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Chapter One: Getting Started
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Welcome to the world of Business Etiquette! In any job or industry, building good relationships is key. This means getting along well with co-workers, clients, suppliers, and investors. When you show good manners and respect towards others, you help build strong and productive business connections. So, it’s not just about knowing how your job works but also about how to act around people.

That’s where business etiquette comes into play. This chapter will introduce you to the basics of business etiquette and offer practical guidelines for handling different situations with grace.

Chapter Goals

To help you get started, here’s what you’ll learn:

	Define Etiquette: Understand what etiquette is and how it can benefit a company. For instance, saying "please" and "thank you" helps make interactions smoother and more pleasant.

	Make Effective Introductions: Learn how to introduce people properly, making meetings more comfortable and professional.

	The 3 C’s of a Good Impression: Discover the three key elements that help you make a positive first impression.

	Manage Nervousness: Find at least one way to calm your nerves when you’re in social situations.

	Use Business Cards: Know how to use business cards effectively to make connections and leave a good impression.

	Remember Names: Practice at least one method to remember people’s names, which helps in building stronger relationships.

	Handshake Basics: Learn the three steps to a firm and confident handshake.

	Conversation Levels: Understand the four levels of conversation and see examples of each.

	Table Manners: Get familiar with place settings, napkin use, and basic table manners.

	Dining Protocol: Know how to order food, handle alcohol, pay the bill, and tip appropriately during business meals.

	Email Etiquette: Learn the correct way to address people, use grammar, and handle acronyms in emails.

	Phone Etiquette: Understand how to use the phone, voicemail, and cell phones properly.

	Formal vs. Informal Letters: Know the difference between formal and informal letters.

	Write a Thank You Note: Learn how to create an effective 'Thank You' note to show appreciation.

	Dress for Success: Understand what colours mean in professional dressing and how to dress for different levels of formality.

	Dress Codes: Differentiate between dressy casual, semi-formal, formal, and black tie dress codes.

	International Etiquette: Get a basic understanding of etiquette when dealing with people from different cultures.


This chapter will give you a solid foundation in business etiquette, helping you to create positive impressions and build strong, professional relationships.
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​Chapter Two: Understanding Etiquette
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Before diving into the specifics of business etiquette for various situations, it’s important to start with a clear understanding of what etiquette really means. We’ll also explore how good etiquette can positively impact a company or organization.

What is Etiquette?

Etiquette is a set of rules for polite behaviour in social settings. According to Josy Roberts, author of Business Etiquette: Your Questions and Answers, etiquette refers to “conventional rules of polite behaviour.” In simple terms, etiquette is about showing good manners and being sensitive to the needs and feelings of others.

Etiquette touches on many areas of social interaction, including how you present yourself, communicate, and show courtesy and hospitality. In a business context, etiquette involves how you interact with colleagues, clients, and other stakeholders. While there are many rules and guidelines, this chapter will focus on the basic etiquette principles you need for most business situations.

Why Business Etiquette Matters

Good etiquette isn’t just about being polite; it can have a big impact on your business. Here’s how:

	Branding: Everything you do reflects on your company. When you act professionally and courteously, you build a reputation for credibility and trustworthiness. Showing personalized care can also give you an edge over the competition.

	Customer Care: Treating customers with respect and consideration is crucial. It shows that you value their business, which can lead to increased customer loyalty and positive feedback.

	Employee Engagement: Good manners and respectful behaviour improve morale and confidence among employees. When everyone feels valued, they’re more likely to be engaged and motivated.

	Team Synergy: Polite interactions help create smooth working relationships within teams. This contributes to better teamwork and higher productivity.


Understanding and applying basic etiquette principles can make a significant difference in how your business is perceived and how effectively it operates.
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​Chapter Three: Networking for Success
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Networking is all about making a great impression when you first meet someone. This chapter will cover how to introduce yourself effectively, make a good impression, manage nervousness, use business cards properly, and remember names.

