. You used 
to have dozens of close friends, but now find yourself increasingly 
confined to an ever-shrinking pool of elderly people who are 
increasingly like you. How do you move forward? To that end, we 
offer some specific advice:

If you are a member of one of the older generations, consider these 
tips as guidelines for establishing more civil connections with 
members of later generations:

Find a mentor. Many of our elders have at one time or another been 
at your career point, whether it is entry-level, apprentice, man-
agement or executive. If you simply take the time, you will likely find 
a PhD’s worth of experience resident in someone who has “been 
there, done that.”

Be restored. Even the most beautiful and valuable piece of antique 
furniture can lose its attractiveness if it is not maintained and lovingly 
cared for. By definition, restoration is the returning of an item to its 
former magnificent glory. In practical terms, put on your best clothes, 
groom yourself and present yourself as a gift to the world each day.

Be amazing. Older generations have an amazing reputation for 
competence, character, trust, influence, example and leadership. 
Share your experiences. 

Back to the Story—Again 

Elder Steps to Greater Civility
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As I look around at our elders, many have “settled” for a life not yet 
full. This is an opportunity for younger generations to help them fill 
their lives to the brim by using the power of civility. You can help 
them show us what it looks like to be a “diamond” in this world. 
Through your character, competence and caring, you can reach out 
using the tools of civility to someone who matters to you.

A few decades ago, this is how it used to be. In every culture, the 
elders held the trust and respect of the following generations. The 
elders had the wisdom and the knowledge to help steer the course for 
the community. They were like the rudders of our society. We came to 
the elders for wisdom and guidance. Now we can look for solutions to 
any problem on the Internet, through Google® and a plethora of books 
and resources. It was not always like this. Just like my grandmother, 
our elders have more to offer than the knowledge you find in books. 

Be kind. Show the world the face of those who “liberated France,” 
who saved South Korea and Vietnam, who prevailed in Desert Storm, 
and who took Wall Street by storm!

Be a storyteller. Use the power of stories to focus the listener’s 
attention on the deepest meaning of the words you have presented to 
them. 

Be “Old School.” Develop your Old School habits of kindness with 
strength, patience, firmness and fortitude. Seek out communities 
where your talents can be most efficiently utilized. 

Help Elders Not to “Settle”

Practical Advice for All: Connecting with 
Elder or Younger Generations
Here are a few ways for everyone to use the power of civility to 
promote great connections between all generations:

Uncovering Diamonds
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Be the diamond you were intended to be, whether you are eighteen or 
eighty. Supplement your brilliance by uncovering diamonds in the 
most neglected places—in the hearts of those who appear to be able to 
do nothing for you. It is in seeking to do good for others by just 
listening to and reflecting upon their stories, that we become 
diamonds ourselves.

Show up. If you never put yourself in contact with others, you have no 
ground on which to build understanding. Showing up prevents 
isolation and provides a path toward understanding other generations. 

Dress up. Well-dressed people exude unstoppable confidence. 
Confident people are far less likely to engage in uncivil behavior.

Keep up. You can do this by adhering to Tony Robbins’ mantra of 
“constant and never-ending improvement.” 

Take a risk. Start a conversation. Invite a youngster or an elder home 
to dinner. Volunteer at an assisted living facility. Meet one new person 
each day and find out about his or her dreams. Be a problem-solver. 
Encourage others by acknowledging them right away for good works, 
which builds up their reputations and gives them something to live up 
to.

Ask a question—any question that you want answered, whether  you 
are looking for advice or doing research.  Then say thank 
you—sincerely.

Be accepting. Acceptance is the beautiful cousin of “assertive”—both 
necessary elements of civility. Remember, civility has very little to do 
with being a doormat. The foundation of civility rests on the impact of 
what we “think, say and do.”

 “Resolve to be tender with the young, compassionate with the aged, 
sympathetic with the striving, and tolerant with the weak 

and the wrong. Sometime in your life you will have been all of these.” 
—Dr. Robert H. Goddard, American professor, physicist and inventor
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        hy should I be concerned about dining etiquette?” a young 
college student asked recently. I told him that when it comes to 
dining, knowing the rules of etiquette and practicing them so they 
become instinctive gives a person confidence. Being civil before, 
during and after a meal demonstrates manners, helps to define your 
character and builds your reputation. 

Fine dining is both an art and a language. By learning the language of 
formal dining, you will be prepared for any situation. You will appear 
confident and you will actually enjoy the experience. Understanding 
civility in dining will also help you to be appropriate during a casual 
meal or a formal dinner. The protocol rules for formal events often 
offer little flexibility, and breaking protocol is considered a “faux 
pas”—a blunder. Nothing is more humbling than to be at a dinner 
table and realize that you have committed a faux pas. 

For those who rarely have had the opportunity to eat a formal full-
course meal, the sight of a formal place setting can be intimidating. 
You will see the silverware and stemware for each course being 
offered—all at one time! Knowing when and how to use each piece is 
extremely important. Here is an illustration showing the most formal 
place setting. Note that the salad is served after the main course.
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Dining with Civility

By Nonnie Cameron Owens

Manners Matter at the Table

“W



When you are seated at the table, be aware of both your posture and 
the placement of your hands. Create a “V” between your back and the 
back of the chair by sitting two-thirds of the way back, rather than on 
the edge or all the way back in the chair. Because we are now a global, 
multicultural society, today’s etiquette dictates that your hands be 
showing above the table. Keeping your hands in view makes it clear 
that you are not hiding anything. Your wrists, not your forearms, rest 
on the edge of the table. The United States was the last country to 
adopt this practice, and for some of us it is uncomfortable. However, it 
is much more civil and professional. The exception is to follow the
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name
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The Formal American Place Setting

1
2 3

4

5
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7
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12

13
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18

19

20

21 22

23
24
25

1. Menu card
2. Water goblet
3. Champagne glass
4. White wine glass
5. Red wine glass
6. Sherry glass
7. Cocktail fork
8. Soup spoon

9. Fish knife
10. Dinner knife
11. Salad knife
12. Service plate
13. Napkin
14. Place card
15. Salad fork
16. Dinner fork
17. Fish fork

18. Bread and butter plate
19. Butter spreader
20. Individual pepper pot
21. Individual salt cellar
22. Salt spoon
23. Dessert spoon
24. Dessert fork
25. Dessert knife
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lead of your host, so if the host places his or her hands on their lap, 
you may follow suit.

Customarily, guests do not begin eating until the host has invited 
everyone to begin or until the host or guest of honor has begun 
themselves. A prayer or a toast may be offered prior to the meal. If it is 
a buffet-style meal, you may eat when seated.

