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. What would you do when introduced to a potential customer?
What do you do when a customer is leaving?

Would you please list three pieces of etiquette for office life?

TR

Do you think that business etiquette is of great importance? Why or why
not?

5. What would you do when you are recelved wnth uncomfortcble ethuette‘? '

Text Ml

Everyday Etiquette for Office Life

1 Most bosses expect their employees to get along with one another and, more important, to
get along with clients and customers. This means that however important your job skills are, they
may not count for much if you don’t also have some people skills. Fortunately, getting along with
people usually boils down to simple, everyday courtesy.

2 When you work for a company, you are its representative to the outside world. For thlS
reason, everyone from a secretary to a CEO should know how to greet visitors and make them feel
comfortable.

3 Both men and women should stand to greet visitors who come into their office. Co-workers
also should be given a warm greeting, but you need not rise each time one comes into your office.
For a visitor, though, your hand should be extended just as it would be if you were the host in
your own home. Ask the person to sit down; and if there is a choice of seats, you may want to
wave him into one.

4 Many managers and executives sit behind their desks when talking to co-workers and
customers, but it is more gracious to move a conversation out to a sofa or two occasional chairs.
Visitors should be asked whether they would like a beverage. If the answer is yes, the manager
should get the drink or ask a secretary or assistant to get it.

5 Although corporate cultures vary from business to business and even from region to region,
the exchange of daily greetings is a ritual everywhere. Co-workers usually say hello first thing in
the morning and then simply smile when they pass each other the rest of the day. No further verbal

2 .,VH
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greeting is called for, and no one should take offense when a colleague doesn’t stop to chat. It is
considered rude, though, not to acknowledge fellow workers when you see them, even if it is for
the fifteenth time in one day. You can nod or smile, but don’t look the other way when you see

someone.
6  Beyond routine greetings, how much people chitchat during the day generally depends on the
atmosphere of the work environment. A formal, rigidly organized workplace may allow little room
for casual conversation, while one that is informal and loosely organized leaves room for this kind
of socializing. Sometimes talk is encouraged or discouraged by the nature of the work. An
assembly line that involves heavy equipment or noise, for example, doesn’t promote collegial
chitchat, while an underworked sales staff may spend most of its work day talking.

7  In many workplaces, the chitchat — especially that of extracurricular nature — is frowned on
by management, and with good reason, since workers do have jobs to perform. Then the problem
for an employee who wants to appear friendly is how to disengage from the friendly chatter without
alienating co-workers.

8  When you must cut short a conversaﬁon to get to work, it helps to announce your reason in
a friendly manner. For example, you might say, “I’d love to talk more, but I've got to finish the
year-end budget report,” or, “Can’t talk right now. I have to finish these estimates. ”

9 If you disengage graciously, there should be no problem except for those relatively few
workers who don’t get the message. In these cases a little less friendliness is called for. Don’t
smile broadly; don’t stop to initiate a conversation. When a talker walks by, quickly say, “Hi
there,” but don’t look up from your work expectantly. With time, they should get the message.

etiquette /'etiket/ n. the formal rules of proper ( social) behavior
AL, AL

courtesy /'ks:tos/ n.  polite behavior #L3%, FUAL

representative / repri'zentativ/ n. one that serves as a delegate or an agent for
another /X, &

co-worker /kou'waika(r)/ n. a fellow worker F] ¥

gracious /'greifas/ a. characterized by tact and propriety A #L %%
8, 134k

occasional /o'kerzon(9)1l/ a. intended for use as the occasion requires
& B 89

beverage /'bevaridz/ n. any one of various liquids for drinking, usu.
excluding water 4%t
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vary /'vear/
ritual /'r1t fual/

verbal /'vaib(2)l/
offense /o'fens/
acknowledge /ok'nplidz/
routine /ru;'ti:n/

chitchat /'tf1t tfaet/
rigidly /'ridz1dl/

casual /'ke3zual/

loosely /'lu:sli/

socialize /'saufolaiz/

collegial /ka'lizdz19l/

underwork /'andows:k/

management /'manidzmant/
disengage / disin'gerdz/
chatter /'tfeto(r)/

alienate /'erlioneit/

budget /'badzit/

estimate /'estimat/

initiate /1'nif1ert/
expectantly /1k'spekt (o) ntli/

vi.

|

vi.

vt.

extracurricular / eskstroka'rikjulo(r)/ a.

vi.

VL.

VL.