Creating an Effective Introduction

When introducing yourself, follow these three steps:

	Project Warmth and Confidence: 	Before you even speak, people are already forming opinions based on your body language. Stand up straight, stay relaxed, and make eye contact. This shows you are approachable and confident.



	State Your Name Clearly: 	Say your first and last name. Depending on the context, you might also mention your job title or role. For example: “Hello, I’m Jill Smith, the Quality Control Officer.”



	Repeat Their Name: 	After the other person introduces themselves, repeat their name to show you’ve listened. You could say, “It’s nice to meet you, Mr. Andrews,” or “Nice to meet you, Joseph.”




When introducing two people to each other, follow these guidelines:

	Respect Hierarchy: 	Introduce the person with lower status to the person with higher status. Mention the name of the person with higher status first. For example: “President Andrews, I’d like you to meet Caroline Daniels, the Head of Public Relations. Caroline, this is President Mike Andrews.”



	Introduce Strangers First: 	If you’re introducing two people of equal rank, start with the person you don’t know as well. This helps make the newcomer feel welcome.



	Mind Titles: 	Use formal titles like “Mr.” or “Ms.” unless told otherwise.




Making a Great First Impression

To make a positive impact, focus on the 3 C’s:

	Confidence: 	Maintain good posture, with your head held high. Avoid slouching and move naturally.

	Make and maintain eye contact while speaking.



	Competence: 	Be knowledgeable about your role and the topics at hand. Prepare for meetings and bring necessary materials.

	Answer questions clearly and professionally, avoiding slang or overly technical terms.

	Ask relevant questions to show your engagement.



	Credibility: 	Arrive on time and be well-groomed.

	Keep your promises and follow through on commitments.




Minimizing Nervousness

Feeling anxious about meeting new people is common. Here are some tips to help reduce nervousness:

	Be Prepared: 	If possible, learn about the people you’ll meet beforehand. Knowing their work or interests can help you feel more prepared and less anxious.



	Practice: 	Networking is a skill you can improve with practice. Rehearse your introduction in front of a mirror and practice with friends. The more you network, the more comfortable you'll become.



	Use Relaxation Techniques: 	Try methods like meditation, deep breathing exercises, or listening to calming music to ease your nerves.



	Identify Triggers: 	Recognize what makes you nervous and address it. For example, if you’re anxious around senior people, work on building your confidence in these situations.









	Believe in Your Value: 	Remember, everyone has something valuable to offer. Approach networking with the mindset that you’re providing a service and don’t let nerves hold you back.




Using Business Cards Effectively

Business cards are a key part of networking. They help you stay connected and can enhance your professional image. Here’s how to use them effectively:

	Always Have Cards Ready: 	Keep a stack of business cards on hand, whether at the office or in your wallet. You never know when an opportunity to network will arise.



	Respect Hierarchy: 	Don’t offer your card to senior executives unless they request it.



	Timing is Key: 	Hand over your card at appropriate moments, like when asked for one or when the conversation is wrapping up. Avoid interrupting a discussion to give your card.



	Accompany with an Explanation: 	When handing out your card, briefly explain what you can offer. For instance, “I think I can help with your PR concerns, Mr. Johnston. Here’s my card.”



	Value Their Card: 	When you receive a card, take a moment to look at it and show that you appreciate it. This demonstrates respect and interest.




Remembering Names

Remembering names can be challenging, but with practice, it becomes easier. Here are some tips:

	Repeat Their Name: 	Use the person’s name during the conversation. For example, “It’s nice to meet you, Mark.” This helps reinforce your memory.



	Use Mental Imagery: 	Create a visual image related to the person’s name. For instance, imagine “Bill the plumber” with pipes or “Jason Smith” running on a treadmill.



	Write It Down: 	As soon as you can, jot down the name or note it on their business card. This helps you remember them for future interactions.



	Construct Fun Sentences: 	Use playful or memorable sentences to recall names. For example, “Jane makes jam and juice in January” for Jane who sells kitchenware.



	Show Genuine Interest: 	If you’re truly interested in the person, remembering their name becomes easier. Treat each interaction as an opportunity to connect and learn about them.