Here is a chart that shows how to seat guests at formal meals:

Silverware is to be used in order, from the outside in. The silverware at 
the top of the place setting is for dessert. Anything consumable that is 
solid—such as a salad, bread and butter or an appetizer—is always to 
the left of the place setting. Beverages are always to the right. “Lumpy 
on the left, runny on the right” is a great memory aid.

There are only two styles of dining in the civilized Western world: 
American Zigzag and Continental/European. Both are correct, but 
you may feel most comfortable when you mirror your host. Most 
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Westerners, other than Americans, eat Continental style, and most 
Americans eat Zigzag style. To be comfortable in today’s world, it is 
best to learn both styles so that you can follow the lead of your host. It 
may take extra effort, but mastering both styles and taking time to 
learn other cultural differences—especially when networking with 
people from different countries—is a master key to civility and 
success in the global marketplace.

Continental Style: Originating in Europe, this style of dining is now 
used by most Western cultures. Letitia Baldrige, who served as First 
Lady Jacqueline Kennedy’s White House Social Secretary, encourages 
parents to teach their children the Continental/European style 
because of its simplicity and elegance. 
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Start Position for Both 
Continental and 
American Zigzag

To begin, place the fork in the left 
hand and the knife in the right 
hand—or the reverse if you are 
left-handed. Hold the knife and 
fork each with the end in the 
palm of your hand and simply 
extend your  index  f inger—       
the power finger in dining— 
comfortably below the neck of 
each. The index finger gives you 
control of the utensil. If the ends 
of the fork and knife are securely 
wrapped in the palms of your 
hands ,  ne i t her  one  w i l l  b e  
sticking out, like you would hold 
a pen. You then pierce and cut 
your food, one piece at a time. Do 
not flip the fork over, simply lift it 
to your mouth. 

Dining with Civility



When the tines of the fork are 
pointed down while eating, the 
knife is to be kept in the other 
hand. When resting occasionally, 
in between bites, simply cross the 
knife and fork on the plate. Avoid 
resting your utensils “boat oar-
style,” propped from the table to 
your plate. When finished, place 
both the knife and fork parallel 
together on the right side of the 
plate with the handles between 
the 3 and 6 o’clock positions. 

American Zigzag: Start with the knife and fork in the same position 
as Continental. Once you cut the food, place the knife on the top edge 
of the plate with the blade facing toward you, just as when you set the 
table. A knife blade always faces in, never out. Then transfer the fork 
from the left hand to the right hand with the tines up. Hold the fork 
pen-style, not shovel-style—which is typical of a young child. In the 
past, it was at this point that you placed your left hand on your lap. 
Today’s state-of-the-art etiquette requires that the free hand be “above 
board,” wrists resting on the edge of the table. Again, mirroring your 
host may be the most appropriate and comfortable way. 

Civility in dining also calls for 
eating quietly. Avoid clinking 
silverware against your teeth and 
making any smacking, slurping 
or burping noises. While this 
may have been funny when you 
were a small child, it will cer-
tainly backfire when you are 
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dining with people you are trying to impress. Never push food onto 
the fork using your fingers. Yes, you may use your knife or a piece of 
your dinner roll instead, as long as you do it graciously. Wiping the 
plate with your roll to sop up gravy is uncouth in any situation. 

Whether you are at a formal dinner party at a restaurant, or an 
informal event in someone’s home, observing these guidelines when 
applicable to your situation will go a long way to ensuring that you are 
always dining with civility.
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The Do’s and Don’ts of Dining: 
Some Basic Guidelines

Do RSVP to an invitation. This is an acronym for the French 
“repondez s’il vous plait,” meaning “respond if you please” or simply 
“please reply.” You have no idea how important this is until you are in 
charge of a business or home party! If you discount the RSVP, you may 
be dropped from future guest lists. 

Do taste your food before seasoning it with salt and pepper. If you 
automatically put salt and pepper on the food, it is an insult to the chef 
and very bad manners. When you pass the salt and pepper at the table, 
remember that they are “married,” and are therefore passed together. 

Pepper mills have different rules. In a restaurant, the server may offer 
freshly cracked pepper from a large pepper mill. If you are offered fresh 
pepper during an interview or important business meeting, I 
recommend that you decline. This could be the time—per Murphy’s 
Law—for a piece of cracked pepper to lodge in your throat, causing you 
to cough. It is easier to avoid this situation in advance no matter how 
much you may love pepper.

Dining with Civility
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Do eat soup “away from you.” 
There is a children’s lesson: “As a 
ship goes out to sea, I scoop my 
s o u p  a w a y  f r o m  m e .”  T h e  
objective here is to avoid drips, 
and you will also want to avoid 
trying to get the last drop! 

Do give compliments as you are enjoying the food. Food is a 
wonderful topic of conversation.

Do drape a napkin over the back of the chair before the meal to 
indicate that you are saving a place for someone, instead of tilting the 
chair against the table. Place your napkin on your lap after everyone at 
the table has been seated, or when the meal commences. 

Do put your napkin on the seat of your chair or on the arm of a chair 
if you excuse yourself to use the restroom or take a vitally important 
cell phone call. If you are waiting for such a call, explain in advance to 
your dining companions that you will have to excuse yourself to take 
it, and then leave the table to go to a private area. 

Do keep your napkin on your lap throughout the meal. If for any 
reason it gets soiled, politely ask the server for a new one. When you 
leave the table for good, or when a speaker begins a speech at the 
lectern, place your napkin to the left or the right of your place setting.

Do know that in some cultures—such as Italy and Spain, the napkin 
remains on the table throughout the entire dining experience. In these 
cultures, the napkin is used for blotting lips and cleaning spills. In 
Sweden, the napkin is placed on the lap during a meal, and on the 
table when going to the smorgasbord buffet. Do be aware of cultural 
differences. For more about cultural differences, see Anita Shower’s 
chapter, Cultural Considerations and Civility, on page 197.
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Do pass food in a counterclockwise direction at the commencement 
of the meal—left to right—except in England, where it is from right 
to left. 

Do quietly place your chair under the table as you leave.

Do remember the rule: “In with the fingers, out with the fingers. In 
with the fork, out with the fork.” If you use your fingers to place a 
finger food or antipasto—such as an olive with a pit or a pickled 
pepper with a stem—in your mouth, remove the pit or the stem 
using your fingers. If you put a piece of meat in your mouth with a 
fork and realize it has gristle, you discreetly use your fork—the area 
at the bottom of the tines just before the handle of the fork—to 
remove the gristle. Simply place it on the side of your plate and 
continue to eat. Avoid using your napkin to hide unwanted food.

