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Proper business etiquette is more than making nice 

with people you don’t know or don’t like.

     
  Acknowledgments
· Being a true “gentleman” and “lady” were all about; how to make others feel comfortable, warm, and at ease while in our home; treating with respect and consideration.

CHAPTER 1

       LITTLE THINGS MEAN A LOT

· (10)Nuances are a powerful tool in business; actions, even small and seemingly insignificant ones, influence overall perception. Nuances are the clues that illuminate the greater self.

· (11) There is nothing little about the little things in business; business etiquette is a critical business tool; is a set of signals you send to show respect, inspire confidence, and earn trust in order to earn the right to advance the relationship. These are the pillars of success in the business world. Four Cs: Confidence, Control, Contribution, and Connection. 

· (11) Positive energy, genuine enthusiasm, and sincerity, which comes across trough your body language, eye contact, and behaviour.

1. (11)Confidence starts with believing in one’s self. Confidence is all about projecting positive energy, a positive mental spirit, and a positive attitude. Nuances as sincere, credible, and authentic. Projecting positive energy, confidence, and control must be present from minute one in any successful business relationship; high energy, enthusiasm, and sincerity; the more you assume “the role” and project a positive attitude, the more you naturally become positive.

2. (14) Control, the eye contact, or the conversation takes the lead and acquires control, which should be your goal throughout the relationship-building process. Making this control move early in the relationship is key

3. (15) Contribution. We are invited:

a. As a way to say thank you for your business.

b. Because others believe you have something to contribute.

4. (16) Connection. Connecting with another helps you to relate, builds trust, and inspires others to do business with you. The beauty in knowing the rules knows when it is okay to break them. Developing one’s own personal style takes much practice, determination, and will. 
a. (20) Close your office door; do not answer your phone; do not sign papers, chek e-mail, or attend to any other office task, initiate some small talk prior to conducting business; ask visitors about themselves.
b. (21) Prearrange seating in your office; note powerful signals from the person’s body language; speak on their level, matching pace, word use, tone, and inflections; be sure you are at the same level while seated; hosts should make offers of hospitality, such as water or coffee; however, the savvy professional should graciously refuse such offers.

c. (22) Got the rest room first, to check everything; present your business card to the receptionists; stand in the reception area, carrying your briefcase or portfolio in your left hand; allow your host to lead to the meeting room.

d. (22) Be sure everything with you has to do exclusively with this client; allow your host to be seated first; if you are given a choice of seating and you want to exude control, choose the seat facing the door; Exchange business cards before the meeting and keep them with you; introduce instead of announce each meeting participant; provide an agenda; choose your words carefully.

· (23) Some of he most successful people in the world, work long and hard to acquire these skills.

CHAPTER 2
       INTRODUCTION

· (25) Always say the name of the most important person first; business introduction; you say the name of the most important individual based on age or gender and make sure to mention something they have in common; there is a form, a process, and a protocol to the business introduction.
· (28) Be consistent, a proper business introduction must be balanced
Key Physical Moves

· (31) Offer your hand; if the introduction occurs in your office, come out from behind your desk to shake hands; if the introduction occurs outside, and remove your sunglasses and or gloves.
· (37) Our goal is to put the two parties at ease and facilitate their meeting, if you know preferences of the individuals involved, it is appropriate to breach the rules of protocol to accommodate.
How to recover if…

· (38)…you forget someone’s name.

1. Confess; ask the person to please repeat his or her name; ask the person how he or she prefers to be addressed; ask the mutually respected third party.

2. Ask for the person’s business card; make a visual association; ask the person how to spell his or her name; try “The set Up.” Send a “Set Up” person over to introduce him and then report back to you.

      CHAPTER 3

    SMALL TALK

· (40) By initiating questions, your initiate, secure, and maintain control, which is your goal; you take the spotlight off you and your arrival; and you are afforded the opportunity to hear the other person’s voice first and gauge his or her demeanour.
· (44) Even when are not in a strictly business situation, the art of small talk is important and useful.
· (46) Say what you mean and mean what you say; “Thank you”, I have so enjoyed meeting you and our time together; when possible, uses humor.

Dangerous topics 

· (47) Politics; religion.

Safe topics

· (49) The weather; a good look; transportation; your surroundings; sports; the other person.
Besides talk

· (51) Being successful in the art of small talk is about much more than just words and talking. To be a savvy conversationalist, you must use your entire body: facial expression, eyes, posture, and stance.

Small Talk Tips

· First, observe; stay safe; ask open-ended questions; make strong eye contact, a key indicator of your interest and respect; be aware of your body language revealing how you really feel.
CHAPTER 4

          NETWORKING
Networking Tips

· (69) Eat first; drink sparingly and groups; maintain an approachable facial expression; shake a lot of hands; thumb up, lean in; prepare a tag line: name, rank, and business affiliation; take your time; do not rush; concentrate now, takes notes later away from others purview; follow up via e-mail, personal note, and telephone; offer to help others.

