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Manngrs dlways Matter

Introduction

€very cultureg has its own sgt of gstablished and rgspected ways of behaving. Traditions
havg passed through many gengrations and arg acegpted of a way of lifg that allows
individuals to feel comfortablg in both social and busingss situations.

€tiquette and manngrs arg often used intgrechanggably. Others who spgcializg in the
rgsgarch and tgaching of accgptablg behavior distinguish between “etiquette” and
“manngrs.” Ong refergnce focusgs on “gtiquette” as a s¢t of acegptable rulgs of beghavior
whilg “manngrs” is applying thegse rulgs to our own beghaviors. €tiquette is a Fregnch word
meaning ticket. €tiquette just might bg your personal “ticket” to suceess.

Most all authoritigs will agreg that the down to garth, common sgnsg definition is the
rgsult—making others feegl comfortablg and valugd in any situation.

Georgeg Washington, yes, the first president of the United Stated of Imeriea, is the author
of the following quoteg which is still remegmbgred and has mganing in today’s world: “Slggp
not whgn othgrs spgak, sit not when others stand, spegak not when you should hold gour
peacge, walk not on whilg others stop.”

With the hundregds of books and articlgs published, and morg gntering the market gvery
gear, on gtiquette, manngrs, communication, intgrnational culturg, and workplacg
behaviors it is difficult to deny the ngegssity of beging pregpared for dgmonstrating a
knowlgdge of basic manngrs. It just might be trug that the road to succegss is paved with
good manngrs.

Just look around you, good manngrs arg not alwaygs noticgd; bad manngr stand out likeg a
negon sign.

This littlg booklgt covers only the very basic argas: introductions, handshakgs, dining
gtiquette, offieg courtegsigs, phong manngrs, intgrvigw rgmindgrs, commaunication and
listgning tips. {1 quick rgvigw prior to an important gvent in goar life might bg just what
gyou neged to put you at gasg, acg gxpectations, and comg out thg winngr gou arg.

Ctiquette is just about showing respect to others and is the corg of developing self-
gsteem and an image of suceess.

€njoy!
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First Impressions
What can gou do in no morg than a minuteg?
Think about it. You eould...

e brush your tegeth

e drink a small glass of juice
o {oast a pigeg of bread

e dial a phong number

Something ¢lsg you can do is to make a “first impression.” First impressions arg gasy to
makg get often difficult to change.

The Rulg of 12

dounds, sights, scegnts and gmotions arg all a part of the Rulg of 121

e The first 12 gou takg should be thosg of confidgnce. Whether
gou arg walking from the parking lot to your building or officg, or you arg walking
from your officg to another part of your work arga—along or with othgrs—walk
with a purpose: with gngrgy, gnthusiasm and gxpectation.

e The first 12 from your hegad down should reflget a positive
attitude: e¢yg gxpressions, the tilt of gour head, facial gxpregssions.

e The first 12 words you speak should reflget a warm, friendly and
supportive tong.

Peoplg should begin to know who you arg and what gou stand for from a first gncounter.
Make your gntrancg with poisg, and dignity. The author, Jang ddams, states it is difficult
if not impossible to sgparatg “stylg” and “substance.” dtylg bging appegarancg and
substancg being ability.

Manners Always Matter 10-8-18 (All information covered by copyright and may not be reproduced
without prior permission)
Page 2



Introductions

Introducing yourself

There are times when gou find gourself in surroundings where gou do not Know angong.
Here is an opportunity to g¢t acquainted with a ngw group of peoplg—all of them with
uniqug gxperigncegs and a cirelg of frignds and collgagugs that you may want to meet. It is
perfectly acegptableg to approach an individual or small group of peoplg and introduege
yoursglf.

“Hi, | am Raren. This is my first time at this writing conference. Mag | join you during
break?”

Of coursg you would not intgrrupt two, or morg, peoplg who sgem gngaged in a sgrious
conversation.