Do treat your wait staff and servers with the utmost respect and 
civility at all times. It is a good idea to ask their names so you can 
make your transactions more personal. If after you take your seat 
you notice that your napkin or silverware is soiled, discreetly ask for 
a replacement. Accidents happen, and it is perfectly all right to use a 
napkin to clean spills. Rather than worrying about it, simply 
apologize politely. The server will bring another napkin, and most 
likely he or she will appreciate your help.

Do thank the wait staff for their service at a restaurant or banquet. 
When you are the host, this is imperative, along with an appropriate 
tip when applicable. Please remember that the wait staff enjoys being 
appreciated, just as an actor enjoys a standing ovation for a 
performance. Gratitude is an example of civility.

Do focus on your dining companions during a meal. Shut off cell 
phones and other electronic devices that cause distractions.

Do let your host know if you have food allergies before accepting a 
dinner invitation. Never assume that others are aware of your 
personal dining limitations.

Dining with Civility
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Do thank your host. Thank you notes are still very much in style, 
and always appropriate. 

Don’t—as in never—blow your nose at the table. If you need to use 
your napkin to “catch” a sneeze, that is fine, but excuse yourself from 
the table if it is more than a sneeze. 

Don’t wear baseball caps or any other hat at the table, unless it is part 
of a woman’s outfit. Men, you may wear your ball caps for drive-
through restaurants while in the car or at the ball park for a hotdog. 
That’s it. Unless the restaurant has bleachers, caps off. Removing 
your hat as you enter an eating establishment is a sign of civility. 
Comb your hair—away from the table, please—if you are concerned 
about “hat hair.” 

Don’t go to the table with gum in your mouth. Discard it in the 
restroom.

Don’t place purses or handbags on the table, ladies—there is no 
room—or on the back of your chair, which is a security issue. Invest 
in a purse hanger to clip on to the table. Putting your purse on the 
floor is bad feng shui.

Don’t chew ice, no matter what. This is considered very boorish 
behavior.

Don’t use silverware to point or gesture.

Don’t talk with your mouth full.

Don’t butter your whole roll or slice of bread. Tear off one small 
piece at a time and butter each piece before you eat it.

Don’t place silverware on the table or tablecloth once it has been 
used.
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Don’t push your plate away from you when you are finished eating. 
The server will remove the place setting. You do not have to bus the 
table.

Don’t groom yourself at the table. It is best for ladies to replenish 
lipstick in the ladies’ room. Never brush or comb hair at the table.

Don’t use toothpicks while dining. Using a toothpick is acceptable in 
Asia, only if the mouth is covered with the free hand.

Don’t eat “cello-style,” where the fork is in an upright position as you 
cut your food. This also includes jabbing your food. This style of 
eating places an invisible sign around your neck declaring, “No one 
ever taught me how to eat properly!”

Don’t order alcohol if you are on a job interview or at a very 
important business luncheon or dinner. To create the best impression, 
avoid alcohol altogether. You will stand out from the others. It is 
perfectly acceptable—and fashionable—to order a non-alcoholic 
drink such as sparkling water or tonic with lime. 

Don’t—under any circumstances—invite another guest if you have 
been invited to a dinner party. If you have a social conflict, such as an 
out-of-town guest visiting, explain the situation to your host. Your 
prior commitment is an acceptable reason for declining the invitation. 
If the host can accommodate your guest, he or she will offer to do so. 
Never assume that extra guests would be welcome. That goes for 
wedding invitations as well. Those named on the mailed invitations 
are the only ones invited—not your five children. This is a basic and 
vital rule of civility.

Don’t talk about sex, politics or religion while dining. Introducing 
these topics can easily spoil a wonderful evening. A thoughtful host 
should break a stalemate by interjecting, “Can we agree to disagree 
here?” and move on. Graciously change the topic before tempers flare. 

182

Dining with Civility

•

•

•

•

•

•

•



Don’t order the wine when you are invited out to dinner, unless 
asked to do so by the host. If several couples are dining at a 
restaurant, anyone may make the move to order wine for the group. 

In every quality restaurant, the server—or the sommelier in upscale 
restaurants—presents a corked bottle. At the table, the server will 
extract the cork and offer it to the person who has ordered it. The 
cork is to be viewed—not smelled—for possible signs of leakage 
which could cause slow oxidation and spoil the wine. Then a small 
serving is poured into the glass of whoever ordered the wine. That 
person checks for the wine’s color, clarity, bouquet and taste. If the 
wine is satisfactory, the taster gives a gentle nod of approval, 
indicating that the server may fill the glasses. 

Going around the table clockwise, the wine will be served to ladies 
first. The polite signal that you do not want your wine glass 
replenished is simply placing your hand slightly above the glass 
when it is offered. This politely signals “no, thank you” to the server 
or sommelier. 
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For any event, whether you are a guest or the host, harmony is the key 
to success. As a host, how do you create that harmony? First, do not 
draw attention to yourself. Instead, concentrate on your guests. Have 
your expectations in order. If they are too high, you may be 
disappointed. You cannot be responsible for other people’s behavior, 
whether they are a family member, a friend, a business acquaintance 
or another person’s friend. Perception is reality in the mind of the 
person who perceives it. If a member of your dinner party appears 
rude by being opinionated, or by talking on or consulting a cell phone 
during dinner, possibly something else is at play. You can only control 
yourself.

Civility comes from the heart. Embrace it when you deal with people. 
Remember, character is who you are when no one else is around. 

Harmony Is the Key to Success

Nonnie Cameron Owens
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    s there an epidemic of incivility in healthcare? Ask patients and the 
response is often yes. Ask medical professionals and the response is 
the same. As in many things, behavior that is less than civil is 
contagious. Halting the spread of incivility however, is possible. The 
remedy is awareness, effort and an honest desire to reinstate civility in 
healthcare. That’s easy to say; perhaps not so easy to do. It begins with 
stepping back and analyzing our own attitudes as healthcare 
professionals and as patients. A reflex reaction to rudeness is often 
rudeness—a vicious cycle in the making. Let’s put our behavior as 
healthcare professionals and patients under the civility microscope.