N

to be different £ 4L, R F

one or more ceremonies or customary acts
which are often repeated in the same form
BIATRX, #IATII|, ALF

consisting of words alone without action
o 3k 69

thing that causes displeasure, annoyance, or
anger A RBL, T RRELGEY

to show that one recognizes ( sb.) by
smiling, waving, etc. *t (¥EA) #r48°F
regular; according to what is always habitually
done IR % #, FliT89, BF

to engage in small talk or gossip i, #f X
without flexibility ; rigorously ™ 57 3
relaxed ; informal # A4, &)

not fastened, restrained, or contained A2k
R, FTANR

to spend time with others in a friendly way
TR, 42

marked by a feeling of friendliness towards
people with whom you work or share an
experience Bl F15iaw), A

to ( make to) work less than the required
amount or degree of 1% % %) R &

being outside the usual duties of a job or
profession Jb4#, TAHEZ S8

the person or persons who control or direct a
business or other enterprise % ¥ A 5

to free or detach oneself; withdraw At %
idle, trivial talk 37

to cause to become unfriendly or hostile;
estrange $LiZ

an itemized summary of estimated or intended
expenditures for a given period along with
proposals for financing them f 5

a statement of the probable cost of doing a
job 4& 4

to take the first step; begin F45

with expectation /53, H7%2 3
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count for much to be of much worth or importance 18 # # &
boil down to to mean; amount to 2T & .- , HEREK L.
call for to need; deserve EE
take offense to feel hurt, upset or offended t----- &5, Iz]: ----- S
frown on/upon to disapprove of Xf«----+ FHE; B4
cut short to bring (sth.) to an end suddenly and before the proper time
L, FH
get the message . to understand what is wanted or meant &4 &, H 5
vEa,
8
N\

VM—-———-———-— ———————

1. CEO: chief executive officer. HEHSTE

2. an assembly line: A mechanical system in a factory whereby an article is conveyed through sites
at which successive operations are performed on it. It is also called production line.

3. collegial chitchat; light informal conversation about things irrelevant to the work between
colleagues.

4. an underworked sales staff: a sales staff that has too little work to do.

5. initiate a conversation: strike up a conversation or set a conversation going by talking first.

Exercises

Content questions.

According to the text, what is necessary for a good employee?

Should everyone know how to greet visitors and make them feel comfortable? And why?
How should one greet visitors and make them feel comfortable?

How can managers and executives have a more gracious conversation?

Is it true that both the corporate culture and the daily exchange of greetings vary from
business to business and even from region to region? And why?

6. What is the usual greeting ritual of co-workers?

7. What is considered rude when you meet your colleagues in the workplace?

SEE R S
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8.
9.

10.

Do management encourage employees to chat in workplaces?

What may happen if you rudely cut short a friendly chatter? And what should you do
otherwise?

What do you think of people skills? How do they contribute to the growth of businesses?

Text analysis.

Complete the following table to get the general outline and the gist of the text.

Paragraph(s) Subheadings Main Ideas
. Simple, everyday courtesy is usually the key to getting along with
1 Introduction . Lo .
people — a kind of indispensable people skills to everyone.
Employer’s
Representative
The usual greeting ritual of co-workers.
6-9

Qocabulary

Fill in the blanks with the proper forms of the words and phrases given below.

cut short management initiate socialize acknowledge
get along with disengage call for offense boil down to

1. This trade treaty common external tariffs (358{) and the gradual elimination
of internal tariffs and other trade barriers.

2. As a boss, he has got used to his employees’ greetings with a nod.

3. The dispute between employees and can be solved through negotiation.

4. Failure to observe correct business letter etiquette can cause __ or misunderstandings,
lack of clarity or purpose and hostility or soured relations.

5. The board of directors had to the annual meeting because of the sudden power
cut.

6. She herself from the conference by saying that she had an appointment with a
customer at ten o’clock.

7. I'm sure that your plan of reform in salary will _ ' a chain reaction among
workers after its application.

8. The company requires that every employee should learn how to customers of
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all kinds.
9. What it is a little word called “love”. That is, we can provide good services
only when we love our customers.
10. To be a professional in public relations, one should be skillful in with
different people at least.

Rewrite the following italicized parts by using the appropriate words and expressions

from the text.

1. As a celebrity, he usually has difficulty in freeing himself from the crowd whenever he is
recognized in a public place.