CHAPTER 5

   TELEPHONE SKILLS

Telephone Tips 

· (83) Smile while talking; treat the gatekeeper as a professional; stand while talking; use a mirror when making a telephone call; whether you are the caller or the recipient of the call, focus on the conversation; when placing a call, do not ask the person; use scripts carefully; set up the next meeting; know who controls the call; use professional and grammatically correct language; whenever you get voice mail, leave a succinct, clearly, articulated message with only your key data points.

· (84) When setting up your own voice-mail message, be sure it is businesslike; when using a cell phone for a business call, be aware of your surroundings; be careful that the new telephone technologies such as call waiting, ring tones, and other gadgetry do not interfere with your goal of building business relationships.

CHAPTER 6

     E-MAIl

E-mail Tips

· (97)Choose and use your subject line wisely; use honorific; include a personal greeting and a salutation to add warmth to impersonal e-mail communication; respond promptly; considerer communications public domain. E-mail can be and is forwarded freely; do not use e-mail correspondence in business communications to share jokes.
· (97) Do not send anything in an e-mail correspondence you would not post there is no such thing as confidentiality; delete never means gone forever. Be sure all e-mail content is business appropriate; when using e-mail to schedule a meeting or resolve conflict, the rule is to revert to a more direct form of contact.
· (97) Be sensitive to the fact that misunderstandings are common in e-mail communication. Be slow to take offence and quick to pick up the telephone.
· (98) Do not use all capital letters; assume nothing, never send an e-mail when angry.
CHAPTER 7

      
      DINING SKILLS

Business Dining Tips






CHAPTER 8





     PRESENTATIONS

· (123) Visual: 55%; Verbal: 38%; Content: 7%

· (123) Energy and enthusiasm from out of the gate are critical in order to engage and retain your audience, 38% is how you say it.

Answering Questions

· “That’s good question” “Now that’s a terrific question”

Presentation Tips

· (135) Be well-rested; be so well-prepared that cards and notes are unnecessary; own your material; dress appropriately; arrive early; shake hands with everyone if possible, and personally welcome your audience; shake hands with your introducer, take off your watch.
· (135) Make eye contact with the individual furthest from your first, and then work your way in one individual at a time.

· (135) Be aware of voice quality, projection, pacing and volume; when using PowerPoint, stand to the left; be mentally engaged and physically relaxes; and let your creative substance shine through; conclude graciously, with a slight bow; walk to the door and personally thank each person for coming.

CHAPTER 9

  



         THE MEETING

Meeting Tips 

· (151)When possible, take the power seat; decline hospitality; invest in quality pens and portfolios; bring the smallest possible briefcase; turn off your cell phone; prepare and bring copies of an agenda; collect business cards and keep them in view.

· (151) Keep your hands in view; watch the clock; use props judiciously.

CHAPTER 10

        GENDER ISSUES

Tips on Gender Issues 

· (162) Lipstick (ladies) and lip balm (gentlemen) should never be applied in public; purses, small , if  even required, are never placed on the table in the dining or meeting room and are never flung across the back of the chair; personal hygiene: running a quick comb or brush trough your hair in public-Jamais!; ladies who are entering and exiting a car: Sit down, knees together, and swing legs together, and swing legs together into the car. Reserve the process to exit.
· (163) Removing one’s coat; ladies should cross their legs at the knees or ankles; always carry an extra pair of hose; men and women should have regular manicures; clip facial hair; nose and ear hair, and check bushy eyebrows; French cuffs are fabulous for both men and women; less is more with respect to fragrances, jewellery, accessories, and makeup; attire: Think investment dressing –quality, classic, and conservative.
CHAPTER 11

    ATTIRE

Attire Tips 

· (179) Choose dark, conservative suit colours. This applies to both men and women; dress a notch up from your client as a gesture of respect, and maintaining professional standards; business casual means different things to different companies; keep accessories, including jewellery, fragrances and scarves, at a minimum. Less is more.
·  (180) Helping another with his or her coat is a gesture of respect; avoid overly fashionable or alluring clothes; shoes should conservative, a classic pump for women; even company parties call for business-conservative dress, choose a quality watch.
CHAPTER 12

        BUSINESS CARD 

Business Card Tips

· (191)Keep business cards in a quality case; invest in quality business card; be sure your name is most prominent on the card; ensure that your business cards look perfect; never assume anyone wants your card; ask first; never ask a high-ranking senior executive for this or her card; remember, the business card is a reflection oy you and the firm you represent; do not write on a business card without asking first or until you are out of view of the giver.

CHAPTER 13

TRAVEL AND INTERNATIONAL ETIQUETTE

· (192) Understanding correct protocols of global business is critical to success in today’s global environment. In this era of instant communications and global travel, it is commonplace to have contacts and business opportunities around the world.
· (193) In the world, there are two types of cultures, high-context and low-context cultures. These terms refer to the way persons of different cultures interact and communicate. Both cultures represent different ways of conceptualizing and communicating, including language, verbal an nonverbal communication, customs; perceived values, and perceptions regarding time and space.

· (193) North America and Western Europe. 