Hospitals, clinics, private practices, nursing homes, retirement 
residences and even private industries employ trained healthcare 
personnel. These healthcare professionals are the heartbeat of any 
medical facility. They set the tone, expectations and atmosphere of 
their work environment. The frantic pace and emotional nature of the 
work sometimes results in less than civil behavior. A baseline study
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A Booster for Civility in Healthcare

 
By Suzanne Nourse, CEPC

Respect

I

“When we communicate badly and insensitively, our patients will 
rarely forgive us, but when we communicate effectively and 

acknowledge our patients’ feelings, they will rarely forget us.”
—Doctor Robert Buckman, Canadian oncologist



may reveal some of the following symptoms, which, along with their 
remedies, are shown below. First let’s take a look at healthcare 
professionals and their behavior, and then we will look at the patients, 
and how they can be more civil in the healthcare environment.

Symptom: The patient feels ignored and unimportant when 
approaching the reception desk. The front desk personnel are busy 
with multiple phone lines and checking their computers for 
appointments. The patient feels slighted.

Remedy: Acknowledge the patient with a smile and a nod if engaged. 
Make it obvious to the patient that he has been seen. This is easy to do 
even while on the telephone or using the computer. A smile of 
recognition can make anyone feel special. This is the first face-to-face 
contact the patient has with an office and sets the tone. 

Symptom: The patient sits in the waiting room or in an examining 
room for an extended period of time. She may begin to wonder if she 
has been forgotten. Her time is valuable and the parking meter is 
ticking.

Remedy: Keep the patient apprised of any lengthy or unusual delays. 
Emergencies happen and schedules fall behind. Most patients are very 
compassionate about these unexpected events. If informed of the 
situation and the anticipated wait times, they are far more likely to be 
understanding of these delays. Some may opt to reschedule. 
Communicating clearly and honestly can prevent resentment and 
frustration. 

Symptom: The patient is not sure who is who in the office. This can 
be confusing and possibly lead to some misunderstandings.
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Healthcare Professionals
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Remedy: Ensure that all healthcare professionals dealing directly with 
the patient introduce themselves and explain their role upon first 
meeting. This includes a handshake and pleasant greeting. “Hello Mr. 
Martin. I’m Patricia, Dr. McGregor’s nurse. I’ll be weighing you and 
asking some routine questions before the doctor comes in to see you.” 
It takes only seconds but sets a professional tone and eliminates any 
potential role confusion. Different colored uniforms may also help in 
differentiating healthcare roles in a facility. Scrubs have become the 
norm in attire in many healthcare settings. If nurses, aides, 
maintenance, and other specialists each wore their own color, it would 
help patients identify who’s who.

Symptom: Do you sense an imbalance when a twenty-year-old calls a 
ninety-year-old by her first name? What may be intended as creating 
a casual, relaxed atmosphere may easily be seen as overly familiar.

Remedy: Address adult patients, regardless of their age, with an 
honorific (Mr., Mrs., Ms., Dr.) followed by their last name. Wait until 
invited to use their first name. This demonstrates respect and 
professionalism. For reasons of confidentiality, some offices do not 
permit the use of surnames in the waiting area. If this is the case, then 
call the patient’s first name but switch to an honorific and last name as 
they are accompanied to the examining room. Avoid using 
patronizing terms such as sweetie, honey, lovey or dear. Older patients 
may easily be offended by these names yet reluctant to express their 
displeasure. 

Symptom: The patient feels suspicious. He thinks: Am I being told 
the truth? Why won’t they look at me?

Remedy: Meet the patient eye-to-eye. Sitting down facing the patient 
makes direct eye contact easier and friendlier. It also maintains a 
respectful balance between clinician and patient. With most
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physicians now charting on laptops, it may also mean some furniture 
reconfiguration. Talking to the laptop makes eye contact difficult. 
Hard-of-hearing patients may miss part of what is being said if the 
physician is not facing them. 

Symptom: The patient feels she is being rushed, and may feel her 
concerns are not important to the healthcare staff.

Remedy: Body language can scream volumes of information. While 
the words we speak are important for conveying the information we 
want to impart, our gestures and the way we carry ourselves can 
sometimes send a different message. We have all sensed when 
someone was not being sincere. In which direction are the healthcare 
professional’s feet facing when speaking to the patient? If they are not 
facing the patient, but facing the door, then an “I want to be away 
from here” message is being sent. A hand on the examining room 
doorknob is sending an “I want to leave” message. Sitting within four 
feet of the patient creates a friendlier atmosphere as does open body 
language. Leaning forward and occasionally nodding or clarifying the 
patient’s words reinforces the supportive atmosphere. 

As an X-ray technologist, I would give the same instructions thirty 
times a day that went something like this: 
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“Takeeverythingofffromthewaistup
andputthegownonwiththeopeningattheback.”

For the patient, this was likely the first time they had heard these 
specific instructions. Rapid-fire instructions can easily lead to 
misunderstandings. It takes a concerted effort to remember to give 
clear, deliberate instructions so the patient does not feel rushed or 
confused. 

Respect



Symptom: During difficult times the patient feels the physician lacks 
empathy and does not really see him as a person.

Remedy: If healing people is the positive side of healthcare, then 
informing patients of bad news is the negative side. Is anyone 
comfortable in communicating distressing news? A practiced com-
munication technique is essential to compassionately treat the patient. 
Robert Buckman, MD, PhD, in his book Practical Plans for Difficult 
Conversations in Medicine: Strategies That Work In Breaking Bad 
News, published in 2010 by The Johns Hopkins University Press, 
recommends the SPIKES Protocol for Breaking Bad News. His outline 
of the SPIKES Protocol is:
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Settings and Starting: Sit down, body language, eye contact, touch. 
Open questions, silence and repetition.

Perception: Assess what the patient knows or suspects. Listen to 
vocabulary and comprehension.

Invitation: Obtain permission to share knowledge or set an agenda.

Knowledge: Align with the patient’s understanding, use plain 
language, give information in small chunks.

Emotions: Acknowledge major emotions as they arise.

Strategy and Summary: Set out a plan of medical management.   
Close with précis, any questions and contract for next contact.

In his book, Doctor Buckman elaborates on these six steps.

Symptom: The staff does not work as a team. There is resentment, 
lack of trust, unhealthy competition or mean gossip. A stressful 
atmosphere is tangible. Patients can sense it when they open the door. 

Remedy: Teamwork and trust are essential for the smooth operating 
of any organization. For healthcare professionals, the well-being of 
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their patients may also be affected. Gossip in any work environment 
can be corrosive. Staff members who do not support one another or 
feel undervalued may reflect their dissatisfaction in their attitudes. In 
their abstract, “The Link Between Teamwork and Patients’ Outcomes 
in Intensive Care Units” published in 2003 in the American Journal of 
Critical Care, Susan A. Wheelan, PhD, Christian N. Burchill, RN, 
PhD, and Felice Tilin, PhD, affirm this connection. In their study they 
found lower mortality rates in intensive care units where the team 
members felt they were more trusting of each other. They conclude: 
“The results of this study and others establish a link between 
teamwork and patients’ outcomes in intensive care units. The 
evidence is sufficient to warrant the implementation of strategies 
designed to improve the level of teamwork and collaboration among 
staff members in intensive care units.” 