2. There is nothing to get worried about, for it’s just a regular customs examination.

3. Business letters should be written with politeness , clearness and conciseness.

4. According to the arrangement with the hotel beforehand, some cold drinks should be
served during the negotiation.

5. As the demand changes with the season, our company tries every means to develop a
wide variety of products.

6. Tom put forward a proposal, but the committee disapproved of it.

7. You should stop talking about small matters like this in work, or you’ll be dismissed.

8. The job doesn’t need much care, attention or time. Correspondingly, the payment can’t
be high. '

9. The lawyer’s work for the legal aid society was outside the usual duties of his or her job.

10. The harmonious relationship between colleagues is of great importance for one who wants

to achieve success.

f18 Choose the correct word to complete each sentence.

1. alienate, separate '
a. His attempts to the two partners in business failed because they had complete

faith in each other.
b. Yesterday we talked about the possibility of cooperation between our two companies
until midnight and then
2. frown, disapprove
a. Jim’s father strongly of his job-hopping because he sensed it was a rash

decision of his son.
b. The government on any policy that is possible to increase the already heavy

burden on the farmers.

3. offense, crime
a. You should change your way of speaking, for a customer can’t listen to your rude

words without
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b.

It is the business of the police to detect and of the law courts to punish

4. casual, informal

5.

1.

a. The young man was sacked because of his attitude toward work.

b. Tomorrow is the 30th anniversary of our company; therefore, it is not proper for you
to make a speech in a(n) style.

change , vary

a. The staff in the department of customer services are required to the treatment
of complaints according to circumstances.

b. At first, she decided to work as an air hostess, but fearing that she would be

c.
a.
b.
c.
a.
b

c.

frequently away from home, she her mind.

Use the words to write sentences with management.

human resources

business course
ineffective method
good scientific
budget consulting decision

Use the given prompts to make sentences.

such/business technical article/be/quite/beyond my comprehension

. I/do/nothing/launching/new product/beyond/what/L/tell/do
. level/inflation/rise/beyond/12% /up to now
. social institution/now/call upon/provide/assistance/the homeless

a.
b
c
a
b.
c
a
b

present situation/our company/call for/able manager/develop new marketing strategies

. job applicant/wait/only/five minutes/before/call in/interview
. casual attitude/work/annoy/his boss
. different occasion/require/different appearances/it/be/not proper/ you/wear such casual

clothes/formal party

you/have a try/this company/which/hire/ casual workers

there be/2, 000 distinguished guests/ present/ fair/not count/ nearly/100 reporters/world
famous professor/ count/it/ great honor/invite/ deliver/speech/annual economic forum
it/be/not/ what you promise/but/what you do/that/count

disputes/two countries/rise/ mere trifle/border trade

. statistics/show/ industrial output/rise/0. 9 per cent/June/this year

excited workers/rise/seat/protest/ new regulation/harm/ interests
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Translation

Put the following sentences into English, using the phrases given below.

look up boil down to call for depend on count for

cut short get along with except for take offense get the message

1. BAREHEE 15 H40RARRE, BNREFERK, EFRKITHATE.

2. RXFBIE T RFER B L, BFEA A B ARET RN

3. M RR AR K IIBI A, BA A FRIERRIMRE L.

4. BAVAFFFEERNREELEERAREEERL .

5. TERBETAERT, MR T AEXRE—RBESFHERMREHAAZS, MHAHL T,
6. R AFLEHEELEREBMMEIFE, HRAHEXFRELT

7. —ZIFMEEERRS A DK ERAEIFRR, WESTREEEFXR.

8. X TAEREIRE R TAE LA RIFH A AR

9. — M ABBBERBRITY, EMRARE LBURTKS . REAAPLE.

10. —fkis, AHHREN —FAREYEER, ERAFHER, BFHREWTHT

$O

Reading 11

mmText dd

Handshakes

1. In the currency of business encounters, the handshake is the dollar. Traditionally, the
handshake has been a sign of trust. In the past, extending your hand in friendship demonstrated
that you were unarmed. \

2 The handshake today is an important symbol of respect and in many countries, it’s the proper
business greeting. To be taken seriously, whether you are male or female, you must shake hands
appropriately. Like it or nof, you are often judged by the quality of your handshake.

3. When do you need to shake hands?

4  Knowing when to shake hands is mostly common sense, but “handshake moments” include
these customary times: when you are introduced to someone and when you say goodbye; when a
client, customer, vendor or any visitor from the outside enters your office (Not, however, the