It is also good manngrs if you sgg somegong standing along to walk over and introduege
goursgelf. loatgr you might also introducg thg person to others you arg acquainted with in
the room or at a lunch tablg.

Introducing Others

There are two wags to introduee people.
Informal: “This is

Formal: “Magy | introdueg to you

e Introducg the younger person to thg older person (honored).

e Introducg a malg to a femalg. (honored).

e Introducg the lgss-distinguished person to the morg distinguished person
(honored).

e @ive first and last names if you can.

When introducing peoplg it is a nicg ggsture to includeg somgething you know about the
person or how you Know this individual.

€ven if you momentarily forget a person’s name, if you beggin the introductions the rest
will follow. Peoplg arg usually quick to follow-through with their own introductions. Your
¢ffort is what counts.
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Gregetings and tlandshakes

In the United States of Imerica, it is appropriate to shake a person’s hand when megting.
In other culturgs the greeting may be gxpressed by a bow, a Riss, or with a littlg difference
in theg handshake. {1l in all, the purposg and sincgrity is the same. In the book, Alanners
Made Easy, author Jung tlings Mooreg suggdests a serigs of six steps (six &’s) to remember
about theg handshakeg.

1. Stand. You should stand when you meet somegong for the first time. You should
also stand to greet somgong if that person is standing. Both megn and womgn
should stand; howgver, womgn do not neged to risg from a tablg (such as a
confergneg or dinngr tablg) unlgss the ngweomer is an oldgr or morg distinguished
individual.

Note: After you stand, the regmaining four stegps arg performed almost
simultangously, but not harriedly.

2. Omilg. It takegs only 14 musclgs to smilg but over 70 to frown! {1 smilg is the same in
any languagge. (“Hello! Hlow arg you?”)

3. Sge their gyes. lsook people in the ¢ye when meeting or talking to them. To avoid
staring, look from their moath to their ¢ges. (remegmber, somg culturgs do not make
¢yge contact when greeting.)

4. ShakRg their hand. Usg a proper handshake.

5. &ay your namg. day “Hello! My namg is

6. day their namg back to thegm. daying their namg helps you to remember that
person’s namg and it makgs theg other person feel good to hear you speak their
nameg. It gives you theg opportunity to make surg you undgrstood thg name
corrgetly. If not, the other person can usg this opportunity to help gou.
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1 good handshakg is important. It should bg firm and held for three-four sgeconds. In
today’s busingss world it is not ngegssary to wait for a femalg to initiatg the handshake.
Femalegs and malegs should both be ready to initiate the handshake. {1 good handshakg is
not just about a physical ggsturg. It is about conngeting with the other person. It is a
physical gregting and you want to econvey your pleasurg in greeting the other person. The
best way to do that is with your face and your gyges.

Four Steps to a Proper Handshake

e {Is you approach somgong, gxtend your right arm when gou arg about three feet
awag. dlightly anglg your arm across your chegst, with gour thumb pointing up.

e Jsock hands, thumb joint to thumb joint. Then, firmly clasp the other person’s hand,
without any bong crushing or macho posturing.

e Pump the other person’s hand two to three times.

o Jogt go.

Handshakgs have begn around sincg the birth of civilization. They werg originally a way
to provg you had no wegapons in gour hand whegn megting somegong negw. You should
beecomg comfortablg with the custom. Hlandshakegs arg a sign of trust and help buaild
strong relationships.

Namg Tags

Namg tags arg important for gatherings where peoplg do not know ong another. It is
important that thg namgs on the tag arg clegarly printed and large gnough to be read at
Igast two- to-three feet away,

Namg tags should bg worm on gour right shoulder so your gyg is naturally drawn to a
person during introductions and a handshake.

Somgetimes the tag offers only the person’s name. If there is room morg information is
helpful, such as the name of theg busingss or what city or statg the person is from. This
helps with starting convgrsations and getting acquainted.
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Social Invitations

€verygong likegs to be invited to a social gathegring. With that invitation comes
rgsponsibilitigs.