Healthcare professionals study for years to become competent in their 
particular field. Patients are simply patients. No study or training 
required. The closest thing to patient education I have ever seen is 
notices posted on the walls of some facilities: “No cell phones.” “Bring 
your health card to every appointment.” “Inform the doctor of any 
change in medication.” These may seem like obvious requests but have 
been posted due to repeated failure of patients to comply. While all 
kinds of people can be patients, there are factors that can result in 
some patients exhibiting less than civil attitudes. Apprehension, stress, 
illness, finances and fear of the unknown may all contribute. Some of 
these reactions are beyond the patient’s capability to control, but 
others require a civility booster.

Symptom: Healthcare professionals feel frustrated and rushed when 
patients are late for appointments. 
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Remedy: Arriving on time for appointments is respectful. If it is a first 
visit, arrive early to complete the inevitable paperwork. Patients who 
call to explain that they are lost or held up in traffic usually are met 
with understanding and an effort is made to accommodate them. 
Breezing in late for an appointment without an apology and with an 
expectation to be seen right away can be viewed as inconsiderate and 
presumptuous. If the patient is visiting a facility for the first time, it is 
advisable to check routes or bus schedules before leaving home. 
Everyone’s time is valuable.

Symptom: The front desk personnel are facing a dilemma as three 
people are presented for a single appointment. For example, you are 
bringing in one child for an appointment and want the doctor to take 
a look at your twins as well.

Remedy: Schedules are tight and other patients are waiting. If, when 
making the appointment, the scheduler had been advised of the other 
children, another time may have been given. Arriving with extra 
patients is presumptuous. This also applies to switching patients. 
Different amounts of time are allotted for different types of 
appointments. Checking with the scheduler first is the polite protocol.

Symptom: The healthcare professional feels that they have been 
misled by the patient. They have not been given complete information 
when scheduling the patient’s appointment.

Remedy: Scheduling an appointment for one concern and then 
presenting a grocery list of unrelated ailments is problematic for most 
healthcare facilities. It is analogous to checking a cartful of groceries 
through the “eight items or less” grocery check-out line. The 
scheduler may even feel deceived. It is quite likely that a more 
appropriate appointment would have been given if all the facts had 
been initially presented. Some physicians are now implementing a 
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policy of one or two problems per visit in an attempt to regain control 
of the schedule. They also view it as being fair to all their patients.

Symptom: Healthcare professionals may feel frustrated, annoyed and 
that their time is being wasted when patients do not know what 
medications they are taking.

Remedy: It is the responsibility of patients to know which prescribed 
and over-the-counter medications they are taking. Physicians do not 
necessarily know what medications other physicians have prescribed. 
Telling the nurse “I take a green one in the morning and two small red 
ones after dinner” is far from informative. Encourage patients to keep 
an updated medication list with their health card. If that is too 
difficult for some, then taking all medications in a plastic bag to the 
appointment may be the solution. Parents and caregivers can carry 
the list of medications of family members. Healthcare professionals 
genuinely appreciate this type of assistance.

Symptom: The healthcare professional is not sure what message the 
patient is trying to convey. Should she try to guess at what the patient 
is hinting?

Remedy: Some patients are reluctant to state what is on their mind. 
They speak in a circular manner, never getting to the heart of their 
concern. This may be from either embarrassment or fear. Healthcare 
professionals may not have the time or ability to hear what is not 
being said. Vague, rather than direct questions and answers, could 
lead to miscommunication and therefore, misunderstanding. 
Speaking in a direct manner ensures that the patient’s concerns are 
being appropriately addressed. It is also common for patients to wait 
until the doctor is preparing to leave the examining room before 
broaching what is really bothering them. Writing down their 
questions prior to the appointment may aid patients in this area.
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Symptom: In non-emergency situations, healthcare professionals are 
sometimes faced with patients who omit personal hygiene during 
their preparation for their medical appointment.

Remedy: Clean body. Clean hair. Clean teeth. Clean clothes. Good 
personal hygiene demonstrates respect for yourself and others. 
Healthcare professionals should not be subjected to body odors, bad 
breath or soiled clothing. I have observed dental patients eating lunch 
in the waiting room prior to their appointment. Unless they were able 
to brush and floss their teeth, this behavior is disrespectful and 
offensive to the dental professionals. Routine medical appointments 
are frequently scheduled during the day, far from the patient’s home 
bathroom. It is easy to freshen up with towelettes in the workplace 
washroom. Many medical and dental practices also prohibit the 
wearing of scents, as some of their patients may have allergies. The 
loveliest fragrance will often seem unpleasant to someone who is 
feeling ill. Of course, in emergency situations, personal hygiene is not 
a concern.

Symptom: Healthcare professionals are at times subjected to verbal 
abuse by patients or their loved ones. This is demoralizing and 
emotionally painful.

Remedy: Healthcare professionals are prepared and trained for 
emotional outbursts that occur during times of extreme stress or life-
threatening situations. However, explosive, abusive behavior cannot 
be tolerated in any environment. “I will be very happy to arrange an 
appointment for you when you can speak to me in a civil manner” 
was my response to the occasional abusive telephone call I received 
when working in the medical field. Invariably, the telephone would 
ring a few minutes later and a contrite voice would politely request an 
appointment. Verbally abusive face-to-face encounters are more 
awkward to deal with. It is essential that staff members support one 
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another. Also, by showing respect to one another and their patients 
they are demonstrating acceptable, expected behavior. 

In my research for this chapter, I spoke with many patients and 
healthcare professionals. The response I received from both groups 
was remarkably similar. Each agreed there was a need to reclaim 
civility in healthcare, but each thought it was the other who required 
the civility booster. Indeed, healthcare is in need of an injection of 
civility. While the condition is not fatal, therapy is recommended. 
Therapy takes the form of awareness by all, and an honest desire to 
make civility the norm. 

Healthcare professionals who follow a civility regimen see payback in 
patient loyalty and referrals. They are also involved in less litigation. 
Patients who embrace civility maintain their dignity. Healthcare is an 
area that affects everyone at some time. It is an area that can be 
fraught with emotion and distress. Everyone involved, healthcare 
professionals and patients, plays a vital role in improving civility in 
healthcare. There is no quick fix, no band-aid solution. It starts with a 
smile, an appreciation of the concerns of others and mutual respect. 
Let’s all catch civility fever!

