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CHAPTER PREVIEW-

In this chapter, you'll

« practice appropriate behavior when meeting someone for the first time in a
business setting.

« understand and practice using tone in order to be polite.

+ understand and practice formality levels in English.

+ understand and practice nonverbal communication.

Th d People are more at ease with machines than each otber.
nreads —Letitia Baldrige

Manners: 50% common
sense, 50% thinking
about someone eise.

In North America, as in all countries, business situations have unspoken
“rules” of behavior. In this chapter, you will learn some of these rules: how to use
the quality of your voice to make a good impression, what vocabulary is
appropriate in a business setting, and how body language is part of good
conversation. In addition, you will learn about U.S. business protocol—that is,
fixed rules of behavior for particular situations.

Forming Concepts: Predicting what you will hear makes a
listening passage easier to understand.

Answer the following questions on your own. Then discuss your answers
with a business team.

1. How do you define “manners”?
2. What is your opinion of American manners?

o



B. WORKING WITH CONCEPTS: THE STATE OF
AMERICAN MANNERS '

Listen to a talk Letitia Baldrige gave to a group of business people on

“Manners in the "90s” Ms. Baldrige is an expert on manners, and in the 1960s was
chief of staff to Jacqueline Kennedy in the White House.

[Now, listen to the speaker.]

C. JARGON, BUZZWORDS, AND SLANG:
BUSINESS ETIQUETTE

Match the expressions from Baldrige’s talk on the feft with their definitions
on the right,

Expressions Definitions

not so hot being clumsy

self-assuredness doing something only for the money

being “cool” good judgment that does not depend
on book learning

common sense behaving in an acceptable way within a
social group

mercenary not so good

being a klutz self confidence

LTEARNING STRATEGY

mmmwpumm

Now write your own definitions for these terms:

1. not so hot

2. sclf-assuredness
3. being “cool”

4. common sense
5. mercenary

6. being a klutz

PART 1
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BUSINESS BTIQUETTE D. PUTTING IT ALL TOGETHER

1. Following are some situations that call for proper etiquette—common sense
or consideration of others. On a sheet of paper, write what you would do in
these situations. Then ask a native English speaker what he or she
recommends and write that answer below yours.

a. You are talking to people in a group. Someone you know comes up to

Ome study showed that the group. What should you do?

19 percent of Americans b. You are about to introduce your manager, and you forget his or her name.

surveyed feared death, What should you do?

whlh' ; ‘:owinw ¢. You arrive late for a meeting that you don’t consider very important.
bl What should you do?

d. You arrive late for a meeting that is very important. What should you do?

Communispond, Inc. e. You are working hard on a project for your boss, and a senior executive
walks into your office. What should you do?

2, Choose one of the preceding situations and role-play it with your business

team. Perform the role-play for another business team at a company meeting.

E. DEBRIEFING MEETING

Discuss your results for Exercise D at a company meeting. Consider the
following questions:

+ To what extent did your answers differ from a native English speaker’s?
« Which answer surprised you the most? Why?
« Which answer surprised you the least? Why?

Also, discuss how associates from different countries handled each situation.

F. SETTING OBJECTIVES

Following are the goals for this chapter. Read them, and consider your
personal goals. At the end of this chapter, on page 14, you'll Iist your results.

OBJECTIVES

Business
1. To distinguish social from business settings
2. To practice the appropriate behavior on meeting someone for the first time

Language
3. To understand and practice using a good voice and a cultivated
vocabulary
4. To understand and practice formality levels of language
5. To understand and practice tone
6. To understand and practice nonverbal communication
7. To practice giving advice using showld, ought to, and bad better

Personal




