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Project 1 Etiquette

~:/ Language Skill Description

In this unit , you shall

i rédd .tAo understand what is etiquette and business etiquette.

2. learnthe skill of ’ writing memos and business letters.

3. listen and get familiar with the basic etiquette of a secretary.
4

develop career awareness; tips for learning good etiquette.

ﬁ Task One Communication Etiquette

Section 1 Listening and speaking to communicate

Practice 1 Listen to the following passage about business etiquette and answer the

questions.
Business etiquette

Etiquette is defined as “the forms,
manners and ceremonies established by
convention as acceptable or required in T
social relations, in a profession, or in &"% 3
official life”.

Times change and this affects the Q!* : _
guidelines of etiquette. Common sense ‘........... g
will typically be your best guide, but it
is helpful to have some general ideas regarding to business etiquette. (To learn about
dining etiquette, contact Career Services about the annual “ Power Dining
Experience”. )

A good point to remember in business etiquette is everyone should be treated with
equal courtesy and respect. Times have changed and some of the old standards no
longer apply. Administrative assistants or office support staff are important people and
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should never be taken for granted. Treat them courteously in all your transactions.
Treat people the way you wish to be treated. Gender no longer needs to be the deciding
factor in everyday events. Business etiquette should be a give and take. To help each
other when help is needed and have consideration for others. Good manners and
business etiquette have always been based on common sense and thoughtfulness.

1. Can you define “business etiquette”?

2. How should we treat administrative assistants or office support staff? Why?

3. What are the foundations of good manners and business etiquette?

4. Can you name one rule of international etiquette?

5. How do you think of international business etiquette?

Practice 2 Listen to the following passages and fill in the blanks.

Greetings
When meeting someone, 1. if you are seated, smile, 2. your
hand and repeat the other person’s name in your 3. . A good handshake is
important — it should be 4. and 5. for 3—4 seconds. Today, in
the business world, it is not necessary to wait for a female to 6. the

handshake. Females/males should both be ready to initiate the handshake.
Introductions

Introducing people is one of the most important 1. in business life, yet

few people know how to do it. Introduce a younger person to an older person;

introduce a 2. person to an official person; and in business introduce the
3, to the 4. . Be sure to 5. who people are and use their
6. names. Also do not 7. that everyone wants to be called by his

or her first name — wait until you are told to use a first name.

Office parties

Office parties are good 1. to improve 2, and build
3. . Keep in mind these people who see you every day and they will remember
a 4. in behavior. 5. your 6. 7. and do not
8. yourself. Do not discuss business — this is a social 9. and an

2
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Project 1 Etiquette

opportunity to learn more about your co-workers.

Punctuality
Be on time — no one wants to be kept waiting. If it is an 1. , try to
2. the person. Keep in mind that you never know when you will
3. heavy traffic, 4. 5 D% or other delays. Always allow
6. time particularly if you are going to an interview. For interviews you

should arrive 10—15 minutes before the interview time.

Telephone
Telephone manners are very important. Have a 1. 2 for
calling someone because telephone calls are an 3. into their busy day.
4, yourself and speak clearly into the phone — never chew 5. .

eat, drink or smoke while using the telephone.

Five key words

Remember five words that are too often 1. in business: Please, Thank
You, and 2. 3. . Social 4. can help us build more
s relationships. In these 6. times, one needs to prepare for
Zs 8. 9. encounters in both the business and social

10.
Practice 3 Fill in the following chart.

Use no more than 10 words to summarize what you have heard.

Greetings

Introductions

Party & Entertainment

Time

Telephone

Key Words

Practice 4 Speaking.

Decorate the classroom as a reception room, divide student into several groups and

3
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act as the customer and secretary of NTC Company separately. Carry on the exercise

according to the following procedures:

a.
b.

o

o

Two American customers pay a visit to NTC Company.
The secretary meets them at the gate of office.

The secretary greets and ushers the guests in.

The secretary invites the honored guest to take a seat.

The secretary entertains the guests.

Section 2 Reading to know

iz
2.

The etiquette of business is the set of written or
unwritten rules of conduct that makes social interactions
run more smoothly, Office etiquette in particular applies
to co-worker interaction, excluding interactions with
external contacts such as customers and suppliers.
Etiquette may be wielded as a social weapon. Work
Etiquette is a code that governs the expectations of social
behavior in a workplace, in a group or a society. Work
Etiquette tells the individual how to behave when dealing
with situations in a working environment, however

trivial the situation is.

What is business etiquette?

What are the general rules for the office?

Office etiquette

Common principles

The common general codes of etiquette at the work place are:

Greeting a person well on the first meeting.

In a meeting or discussion, relevant references should be made without

mentioning any person by name who is closely related to the work.

Persons leading a team of people should be able to understand all the views of

his/her team before arriving at a decision or making a point.

In a meeting, keep the hand phone/cellular phone in a silent / vibration mode,

4
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Project 1 Etiquette

so it does not interrupt the discussions on hand and other members of the meeting.
Likewise, the person can send a message to the calling party who requires urgent
attention by excusing himself/herself from the meeting or discussion.