194

Prognosis: Condition Serious, But not Fatal
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   uzanne Nourse is passionate about civility. She has combined all 
aspects of her professional life into promoting courteous conduct. 
Starting out as an X-ray technologist, she evolved into medical/dental 
office administration and college teaching. She taught English as a 
Second Language, Interpersonal Skills, Business Communications, 
Medical Terminology, Anatomy and Physiology. In 2003, with her 
certification as a Corporate Etiquette and International Protocol 
Consultant, and drawing on her expertise, Suzanne founded The 
Protocol School of Ottawa. Her goal is to provide individuals with the 
confidence that comes from knowing appropriate behavior. Suzanne 
provides seminars to organizations and individuals in social and 
business etiquette, international protocol, dining etiquette and 
medical/dental office professionalism.

Experiencing the medical profession from both sides of the stethoscope 
has provided Suzanne with valuable insight into the unique issues 
surrounding healthcare. With her strong medical background, it was 
natural to take her etiquette and civility programs into the 
medical/dental arena. Her programs are noted for insight, humor and 
sensitivity. Suzanne holds a bachelor of arts degree, is a Certified 
Teacher of English as a Second Language, a graduate of The Protocol 
School of Washington® and is an IAPC Ambassador of Civility.
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     ivility is an enormous part of civilization and part of what makes us 
human. The word ’civility’ entered our vocabulary in 1850 with a root 
from Latin and a bend towards civil law, polite behavior, and 
politeness.
 
Civility exists as the education that each of us has as a result of our 
upbringing, based on the code of ethics learned within the family 
structure, and then reinforced by the various stages acquired at each 
stage of life. It is a “course” delivered throughout the world and 
includes the following:
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Cultural Considerations 
and Civility

How to Get Along as You Get Around
By Anita Shower

C

Courteous behavior 

Politeness

Polite utterances

Politics and politic behavior

Consideration for others

Manners that begin with simple words and deeds

An educational process that opens its arms to all
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Civility is a thought, an action, and a needed addition to everyone’s 
behavior. Whether we acknowledge it or not, we know the word 
civility like the back of our hand. Ideally, we display with utmost care 
the manners and civil atmosphere in our everyday life that are 
examples of what our parents, grandparents and great grandparents 
passed on to us. It remains so much a part of our lives because it was 
part of their lives and they openly passed it on. Civility is expected in a 
typical household. It is the basis of our lifestyle. It sets all of our plans 
to the music that takes us from home to office and into arenas that 
may be found all over the world. The whole of it, with all of its points 
and direction and necessities, becomes a guidebook—it is personal, 
full of pomp and culture and contains the niceties that make up who 
we are as cultural beings, no matter where we live around the world.
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“Civilization began the first time an angry person cast a word 
instead of a stone.”

—Sigmund Freud, Austrian neurologist and founder of psychoanalysis

In the process of life, we learn the magic of civility, and it happens in 
every part of the world, in all countries and in every situation. 

The Process of Becoming Civil
How we become civil is a process, just as life is a process. The saying 
“first you don’t know and then you do” holds true for the civility 
process. 

When we begin each day, we know that civility will be a part of it. It is 
a given. When dealing with others—which is what we do most of the 
time—it is easy to extend the pleasantries that we all learn early in life. 
“Hello. How are you?” is always followed by the response, “I’m fine, 
thank you, and how are you?” This format likely goes back to the 
beginning of civilization and is found throughout the world. It is 
practiced by men and women well-versed in the civilities of their 
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families, communities and countries. For more about how children 
learn civility, see Deborah King’s chapter, Civility Begins at Home, on 
page 13.

The formality of civilization may be found in etiquette books 
everywhere. The New Tiffany Table Settings by John Loring & Henry 
B. Platt, published in 1981 by Doubleday, shares with the world the 
beginning of featured table settings. Loring and Pratt remind us that 
in 1633, Charles I of England declared, for all to hear, that “. . . it is 
decent to use a fork.” Of course, with that said, we are also aware of 
and therefore honor those cultures that dip their food into the broth 
and immediately place the morsel in the mouth. While the fork did 
make its way onto our Westernized table, we must remain respectful 
of others who do not share their bread the same way as we do. Any 
difference in customs and civility around the world must remain an 
honored tradition. When we honor the traditions of others, we are 
also honoring ourselves.

We are destined to continue to be good to one another, to show 
civility in thought and deed, to present ourselves in the best light. We 
simply follow a path that has been set forth because:
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We want to be civil.

We are mindful that we are social beings. 

We applaud, as well as embrace, differences.

We realize that the question of boredom seldom enters a room 
where family and close friends congregate, as it is difficult to be 
bored when we are interested in each other, using civil conversation 
to express that interest.
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When the United States entered the early 20th century, we moved into 
a progressive world of industry and politics. At the same time, we 
moved into a world of women’s suffrage and Prohibition. The 
Industrial Revolution had already taken place with the British 
controlling a massive empire that affected Canada, South Africa and 
Australia. People moved out of their homelands and moved into lands 
that were opening up. 

With the impact of migration into new areas, there were millions of 
people moving around with their particular culture and approach to 
civility in hand. What was needed was for the entire world to become 
more cosmopolitan and accepting and that is exactly what it has 
become. 

According to Webster’s New World College Dictionary, the word 
etiquette was coined in 1853 with a root of “e” (the) and “tiquette” 
(ticket).  The literal  translation from the French was “the 
ticket”—meaning if you knew your manners, then your manners were 
your ticket through life. With this ticket, you were able to hold your 
head high as you gained access to a cosmopolitan world of words and 
phrases stemming from many languages. Additional words, phrases 
and niceties became universal as the world grew in population and 
acceptance of diverse cultures. With civility there is order and 
politeness as we bow to cultural considerations.
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Take Stock of How Cosmopolitan 
Your World has Become

Understand the True Meaning 
of the Word Diversity 
Cultural considerations and civility rotate in a world of politeness and 
respect. Most people welcome different cultures. Most are anxious to 
learn, examine and embrace new ideas. There are no border signs in 
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any country asking that we be tolerant of one another as we are 
entering a diversified nation, no matter where that nation might be. 
Of course, there are some countries where the culture is not quite as 
tolerant. Yet, if we respect the rules of civility even in those countries, 
we can operate and get along there as well.

