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reface

Today’s business professionals are moving in an ever-faster society. We are having to learn more
at a faster rate than ever before. We are accepting new challenges and new roles that those before
us never had to do. Technology has enabled us to communicate faster and to be more productive
as a society than ever before thought possible.

Along the way, however, we may be a bit guilty of overlooking our manners — especially as they
relate to business and professional etiquette. Welcome to Business Etiquette & Protocol, a module
that presents both general and business manners acceptable in the United States.

Message to the User

Business Etiquette & Profocol has been organized into nine key topics for easy reference. When
finished with this module, place it along with your other valuable references. You will return to it
many times during your career.

Features

Each topic begins with clear goals entitled “At the Core.” A list of key concepts learned is presented
at the end of each topic. Throughout the module, in “On the Scene,” the author provides first hand
stories relevant to the issues discussed.
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Chapter

Business Etiquette:
the Basics
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This topic examines:

» Rationale for learning business etiquette

» Common courtesies to opening office doors for others

» Common courtesies to opening car doors for others

» Courtesies when walking with others on a side walk

» \Why inappropriate behavior can be costly to business

» How perception equates to confidence and
competitiveness
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| Culture Counts_

he first rule of etiquette is that the other person feels comfortable.
This applies to all settings and social situations.® The way for all
of us to feel more comfortable in any type of corporate environment is to
understand and have a pragmatic knowledge of basic business etiquette.
Once we know the rules of etiquette and are comfortable using them, we 5
can make our own choices regarding their application.e We can gain a level
of confidence knowing the basic rules of etiquette. This level of confidence
transfers to our ability to relate to all kinds of business environments. This
confidence also enhances our value as individuals as well as our value as
employers and employees. We will begin by discussing common courtesy 10

outside the office environment.

AL —1al4E 318 B Hletiquette, X T iX/ M AR A XFE— Nk,
GkEE TSR, NREERNE T EEB I EHC ¥ FE 5 I E
TR RN TERES, O, B3 TANE T, T B T REnArE, FAKE
e/, AEEAEN L, WAEEYAIN, FE, XN AkiE Ry
etiquette, L5itiflabel, ticket/ B BAHYT, SRifn, UGN A FEROEERE 2 A3 25, D
(A7 R = v o (B o S ES I i 1 AL
MOBRSCAERR, ( PSS EETA AEBBE ki £
117 (Keep within the etiquettes), #f#ii, etiquette
A REZ AR R TR
[ (correct demeanor and deportment) (11N
JGE)S R, BMARIEA S AL SR
FHELE T S T TR ORI RE . MIX M S AS
e, FLBUAEARS OEEE SEEN AN S
26 1k LR U SRRt A e,

o =2t
: [1] Duffy Richard. (1922) Manner and Morals. \n Post , Emily. (1922) Etiquette: In Society,
; In Business, In Politics and At Home . New York: Funk & wagnalls company.

> Opening Office Doors <

irst of all, consider opening doors. If you are a woman and a man
wants to open the door for you, allow him to do so. Consider it a
gesture of courtesy to you as another person. Do not think of it as an act that
is condescending.e In contrast, however, if you are a man and a woman wants
to open the door, allow her to do so. Consider it a gesture of assertiveness in 5
the business world rather than one of gender assertiveness. Traditionally a
man opens the door for a woman, an elder, or a senior in authority.eA woman

traditionally opens a door for either an elder or a senior in authority.

As a woman, slow your gait as you approach a door. When walking with a

man who is older, give him a comfortable opportunity to open the door. If he 10




ON THE SCENE

I recently worked for a female CEO whose actions revealed the unexpected.

The female CEO expected the door to be opened for her by anyone who
walked with her, whether it was a man or a woman. Additionally, if she arrived

at the door first, she opened it and walked through it first.

doesn’t, just open it yourself. When walking with
J p ) g
people your age or younger, take turns opening

the doors for each other as you progress through a
! building.®

As a man, make an attempt to open the 15
' door for a woman, an elder, or a person of senior
\ authority. Do not make a big show of it,2 however.

If you are a man, think ahead and try to

position vourself to open the door easily.
individual > A_. 4~k Consider the individuals involved and the cultural environment. And 20

genderless <53 5111 remember that common courtesy is genderless.

TIP

Try to be comfortable with others no matter how they act, and try to make
others comfortable in your presence. This is the etiquette rule that is
paramount Ji% & H(1Y paramount over all others.