® When a person is talking or delivering a speech, other members of the group
should not abruptly interrupt him/her. If anything is to be said on the discussed topic,
the questions or suggestions should be noted down and raised politely at the permitted
time (mostly at the end of the speech).

In general, people in higher positions or capacities would prefer to work silently in
a workplace. And they expect the same kind of behavior from their subordinates or
colleagues and all the people working in the same office or workplace. This helps all in
concentrating on the tasks at hand by keeping the noise level down without disturbing

the other colleagues or people around them.

“ﬂ/m amt &MW- 7 ;

{ etiquette n. AL, FLF, A
‘ interaction n. FMEAER, MEYA, LHA
¥ partenlar adj. Hren, WA, HEe, B 0 ANTE, Fains
| external adj. A, B, bR, KB 0 S, SR ARF
( suppliers n MR, BE] @, BEE i
, assembly n %4, 4, AL, ER
0 overlap n €&, T4 w. T&, T4
potential adj. THewy, HEtn B, Hik

Practice 1 Translate the following sentences into English.

L B AR —PRELHRL .

2. PRMBZRF ZRAEABEERKRA, FEHTHZFMEAEENES.
3. ARG, BEXFRA LSRR, HiTERAL.
4, BEFHRREEEN, MOZEMERNR, REAMENA.
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5. BHEAAN, EAHAACHES, BARERMAR, BREHERERS.

Practice 2 Translate the following sentences into Chinese.
1. Office etiquette in particular applies to coworker interaction, excluding

interactions with external contacts such as customers and suppliers.

2. Office and business etiquette overlap considerably with basic rules of etiquette,

the social conventions for using computer networks,

3. Adjusting to foreign etiquettes is a major complement of culture shock.

4. Etiquette is dependent on culture, what is excellent etiquette in one society that

may shock another.

5. In China, a person who takes the last item of food from a common plate or
bowl without first offering it to others at the table may be seen as a glutton and

insulting the generosity of the host.

Practice 3 Make a survey.

Conduct a survey among students to find out how much they know about the

business etiquettes.

Survey
Social Behavior China Germany France Japan

Greeting

Apologizing
Making Request

Expressing Disapproval

Expressing Gratitude

Leave Taking

Summary:

6
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Project 1 Etiquette

Section 3 Writing to do

Practice 1 Study the following tips for writing memos.
What is a memo?

A memorandum, or memo for short, is a written document typically used for
interoffice communication. As it goes between co-workers and colleagues, it plays an
important role in keeping the different parts of a company in touch. It is, in fact, the
most common type of writing inside a medium-sized or large company. It is interesting
and useful to compare a memo with other common type of written documents. First, a
memo stays inside while a business letter goes outside the company. Second, a memo
is short, usually two pages at most.

According to the functions, memos can be categorized into the following types:

1. Procedure and information memos: flow information downward from the
management to the individual employees.

2. Request and reply memos: ask for or give specific information.

3. Confirmation memos: request confirmation from the recipients about some oral
decisions or issues.

Regardless of the functions, a memo usually consists of two major parts. The first
part is the heading which includes:

1. To: name of the recipient and sometimes the position of the recipient.

2. From: name of the sender and sometimes the position of the sender.

3. Date: date of issuing the memo.

4, Subject: short topic of the memo given in specific words.

The second part is the message itself. As memos are usually short, the message
usually starts with a direct expression of the purpose. Then, it is the discussion of the
details, which usually follows an inverted pyramid order. The message usually ends
with a polite call for action.

Attachments such as lists, charts and tables, etc. are usually put at the end of a
memo.

The following are some tips for writing effective memos:

I. Get personal. Memos usually go between colleagues. So, memos can be

written in the way people talk.

7
"s”_\ ’w«
=g




HEIhEL 5 deil S I o

asano) Bululea) y — ysibu3 jele}a429s

)

2. Think about the reader. A memo must take the reader into consideration.

3. Don’t give too many reasons. It is necessary to explain why you want
something done, but don’t overdo it.

I. Keep paragraphs short. Limit each paragraph to five lines rather than bunch
them up in the 20-line block of type.

5. Close with a call to action. If you want your clients respond quickly, do not
leave the reader hanging.

Practice 2 Study the following sample for writing memos.

To: All staff members
From: Financial office
Date: Jun. 17, 2008
Subject. Staff Christmas Party

Please notice that this year’s Christmas party will be on December 18, from 11. 00 a. m. to
15: 00 p. m. We will be having a picnic at the park across the road. Your children and partners
are welcome.

|
I
1
|
I
|
|
]
1
I
I
Please let me know by December 9 how many people from your family are coming. It will !
]
|

help with catering.

Practice 3 Write a memo according to the given situation,
Please send a memo to remind all the employees in your company that smoking is
prohibited in the office, coffee lounge and terrace and that they cannot eat lunch in the

office either.

ﬁ Task Two Writing Etiquette

Section 1 Listening and speaking to communicate

Practice 1 Listen to the following tips for telephone etiquette and finish exercises.