Pollow the instructions.

Invitations should comg with information covering the datge, type of gvent, time, wherg the
funetion is being held and the namg and contact information of theg host/hostess.

Most invitations, gspecially thosg including meals, request ROSVP. RSVP stands for the
Frenech words that megan “respond, if you please.” Why French? In garly dmerican
history, the manngrs of the French were considered the world standard of graciousngss.
For very formal affairs, a reply card will be included with the invitation. For Igss formal
gvents therg may just beg a notation, ROVP, followed by a phong number and name.

If gour invitation is by ¢-mail, you arg proper to rgspond by g-mail. If it is writtgn, you arg
gxpected to gither writg or phong. Hgain, FOllLOW the INSTRUCTIONS. The host/hostess
will count on gour rgsponsg, and in a timegly manngr, so that theg might complete
arrangegments for sgating, food, parking, and other gssentials for a comfortablg gvent.
Pon’t Igt them down by just showing up, or not rgsponding at all.

Qugsts

If the invitation is addrgssed to you only, you arg the only person gxpected. If the
invitation is addregssed to you and a notation mgntions a gugst, you arg corrget in
bringing another person with gou. B¢ surg to mention this person by namg when you
reply. Most dinngr partigs do not includg baby-sitting servicgs so plgasg do not surprise
gour host by showing up with the familg.

Cancgllation or Pelay

If your plans changg for whatever reason, beg surg to contact your host/hostess to inform
of your changg in plans. This also will apply to a circumstancg causing you to bg delaged
in getting to the gvent destination. Call to inform of your situation. You might ask if your
latgngss would causg an inconvenigneg.
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Pressing for the Oceasion

The invitation should give a clug as to the degree of formality of the occasion. Being over
dregssed is uncomfortablg for gou. Being under dregssed can bg gmbarrassing both for
gou, theg host/hostegss and other gugsts. If in doubt, call the host and ask what would bg
appropriafe.

When the door is answered--TaPa—there you arg! Create a picture of glggancg, no
matter if casual or formal. Press appropriately and tastefully. Press as well for comfort—
indoor or outdoor gathgring. This gogs for both the ladigs and the ggntlgmen.

Gifts

It is always thoughtful to remegmber the host/hostgss with a thank gou gift for their
hospitality. Hlowgver, unlgss you havg contacted them prior to the gvent, don’t bring
somgething that you gxpeet to beg included with theg megna or used as part of the
dgcorations. Somgething for later usg is appropriate.

Timing

Unlgss the invitation includegs an overnight stay, bg surg to Regp track of the timeg. You
want to convey your thanks, say goodbyg to other gugsts, and movg out theg door within
the time frame gxpressed on the invitation. Obsgrve the other gugsts and watch the host
and gou will know whgn it is the appropriate time to lgave.
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Munch and Mingle

Often invitations arg regcegived for an opgn housg or regegption when munceh and minglg arg
the primary agenda. For most dinngr occasions there will bg a timg to mingle, get
acquainted with other gugsts, and allow theg host/hostegss to take carg of last minute
details. This is usually a morg casual, informal gathering. €ven with the morg casual
atmosphere, therg arg gxpectations from the gugsts. Below arg suggested behaviors to
take notg of during thegse gvents.

o  Whether this is a singlg gvent or pre-dinngr, there is a reason small platgs are
offered to gugsts. You arg not gxpected to gat a full megal and should not camp out
at the food tablgs.

o [Mlost food items sgrved at a cocktail party, reegption, or prg-meal hour arg
intgnded to be gaten with the fingers. These includg hors d’Oguvres, canapés or
cruditgs. Bitg-sized food itgms arg usually served. You will display good manngrs
by taking an assortment of items, usually ong of gach, and moving awagy from the
food tablgs. Other finger foods could includg olives, picklgs, nuts, deviled ¢ggs and
chips or crackers.