> Opening Car Doors <

raditionally men open car doors for women, and men do the driving.
However, these are not the roles observed in the business world
t()day.e Often women do the driving, and there are both men and women
passengers. It is correct for the driver (the one with the keys) to at least
unlock the passenger door before walking around to the driver’ s side. If the 5
driver is a man, he should first open the door for the passengers. If the driver
prior to % T is a woman, she also can open the passenger door prior to walking to the
driver’ s side.
vehicle 44 Newer vehicles with remote door-unlocking devices almost make this
device %Y
moot JCSIFR L T

issue moot. Sometimes passengers are not aware that all doors are unlocked, 19
and they patiently wait for the door to be opened. A courtesy might be to

announce that all the doors are unlocked.

offer I, ol nil If it is raining, the driver (whether man or woman) should offer to walk to

AR

the car and drive it back to where the sheltered passengers are waiting. In this

case, the driver should unlock all the doors before arriving for the passengers. 15

equivalent [ If two equivalent individuals go together in a car, the passenger should not
rude KAl consider it rude to have to wait while the driver opens his or her door first

then unlocks the passenger door from the inside.




> Walking on Sidewalks <

state Hila. [l raditional etiquette rules state that when walking on a sidewalk, the
curbside A f{liiE FEiL man always walks on the outside, or curbside, of a woman. Many
by x‘?[lﬁ ?} mature men still feel more comfortable walking on the outside. The traditional
B rule was developed when streets were muddy and vehicles often splashed
mud onto individuals walking down the street. The gallant man was supposed
brunt i1 to take the brunt of the mess. Today’s fast-paced business climate does not
always expect this traditional rule to be followed.® People walk together down

a sidewalk without much regard for positioning.
Today’s police departments and self-defense classes teach us that the
pedestrian {1 A common threats or dangers to a pedestrian in contemporary society are in and

contemporary 4 &1
alcove KiEE(TML4LE

would-be n[fig 23 LT .
assailant 4 & woman from a would-be assailant.

around the dark alcoves of buildings. Using that logic, a man today should

walk on the inside of the sidewalk (away from the curb), thus protecting a

> Giving up Seats <
public transit 7\ 4z f you are riding public transit or seated in awaiting room with limited
conscious L% seating, be conscious of those around you. If someone appears less fit than
vou, be polite and offer him or her your seat. Someone less fit might include an
outof breath |-~ 44z /¢  older person, a person who appears out of breath or tired, a person who does not
burden {di {71411 have good balance inside a moving vehicle (bus), a person burdened with parcels,
or a person who appears to be disabled. It is common courtesy for both men and
women to give up their seats if the situation

presents itself.©

justify JERA Yy If you are standing and someone offers
you a seat and you feel it is not justified,
simply say “Thank you, but I'm fine.
Perhaps someone else would like to sit S

down.”

Language Usage

TEBEtEfth A F BRI, — RS e o &, iEA SIEUE /£ 7 Thank
youZJ5, Fin—driabut, thans) A URLEE GO, A, =LA
iiiThank you, but I'm fine. (i1, &, ) EXFEH T, OEBRADH
S butfEE, BRI A Bl fEsorrysexcuse me J5, fl4n. Excuse
me, but you are sitting in my seat. (fUFEEE, RAAIEFRIGERT, ) BN, (E
dt At AT B, &ogrhd 2 No, @SRRI, EiENoZ G i
Lty % i thank you (ﬂithank%) . EDUEH, Al ML AR L A
U7, el DLE R R s SO R R AL . (HAEEIEE, Nollf—

N o,




appropriate {31, 14

common sense ‘i ikl
synonymous [ % (1
courtesy tL5, 1Ak

corporate culture {374t

corporation 7\ ]
diverse % FEMY
cafeteria it
ethnicity Fijie (B R%E)
conservatively i,
{R~FHb

casual attire {ii4:

present I
challenge #ki%

cognizant HIGETY. IAAIT
adhere to X f5

T, REE, ME—PNoz BB %, AL, FiliNo/Gim—EH
thank you, A JaJLI#ZNo, thank you. 4 ~Eefdokid, JHiz mob i f
NI —Ff R S

ON THE SCENE

In a large meeting room with a shortage of chairs, it is appropriate for
a woman wearing pants to give up her seat for another woman wearing a

skirt or dress. Obviously, it would be easier for me as a woman in pants to sit

on the floor or stairs. Common sense is usually synonymous with common

C()UFICS’\'.

> The Corporate Culture <

recent tour of a large and fast-growing hightech corporation
revealed a diverse nature of employees. In the employee cafeteria,
there were men and women of different ethnicities and ages. To further the
diversification, a few employees were dressed rather conservatively, yet most

were dressed in casual work attire.