How important is proper telephone etiquette to your company? It’s critical,
whether you know it or not. Telephoning is frequently the very first contact customers
and potential customers with a company and are the basis for their first impression of

that company. As the saying goes, you never get a second chance to make a good first

8
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Project 1 Etiquette

impression. Poor telephone etiquette equals lost revenue. Here are our Top seven
Telephone Etiquette points.

First and foremost. answer all telephone calls promptly. All telephone calls should
be answered within three rings. Thus, the customer will feel that they are valuable to
your company and their needs will be addressed in a timely manner.

Secondly. a positive attitude and friendly tone should be used when you answer the
telephone. A positive attitude and friendly tone will make your customers feel confident
about your company and happy to do business with you.

Third, always use appropriate greetings when answering the telephone. Do you want
your customers to know what company they have reached when they call? Answering
the telephone by clearly and slowly stating the company name and the representative’s
name will ensure the customer that they have contacted the right organization.
Furthermore, the customer will feel more of a “personal touch” when the operator’s
name is stated at the time the call is answered.

Fourth, transferring calls properly assures the customer that they are being
transferred to the correct department or person. Prior to transferring the call, the caller
should be told that they will be transferred. Would you like to be blindly transferred to
an extension where the phone rings continuously? Of course not!

Fifth, placing callers on hold should be handled very carefully. When it becomes
necessary to place callers on hold, the caller should be asked if they would mind
holding. In addition, if the caller is on hold for more than 30 seconds at a time, check
back with them every 30 seconds to ensure the customer realizes their call is being
addressed. Once the caller is taken off hold, they should be thanked for waiting.

Sixth, handling messages is particularly important to assure the caller their message
will be delivered to the appropriate party. When the person or department the caller is
trying to reach is unavailable, the caller should be offered the opportunity to leave a
message either in the voice mailbox or via a personal message. If the caller chooses to
leave a personal message, the message should be repeated back to them for accuracy.

Seventh, ending the phone call properly leaves a favorable lasting impression on the
caller. Always end the phone call on a positive note by thanking the caller. In
addition, recap the next steps, if applicable. This leaves the caller with a positive

impression of your company and will ensure repeat phone calls and business!

9
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revenue n. B, AN, HE5H

positive adj. FEHM, B, Bt

attitude n. R, Ak, £%

timely adj. BBF#y, ERF adv. BETIL

unenergetic adj. ¥ARZH

confident adj. BAEH, A, AleEd

absolutely adv. %3, ThAW; Bk

representative adj. KA, KUk, #A8 n. K&, K, B2

operator n HBHER, TEE, KT, ®’HFER

blindly adv. 2%%, FRK, L5A%k

forewarning adj. TREELEw o

incorrectly adv. FIEHW, 4iZ | lm I

permission n. B&, F7T, LHF < .

statement n. FU, Mt J 7]

unavailable adj. FFREM, BEWH, READS .0 W/

personal adj. AMAH, FaAH %/\

accuracy n. EH (KB, HAE \"\

applicable adj. &iEdy, ERAWY '
Practice 2

Decide whether the following statements are True (T) or False (F).

G ) 1. Poor telephone etiquette can make the company loss money. If you answer
the telephone calls within one ring, the customer will feel they are valuable
to your company and their needs will be addressed in a timely manner.

( ) 2. Answering the telephone clearly and slowly will ensure the customer that
they have contacted the right organization.

( ) 3. It may be little helpful to keep paper and pens by the phone to write down
notes while the customer is stating the purpose of their call.

( ) 4. Before transferring the call to somebody else, secretary should ask the
client for permission.

( ) 5. When it becomes necessary to place callers on hold, the caller should be

asked if they would mind holding.

10
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Project 1 Etiquette

( ) 6. If the caller is on hold for more than 30 seconds at a time, it is important to
ensure the customer realizes their call is being addressed.

( ) 7. It is not always necessary to end the phone call on a positive note by
thanking the caller.

( ) 8. If the caller chooses to leave a personal message, you should repeat back to
them for accuracy.

( ) 9. Once the caller is taken off of hold, the secretary should thank them for
waiting.

Practice 3 Role-play.

You are a secretary. You received a phone call from a stranger who wanted to
speak to your boss. Make a dialogue with your partner by referring to the above
telephone etiquette.

Practice 4 Group discussions and presentation.

Work in groups. You are going to give a presentation about the right methods for
e-mail writing in your company. Discuss with your partner and present your speech in

the class.

Section 2 Reading to know
1. What e-mail etiquette do you know?

2. Ts it appropriate to use a cute or suggestive e-mail address for business communications?
E-mail etiquette

Nowadays more and more people use e-mail for business communications, which
highlights the importance of knowing proper e-mail etiquette. While a lot of people
understand the importance of following certain rules when writing a business letter,
they often forget these rules when composing an e-mail message. Here’s a refresher.

Mind your manners: Think of the basic rules you learned, like saying please and
thank you. Address people you don’t know as Mr., Mrs., or Ms. Only address
someone by first name if they imply it’s okay to do so.

Watch your tone: Merriam-Webster defines tone as an “accent or inflection

expressive of a mood or emotion”. It is very difficult to express tones in writing. You

want to come across as respectful, friendly, and approachable. You don’t want to

1
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