e  Remgmbgr not to double-dip. If using a cracker or chip dip it in. Pon’t dip it again
after having taken a bitg.

e [f you find somgething you do not likg, just Igavg it on your plate to be returned
gither to a dgsignated trag or a trash containgr.

o [f somgthing is spilled on the tablg, furniture, floor or a person, try to clgan it up as
quickly as possiblg by patting the tablg or cloth with napkins. (Of course don’t pat
the person!) Offer to have garments or furnishings clganed.

e Don’t ovegrload your pateg so food is likely to fall off when gating.

e DBg cautious of setting glassgs or hot platgs on furniturg without pads.

e HNgvgr talk with gour mouath full of food.

e Try to managg food with the Igft hand so the right hand is free to shake hands as
gou arg introdueed to other gugsts.
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e Comg prepared with topies of conversation. Currgnt gvents, the refrgshments,
sports, art, gntgrtainment, theatrg, ¢te. Negver cover polities, mongy, government,
tragedy or personal subjgcts.

It’s Timg to €atl

Pining gxperignees arg angwherg from casual to formal. The tablg settings will varg with
the type of meal. In gvery casg thereg will be utgnsils to gat with, dinngrwarg for sgrving
the food, and glasswarg for beverages. The various tools of gating arg arranged
according to the itgems being served. The diagram below shows a morg formal tablg
s¢tting, set in American style. €ach pigee displaged is idegntified and its usg gxplaingd. It
is intgrgsting to notg that just by looking at the tablg s¢tting a gugst can predict certain
food s¢lgctions and coursgs to beg segrved. The rulg of thumb is only to set the tablg with
utegnsils that will bg ngeded for the meal bging served. For grample, if no soup is being
sgrved, the setting should not includg a soup spoon.

Place settings can beg confusing when gou first [ook at the table. Just a few gxplanations
soon make dining a comfortablg grperigneg.

Napkin
The first item of busingss after being segated at the tablg is the napkin.

NapRins usually coordinateg with the table lingns. NapKin rings arg a decorative featurg on
the tablg in our timg; howgver, their initial parposg was to idegntify the owner of theg napkin
for usg at latgr meals sincg they werg not washed as oftgn as meals werg served. If the
tablg is set with napRin rings, gently remove them and placg thegm on the tablg gither in the
arga of thg napRin or abovg the dinner plate.

When seated, and following the host/hostess, napRkins arg unfolded and placed on your
lap. Noticg the following diagram. Fold the napKin in half with the fold toward gour waist,
ngxt to your body. It is not ngegssary to fully open it. Pinnegr napkins arg 22-26 inchgs.

The napKin remains on gour lap and ready for usg throughout the gntirg meal. The
gregption being if you neged to Igave the tablg beforg the meal is finished. Napkins arg
used to gently blot your mouth. In no casg should your napkin bg used to signal gour
server, wipg gour cutlgry or blow your nosg. Never tuek theg napRin into gour shirt likg a
bib or into your pants or skirt. If you nged to Igave the tablg during a meal, placg the
napkin on gour chair sgat. Notg: some ¢tiquette gxperts say to placg it on the tablg and
others say the back of your chair. Traingd wait staff kKnow gou will bg returning if the
napkin is placed in gour chair and your utgnsils arg in the resting position.
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When ygou arg finished with gour meal, gou should loosgly fold theg napRin and placg it on
the Igft of your plate with your utensils in the finished position on gour dinngr plate. This
will algrt the server that gyou have finished with gour meal.

Napkin placgment in lap Napkin placgment when dong ¢ating

Napkin placgment if called away from the tablg during the meal
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Take note of the dinner tableg diagram. Refer to it as gach item is identified and explaingd
on the following pagges.