Important Characteristics of Low-Context Cultures:
· Individualistic, logical an linear, more “here an now” oriented; change is good; time is money; emphasis on verbal communication versus the nonverbal message; facts versus intuition; direct and competitive; freedom to openly question and challenge the status quo.

· (194) Asia, Africa, South America, Middle East.
Important Characteristics of High- Context Cultures: 
· Value collective group consensus over individual achievement; developing trust between individuals is paramount; intuitive; emotions are highly valued over words or reason; emphasis on nonverbal clues; traditional oriented; Behavioural styles, body, voice, tone, gestures and sometimes even individual’s family status. Flowery language, humility 

How Culture Affects Business

· (194) Punctuality: punctuality is expected; titles and honorific; communications: it is helpful to establish bilingual business contacts before arriving.

· (196-200) The business of international protocol is full of important nuances.

· The only way you will get the meeting overseas is by enlisting the help of the mutually respected third party; be prepared not to conduct business until after two or even three initial meetings; have an agenda and anticipate reactions and objections:

· Personal space is to be respected at all costs; Handshaking is standard greeting around the world, different countries are know for different types of handshakes. In France, one to two pumps; in Latin and Arab countries, a limp, slow handshake. In Germany, one brisk pump; in Japan, a handshake and a bow.
· Touching, hugs, and embraces also vary from country to country; kissing; attire: emphasize and a conservative look; for ladies, skirts rather than pants are still considered the most professional in the business world today, pearls, gold, classic pumps; neutral hose, closed necklines, and hemlines just above the knee or even mid-calf are all considerate most professional.

· Sitting: sit focused forward with an invisible “V” between you a back of the chair.

· Business card exchange: Remember to present and receive a business card with either two thumbs on either corner (most formal) or one thumb on one corner (second most formal).

· Honorific: do not assume a first-name basis; interpreters: have your own; introduce colleagues in a professional manner; have an agenda prepared, even if they do not; do much planning and preparation for the meeting before you go; they will. Be aware of subtleties in certain cultures, ”Read between the lines and understand “

· Gifting is a big part of international business: colour, numbers, gift; gestures, jokes, use of slang, jargon, and addressing others by their first name too soon; do try to learn some key words and phrases of the language, enough to demonstrate you have made the effort, even if your pronunciation is a bit off
· Hands belong on the table during the meeting and negotiations; there are time differences; entertainment is part of the international business protocol; eating habits vary.

· (201) Cultural differences also turn up in other settings; personal space precious, so it should be respected at all costs; old habits die hard. You must always be aware of your cultural environment and consider the customs while meeting with and visiting abroad.

· Hands: hands belong on the desk in the meeting room, boardroom, or dinning room table, not on your lap; car/ limousine etiquette: the host is always seated in the rear right of the car or limousine.

Attire

· (203) “Comfortable” and “casual” can mean different things to different individuals. Because you never know who you may encounter en route, you should al ways dress professionally. Travelling in sweats or wrinkled blue jeans, however, does not give you the professional image you are endeavouring to portray. Men and women should dress professionally. Take time with your appearance. You are not off duty.

· (203) German, “if you want it, you can’t think about it; you just have to do it.”

Packing

· (205)Travel lightly. Be sure to pack items that allow you to network effectively, should the opportunity arise while in travel.
Security Issues

· (206) Planning what not to wear in order to breeze trough security

Be Courteous
· (206) It sounds simple. While travelling, be especially courteous. Travel time, fatigue, and delays all contribute to high anxiety and short tempers; “Please,” “thank you,” “excuse me,” and “sorry” go a very long way in terms of appreciation.
Tipping

· (207) A tip means “to insure promptness.” In other words, tipping is critical to ensure good service.
International Business

· (212) Wherever your business may take you, research the customs and travel issues before you leave, and have an individual in place with whom you can consult during the trip. Advance planning makes travel and global business profitable.

APPENDIX

Fabulous @ Work

· (215) Whenever anyone asks how you are doing, “I’m fabulous, thank you asking (name of person). And how are you today?”; Know the rules that govern any situation and when it is okay to break them; invest in quality in everything you buy; let others sing your praises; initiate handshakes, eye contact, conversations, and introductions.

· (215) Be adept at conversation and small talk to help place others at ease; make gentle suggestions; ask permission before calling anyone by his or her first name, sitting, taking notes, exchanging business cards, and so on; use discretion and err on the side of caution; when in doubt, don’t.

· (215) Use correct dining etiquette; treat the mail delivery person just as you would your most important client; have a favourite restaurant in each of the cities you frequent, be ready to recommend a great book; wear the watch you can most comfortably afford; write real thank you notes; invest in quality stationery.
· (215) Stand, don’t sit, in the reception area while waiting for clients; take your right glove and sunglasses off whenever shaking hands and greeting someone; take the time to hold the door for others as they approach, even if it means waiting several seconds; never drink to yourself.

ABOUT THE ACTOR

· (223) Corporate etiquette, international protocol, dining, networking, behavioural, styles, and presentation skills; Business journal, Women’s Business, Restaurant; Elegant Wedding; strong relationships.
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