Most of the time we adapt quite readily to a working environment. There

are times, however, when employees are asked to represent their company in a

foreign or unfamiliar environment. Representing oneself or one’s company in .

an unfamiliar business environment can present some challenges. Sometimes
local habits and customs cause others to be uncomfortable, focusing attention
on the “insiders” and excluding the “outsiders” . In the way a formal
environment can make us feel uncomfortable, a less-formal environment can

malke us feel uneasy.

Therefore, the rationale for taking this course is to be aware of and
understand the correct rules of business etiquette. Whether you choose to
follow them or not is your decision. Confidence comes with being cognizant
of the rules and making conscious decisions whether or not to adhere to

them.

TIP e

There is a big difference between those individuals who break the rules
and know they are breaking them versus those who break the rules and do
not know they are breaking them. The big difference is awareness, which
means the ability to be comfortable in almost any environment. Being
comfortable means being confident.

10

15
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> Manners Are Cost Effective <

ore than just allowing you to gain personal confidence, “good

manners are cost effective. They increase the quality of life in the
workplace, contribute to optimum employee morale, embellish the company
image, and hence play a major role in generating profit. On the other hand,
negative behavior, whether based on selfishness, carelessness, or ignorance,

can cost a person a promotion, even a job.” ©

“Up to 90 percent of unhappy customers never complain about
discourtesy, and up to 91 percent will never again do business with the
company that offended them. In addition, the average unhappy customer
will tell the story to at least nine other people, and 13 percent of unhappy

customers will tell more than twenty people.”

ON THE SCENE

Typically, a round dining table at a conference might serve eight to ten

people. It can be almost humorous — and definitely predictable - to watch the

anxiety developing on the faces of a few people around the table. Everyone is

seated at approximately the same time. The panic sets in when people look
at the overwhelming number of eating utensils, glasses, and plates in front
of them. Adrift on a sea of silverware,they do not know which belongs to
them or where to begin. It is fun to watch the eyes of the people around the
table. Some have an air of confidence and know exactly what to do. Others sit
anxiously with their hands in their laps waiting for someone else to make the
first move. Actually, this is a smart thing to do if you are not sure of vourself.
But think about how much more confident you could be if vou knew exactly
what to do. People gain a new level of respect for their “socially aware”
colleagues who act with an air of confident ease at a social setting in the
business world.

Try imagining what goes through the minds of people in such settings.
They might be thinking, “Oh,
my gosh! [ know my parents used
to tell me rules of etiquette, but
[ never thought I would have to
remember to use them. I should
have listened to what they were
saying!”

We are moving up the
corporate ladder because of our
intelligence, our talent, and our
creative abilities. Admittedly, we

are a bit rusty when it comes to business etiquette.

10
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TIP

Keep in mind that there is a vast difference between those who break the rules
through choice and those who break the rules through ignorance. It shows!

> Competitive Edge <

orporate America is a fast-moving culture, and competition is an
inherent factor. Corporations and businesses compete, and divisions
within corporations compete against each other. Departments within divisions
compete, and individuals within departments are competitive. Having
knowledge of business etiquette can be one more tool to provide you with a
competitive edge over others. It can be the tool that gives you the promotion

you well deserve.’

Repeatedly there are stories of individuals who have not been hired or who
have not been promoted because of an inadvertent social faux pas. They may
never have received feedback that an etiquette error was their problem. They
may never have known why they were overlooked for the position. Could this
ever have happened to you?Think about this question as you work vour way

through the module.

> Perception Is Essential <

hink about the individuals who seem to know exactly what to do and
when to do it and are always able to execute it with grace and style.
Whether you like them or not, don’t you secretly admire them? Don’t you
tend to think they probably have attended some special training program that

you have not had access to?

Remember that correct behavior is learned behavior. If you commit
yourself to practice the information in this module, you can generate the
perception that you also have had that special training program. Practice in all
settings, especially the most comfortable settings (such as at home), so that

proper etiquette will become second nature to you in the work environment.

TIP

Knowing standard business etiquette means that you know what to do, when
to do it, and how to do it with grace and style.

10

10




RECAP OF KEY CONCEPTS

The first rule of etiquette is that the other person feels comfortable.
Knowing the rules of etiquette helps build confidence, which can improve competition in the
business world.

Traditionally a man walks on the outside of a sidewalk, a man drives the car, and a man opens the

doors; these roles have changed with today’s business climate.