In an office environment, diverse groups can work out their dif-
ferences so as to be able to work together as a team. The workplace has 
to be a place where you work in favor of one another, not opposed to 
one another. This is true no matter where you are. Make an effort to:

Diversity means you have people from different cultures in a work-
place and, in some countries, that you follow the letter of the law 
regarding diversity in the workplace by hiring people from different 
cultures. 

You must continue to honor one another and, once honor is in place, 
you become an asset to any country you call home. If you wonder why 
one culture sews money into the hem of a bride’s wedding gown and 
another culture invites you over to dinner and then sits and watches 
you eat before they begin their meal, then you will realize that the 
lifelong learning of civility and the art of etiquette go hand in hand. To 
be respectful of other cultures means you are civil and your ticket 
through life has served you well.
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Be civil to one another

Be respectful of differences

Ask about differences in a tone of consideration and respect

Show respect and high regard for others through your actions

Verbally express courteous regard and respect for the feelings of 
others
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Learning about other cultures does not necessarily begin when 
someone from a different culture moves into your neighborhood. It 
often begins with travel. While traveling in Haiti, you may see a 
woman walking down the street with a rag tied around her waist. If 
you ask a local resident, you will learn that it is the Haitian’s culture to 
wear the rag at the waist when someone dies. In Mexico, when you see 
a daughter taking care of her father after the mother dies, you learn 
that it is their custom for a daughter to return to the household to take 
over for the deceased mother. For Hawaiians, the hula is a spiritual 
practice, not just a form of entertainment. A Japanese bride changes 
her wedding attire six or seven times during her wedding day and 
ends the celebration wearing a red wedding gown. The Vietnamese 
cremate a body and place the cremains in the temple until the priests 
feel the soul is strong enough to be placed in a grave in the family’s 
plot. These cultural traditions are important pieces of the puzzle that 
gives us a picture of each society.
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Learn About and Respect Various Cultures

Be Diplomatic in Your Everyday World
When you are asked to venture out of your secure world, realize that 
diplomacy is important. Diplomacy is taking civility to another level. 
It has to do with being aware of what you might say or do and how it 
might affect the other person. For example, if your best friend shows 
up in an outfit that is totally inappropriate for her, rather than blurt 
out your honest opinion in front of others, you might take her aside 
and ask her if she wants some feedback. That would be the diplomatic 
thing to do.

With diplomacy, you graciously witness and accept cultural traditions 
that may seem outlandish to someone not schooled in diplomatic 
relations. A person who is diplomatic and “etiquettely-correct” may 
take in—with a sense of calm and cultural respect—the running of the 
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bulls in Spain as an aspect of Spain’s culture. The same holds true for 
religious sects. If a sect requires a head covering when entering a place 
of worship, certainly the traveler when entering that particular place 
of worship will follow suit and be diplomatic about it.

Begin your travels by doing research and asking questions before you 
travel. Here are some tips to consider before your next trip:
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Travel with a Briefcase of Knowledge and Respect

1. Be aware that some “Complete Guide to . . .” books may not be 
reliable sources of information. 

2. The best source of information about a country is gained by asking 
specific questions of someone from the country you are going to visit. 
For example, if you have read that people in the country you are going 
to visit have a ritual while serving tea, be sure to ask someone from 
that country if the ritual is always practiced, or just on formal 
occasions.

3. Asking questions before you travel will save you a great deal of 
embarrassment at the most inopportune time. 

4. When traveling, respect differences. Realize that when you travel, 
your differences will stand out and that you, too, will want others to 
respect you. 

5. Know where you are going and be prepared in dress, thought and 
deed. A white shirt with slacks for a man or a woman is acceptable 
travel dress. Include a pair of closed-toe shoes and you are likely to be 
dressed appropriately for most countries.

6. Know what words and phrases others may find offensive and 
eliminate them from your travel vocabulary. 

7. Respect has just as much to do with how you appear as it does with 
language. The extent to which cleavage has made its way into offices
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around the world, as well as on film and on television, does not mean 
that it is acceptable.

8. Before your trip, contact the consulate of the country you are going 
to visit or an embassy in that particular country. Receive firsthand 
knowledge of the pros and cons of traveling in that region. Ask about 
dress, customs, and holidays. Ask about handshakes, covering the 
head, business card rituals, dining, language and personal grooming.
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Travel broadens all of us. It is enlightening. Manners will pave the way 
for you to be accepted and respected everywhere. 

A person with an open mind and an adventurous spirit has a place in 
today’s cosmopolitan world. Travel under an umbrella of good 
manners with great anticipation. Show your host country that you are 
schooled in respect and etiquette and that you are part of a new 
generation of travelers who continually embrace different cultures 
and show civility to all. 

When traveling here and abroad, you may be called upon to answer 
questions. Be socially aware in order to carry on a conversation that 
highlights your love for your country. While you are being considerate 
of other cultures and civil to others, remember to place that same 
amount of importance upon your own culture and your own country. 

Embrace an Attitude of Graciousness
We must continue to embrace an attitude of graciousness when we 
practice civility, as they go hand in hand. Just as one person practices 
graciousness toward another, so do countries. How gracious of France 
to give the statue called “Lady Liberty” to the United States of 
America in 1896 to be placed in New York Harbor as a welcoming 
sight to all those coming to the new frontier. People from all over the 
world have seen it. Follow these steps to ensure that you are operating 
at a high level of graciousness: 
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Embrace civility. It is key to our getting along with people from all 
cultures. We must continue with our love of manners, of being civil, of 
passing from generation to generation the guidelines for respect and 
discipline that enable us to function and thrive as we embrace the 
differences in cultures, ultimately uniting us as a people here on earth.
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1. Maintain  an attitude of graciousness as you encounter cultural 
differences. 

2. Be respectful and civil to all in our daily lives.

3. Be welcoming and tolerant of practices not your own.

4. Educate yourself about different cultures you might encounter so 
that you can engage appropriately with those cultures. 

Anita Shower



    ommencing in 1993, Miss Etiquette—Anita Shower—has made an 
impact on the newspaper, radio and television world. Her column, 
“Miss Etiquette," appears in the SLO City News/Tolosa Press, which is 
distributed on the Central Coast of California. You may hear her on 
talk show host Dave Congalton’s radio program on KVEC 920 AM 
and as a radio personality on FOX Radio’s Sport Show with Dan 
Murphy in Albany, New York. Miss Etiquette appears frequently on 
Rick Martel’s Rick at Night television show in San Luis Obispo, 
broadcasting to thousands of people her answers to questions received 
from around the world via email and her popular website. 