These tips will help you network more effectively and make lasting impressions.
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​Chapter Four: The Meet and Greet


[image: ]


When meeting someone new, it often starts with a handshake and a bit of conversation. In this chapter, we’ll cover how to make a good impression with your handshake and how to navigate different levels of conversation.

The Three-Step Process

A handshake is more than just a greeting; it’s a way to introduce yourself, offer congratulations, or even finalize a deal. Here’s how to make sure your handshake is effective:

	Facial Expression: 	Before shaking hands, show openness and sincerity with your facial expressions. Make eye contact and smile. This sets a positive tone for the interaction.



	Shake Hands: 	Your handshake should be firm but not overpowering. A grip that’s too weak can seem unsure, while a grip that’s too strong might come off as aggressive. Aim for a balance that shows confidence. Typically, two or three shakes are enough. If you’re unsure, follow the lead of the other person. If you feel it’s time to end the handshake, gently relax your grip.



	Greet the Person: 	While shaking hands, say something simple like “Hello” or “How do you do?” This completes the handshake and sets the stage for conversation.




The Four Levels of Conversation

Conversation involves more than just exchanging words. It’s about knowing what to say and when to say it. Here are the four levels of conversation, each with its own purpose:

	Small Talk: 	Small talk involves light, casual topics that everyone is comfortable discussing, like the weather or current events. This level helps build rapport and makes people feel at ease. It’s also a way to gauge if you want to continue the conversation.



	Fact Disclosure: 	At this stage, you share basic information about yourself, such as your job, where you live, or your interests. This helps you find common ground with the other person. It’s a step toward getting to know each other better while still keeping the conversation on neutral topics.











	Viewpoints and Opinions: 	This level involves sharing your thoughts on various topics, like politics or entertainment. It’s important to build rapport before discussing potentially controversial subjects. Sharing opinions can lead to deeper conversations, but it’s crucial to stay within a comfortable range to avoid offending anyone.



	Personal Feelings: 	Here, you share more intimate details, like your excitement about a new project or worries about a personal event. This stage requires a high level of trust and rapport. It’s essential to be sensitive and gauge the other person’s comfort level before diving into personal topics.




Listening carefully is key at all stages of conversation, but especially when discussing personal feelings. Show empathy and understanding to make the other person feel heard and valued.

Case Study

Let’s look at an example of a typical conversation and identify the different levels:

Patrick: Hi. I’ve seen you looking at the golf display. You must be a golfer.
Mindy: (laughs) Oh, no! I was just admiring the display. Hi, I’m Mindy.
Patrick: I’m Patrick. Pleased to meet you... This is a great assembly we’re having.
Mindy: Yes, it is. And the Continental seems like a good place for it too. Is this your first time at the assembly?
Patrick: Yes, it is. I wanted to go last year but our company felt the venue was too far. I work with DataCorp, based in San Diego.
Mindy: DataCorp? Yeah, I saw your company name by the registration table. I think we’re going to the same conference. I am with ManualWorks, in Maine. This is our third time; we went last year and the year before as well.
Patrick: Oh, so you’re the veteran to these things! I’m new, but I like it so far. The registration was well-organized and the program they sent looks comprehensive. It’s good the committee is taking the conference seriously.
Mindy: Yes, it’s well-organized. I think they’re getting better as they go along. And the program looks more interesting. Last year wasn’t as good, to be honest.
Patrick: Oh? How so?
Mindy: The topics were a bit outdated. In fact, when I heard we’re going again, I was a bit annoyed. I didn’t want to waste another week with a bad conference. But I’m delighted I did; it promises to be different this time.
Now, let’s identify the levels:

a) Small Talk: “Hi. I’ve seen you looking at the golf display. You must be a golfer.”
b) Fact Disclosure: “I work with DataCorp, based in San Diego.”
c) Viewpoints and Opinions: “The registration was well-organized and the program they sent looks comprehensive.”
d) Personal Feelings: “When I heard we’re going again, I was a bit annoyed. I didn’t want to waste another week with a bad conference.”
Understanding these levels can help you navigate conversations more effectively and
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