Positive behavior reflecting good manners to others is cost effective for business.

Text Notes

The first rule of etiquette is that the other person feels comfortable. This applies to all
settmgs and social situations. fL{Y & 21— B3 EA HRREBIEFAR ., X &G H T &
SRR S A .

- comfortablefy A AT HUE “SFAR™ , ZHE04E RO, WmtkRfE e, HiESk B&
FfYEFIE, Wlin. She doesn't feel comfortable walking in the dark. (72205, &
FIRAGEIHR, ) comfortable’s A~ HIfuEEE “M ANEFIEFARAY” . dncomfortable
shoes “GTARMUEE” . W@, TR MEE A RE, MOERFH “KREF
R, 3;%41‘1*751%"“ *4\'Jﬂcomfortablei‘i-j£, ifofHwell (BEREERICER) . anzgllifa)af
A 250k ER, AP ERMT IR DL A RAETAR” . #ILL : “He is not feeling well
today. 7

«apply toZ BUE “1&H] I, M " . 1. These rules do not apply to everyone. “ix:t
A E XS A~ N EBE A JH’ e

*socialif HIE AT “thafgs fhm”™ , dbdbds “#m” o B, dE GERW
&%y Wk éJ?EI/fJSoaa/ Network, socialit) %14 161 £1 “%@‘24\” ER, HahEEX
ysocialize, FRUE “WE T AEEADT o BN, MR WAER S el AR RE DR R, bRBia]
L) /=How to Socialize with People (Znfi] 5 A4 fE) .

® Once we know the rules of etiquette and are comfortable using them, we can make our
own choices regarding their application. — H F¢{f 1815 7L HLAE, H Hoaz e k10
BT, BATEREEXS Anfel iz X SRR HY H SRS,
X Hrjcomfortable A G E “BFAR™ , XHALOGHEZ AR RSO T, RE W,
gt REFAR .

sregardingE Lt "X T, 17 5 applicationg g T o XA R HLE
& “BTel] GUBORLE) rRi, ROJGEMEH B CiuiEss” , applicationiffy i )]
FiiE” Wi, anApp StorerifyAppfii i-Applicationfy4 75, 1x Happlicationgf i “Ji/

FREF" B

© Consider it a gesture of courtesy to you as another person. Do not think of it as an act
that is condescending. (714 t-§57 B HALiBAURHEE) ZHOXAEAOFLIE (B4 44 |
1) WA MRS R 71 A AU 2 A AL E R, ARER X
R A KB LR,




+ a gesture of courtesy “fL5if0 & k" . gesture 7 “FH, (K7 (&R, iEH T3
ol IR IBARCH T &,

» as another person “1E4%4aN N7 o WA AT N7 iX“~another person
FRIIERR TR 95+ A D ZINAT— N, AR IR T A ;’U\

«condescending “7if 5 (LB, WO M T eIk Uf_ﬁﬁH‘J"’ﬁl\'%J‘ﬂﬁ/\&Ti’\L
. AVHIRALT, {H W ANZR LA T &SR R (comfortable), PRSI I EANFLEAY

...a senior in authority, -2,

seniorii {7 “HEIYT B, X TEEEGE MRS THRELENT

- authority i f7 “BUd” AU, XHEEEZ BT

X

When walking with people your age or younger, take turns opening the doors for each

other as you progress through a building. %4 '5[A] 54 A kLl F CUEFRR9 AR iy, (e
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- people your age “{(Miid A" , thriiipeople of your age,

-take turns doing... “fii (fil) - "o TEEL turnsZEUREHORAL TR s i b
[J-ingIZ .\,

Do not make a big show of it. (/L /{F I B AFUII ) /F\'%?Ti’iﬁ{f‘?’k‘}ﬁﬁﬁﬂ*}'{, Ef%i‘zvﬁ‘ﬁa

- make a big show of it ‘T L “Hve CEIAMIIR) sk 1151

» Do not [LDon’t (YRl Mis (s, & & fEnot |-,

...these are not the rules observed in the business world today. 1X%E A LA K118 FL
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Today’s fast-paced business climate does not always expect this traditional rule to be
followed. A K HA 15 221 15 55 BR B A SR B X Ak (4 iy
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It is common courtesy for both men and women to give up their seats if the situation
presents itself. LILEE |- 17, P24 lAL 2 A, A ik rE,
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...negative behavior, whether based on selfishness, carelessness, or ignorance, can cost
a person a promotion, even a job. A1 4, AR FHAM, A, dELEHL Mh
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