Anita hosts countless classroom discussions on etiquette and 
manners, and conducts training programs for Fortune 500 
companies. In addition, you may find her presenting her student 
lecture series at the famous Madonna Inn or on the campuses of San 
Luis Obispo, Arroyo Grande and Nipomo high schools. She also has a 
children’s program in San Luis Obispo. Her courses are delivered with 
knowledge and conviction, and received with enthusiasm. Anita loves 
the subject of etiquette and remains a constant patron of the art of 
manners. 
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(805) 489-9696
anita@miss-etiquette.com
www.miss-etiquette.com

Etiquette is a life course
You are the student
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ow that you have learned many things about how to incorporate 
civility into your personal and professional life, the next step is to take 
action. Get started applying what you have learned in the pages of       
this book. 

We want you to know that we are here to help and inspire you to become 
a model of civility and increase your social capital. We are not only 
civility professionals, we are also experts in etiquette and protocol and 
can offer guidance in those areas as well. 

Below is a list of where we are geographically located. Regardless of 
where our companies are located, many of us provide a variety of 
services over the phone or through webinars, and we welcome the 
opportunity to travel to your location to provide you one-on-one 
consulting. 

You can find out more about each of us by reading our bios at the end of 
our chapters, or by visiting our websites, listed on the following pages. 

If you are looking for one-on-one coaching or group training, many of 
the co-authors in this book are available to support you. Feel free to call 
us and let us know you have read our book and let us know how to      
best serve you.
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United States

California
Jules Hirs

Tiffany Nielsen
Anita Shower 

Florida
Nonnie Cameon Owens

Hawaii
Penelope Paik, MA

Louisiana
Suzanne Zazulak Pedro, CPC

Maryland
Yasmin Anderson Smith, MCRP, AICI CIP, CPBS

Minnesota
Laura BarcNew Jersey 

Cheryl Walker-Robertso

Ohio
Denise Pietzsch

Texas
Deborah King, AICI CIP

www.forajulproductions.com
www.tiffanynielsen.com
www.miss-etiquette.com

www.etiquetteplus.net

www.civilityhawaii.com

www.theprotocolpraxis.com

www.kymsimage.com
www.cafecivility.com

www.civilitycentre.com

www.4protocol.net

www.mannersmoment.com

www.finaltouchschool.com
www.globalpecacademy.com

United States

California
Jules Hirst
Tiffany Nielsen
Anita Shower 

Florida
Nonnie Cameron Owens

Hawaii
Penelope Paik, MA

Louisiana
Suzanne Zazulak Pedro, CPC

Maryland
Yasmin Anderson Smith, MCRP, AICI CIP, CPBS

Minnesota
Laura Barclay

New Jersey 
Cheryl Walker-Robertson

Ohio
Denise Pietzsch

Texas
Deborah King, AICI CIP
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Virginia
Pat Walker Locke, AICI FLC, CPC

Cindy Ann Peterson, AICI FLC

Shelby Scarbroug

Canada

Manitoba
Lew Bayer

Tara Crawford

Ontario
Deborah McGrath

Suzanne Nourse, CEPC

www.lifeplanservices.com
www.cindyannpeterson.com

www.civilityinstyle.com
www.practicalprotocol.com

www.civilityexperts.com
www.civilityexperts.com

www.millarmcgrath.ca
www.etiquetteottawa.com

Virginia
Pat Walker Locke, AICI FLC, CPC

Cindy Ann Peterson, AICI FLC

Shelby Scarbrough

Canada

Manitoba
Lew Bayer
Tara Crawford

Ontario
Deborah McGrath
Suzanne Nourse, CEPC
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   he Civility Counts Project is a multi-faceted, long-term initiative 
sponsored by the Association of Image Consultants International 
(AICI). The project’s mission is to increase global awareness about 
civility and motivate people from all walks of life to embrace the 
civility code of conduct, which is based on treating others with 
Respect, Responsibility, and Restraint, irrespective of differences. 
These are Dr. P.M. Forni’s principles of civility as defined in his book 
Choosing Civility: The Twenty-Five Rules of Considerate Conduct, 
published by St. Martin’s Press in 2002. Originating in 2008, a primary 
goal of the Civility Counts Project is helping AICI members embrace 
civility in their own behavior, communication and personal branding. 
Major accomplishments include: 

T
The AICI Civility Counts Project
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May is now designated as International Civility Awareness Month 

Civility Code of Conduct & Civility Ambassadors Program

The AICI Civility Counts Pledge and Civility Star Award•

•

•

The Project focuses on education and training, collaborating with 
AICI’s global chapters and partnering with other organizations that 
align with AICI’s mission to promote civility. For more information 
on the Civility Counts Project or for expert help with starting a civility 
project for your business or community, please contact co-chairs:

Yasmin Anderson-Smith, AICI CIP, CPBS

yasmin@kymsimage.com
Olen Juarez-Lim, AICI FLC

ms.o@ojlconsulting.com

Online: www.aici.org and on Facebook—® search for Civility Counts Project
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   he mandate of the International Civility Trainers’ Consortium 
(ICTC) is to bring together workplace trainers, etiquette coaches, 
image consultants, communication facilitators and civility 
professionals from all over the world to collaborate, exchange, 
support, consult and coach each other toward building a compre-
hensive resource of current, relevant and culturally-correct civility 
training tools and a curriculum that is applicable world-wide.

In addition to a range of options for civility trainers’ certification and 
training tools, ICTC offers members opportunities to promote and 
sell their events and products and provides a comprehensive database 
of resource materials, sources, recommended reading, downloadable 
support content and ongoing communication with like-minded 
professionals who are committed to fostering civility in their 
respective markets.

For details or to join ICTC, please contact Executive Director, Lew 
Bayer, at lew@civilityexperts.com, call 204-996-4792 or visit us at 
www.internationalcivilitytrainer.com 

International Civility Trainers’ Consortium

T
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THRIVE Publishing develops books for experts who want to
share their knowledge with more and more people. We provide
our co-authors with a proven system, professional guidance and

support, producing quality, multi-author, how-to books that uplift
and enhance the personal and professional lives of

the people they serve.

We know that getting a book written and published is a huge
undertaking. To make that process as easy as possible, we have
an experienced team with the resources and know-how to put a
quality, informative book in the hands of our co-authors quickly

and affordably. Our co-authors are proud to be included in
THRIVE Publishing books because these publications enhance
their business missions, give them a professional outreach tool

and enable them to communicate essential information
to a wider audience.

You can find out more about our upcoming book projects at
www.thrivebooks.com
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