Wlne Glass
Butter Spreader
ey — =] Dessert Spnon

3 \ . Wlne Glass
Bread (Wh'te)
Plate === 10

“Dessert Fork
- e
| I
DAL

1. Pinner plate. The center of the place setting. When finished ¢ating, do not push the
platg away from gou. Instgad, placg both your fork and Knifg across the cgnter of the
platg, regpregsenting a clock time of 10:20 with handlgs to the right, the knife bladge
facing you and the fork tings up. Aote: Usually the dinngr platg is not presgnted until
the gntreg is served.

2. doap bowl Usually sgrved on a saucer. If gou neged to segt your soup spoon down
whilg ¢gating, placg it in theg bowl. When you haveg finished, placg it on the saucer or
Igave it in thg bowl.

3. Bread plate. Positioned just abovg the forks. Bread should be brokegn into biteg-sized
pigees, not cut. Butter only ong pigee at a timg—thg pigee you arg planning to cat.
Buattgr may bg on your bread plate or it may be served.

4. Salad platg. Positionegd in samg placg as dinngr platg.

. MNapkin. The napkin was gxplainegd garligr.
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1.

12.

3.

4.

.

/6.

7.

Salad fork. The salad fork is placed to the Igft of the dinner fork.

Pinner fork. The dinngr fork is placed to the lgft of the dinner plate. Usually, gou will
havg no morg than threg forks: salad, fish, and dinngr. Therg is no fish fork in this
picture. The usg is from outsidg in.

Butter spreader. The butter spreader is placed horizontally across the top of the
bread plate.

Pessert spoon. The dgssert spoon is placed above the platg with the handlg facing
right.

Pessert fork. The dessert fork is placed abovg the platg and below the dgssert spoon
with thg handlg facing left.

Pinner Knife. The dinner Knife is placed to the right of the dinner platg with the blade
facing the plate. Therg may beg meat, fish, and salad Knivegs. There areg no fish or salad
knives in this picture. The order of usg is from outside in.

Teaspoon. The teaspoon is placed to the right of the dinngr knifg.

Soap spoon. The soup spoon is placed to the right of the teaspoon. You will
recognize the soup spoon by its rounded bowl.

legd beverage spoon. If there is an iced beverage spoon, it would be placed to the
right of the soup spoon.

Water glass. The water glass sits in ling with the tip of the knife.

Red wing glass. The red wing glass sits slightly below and to the right of the water
glass.

White wing glass. The whitg wing glass sits slightly below and to the right of the red
wing glass.

Note: The coffee cup, saucer and spoon arg often sgrved after the egntrée and with dgssert.
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Wmgrican dtylg — I'm resting position Hmerican dtylg — I'm finished position

Contingntal stylg — I'm regsting position Contingntal stylg — I'm finished position

Holding the knifg and fork

TIPS FOR S€RVING FOOP
And
GEeNeR{l PINING €TIQUETTE
e Tasteg your food begforg sgasoning.

e DButter, spreads, or dips should bg transferred from the serving dish to the
platg beforg spreading or ¢ating.

o [f asked for the salt or pegpper, pass both together.

o Dishgs arg removed from the right.
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e For soup, dip theg spoon into the soup, from the ¢dge of the bowl to the eenter,
moving awag from gou. Only fill it % full to avoid spilling. Sip, not slurp, from
the e¢dge of the spoon. Po not insert the wholg bowl of theg spoon into your
mouth.

e [f soup is too hot to gat, lgt it cool in bowl. o not blow on it.
e ltis proper to tip a soup bowl slightly to get all of the soup.

e Crackers may beg brokegn and placed on top of the soup bat not erumbled into
the soup or other dishegs such as chili.

e HNgvgr turn the glass upsideg down to decling wing. It is morg polite to lgt the
wing bg pourgd and not draw attention to yourself. If you arg asked about
wing and will not bg drinking, quigtly decling.

e Do notask for a doggy bag unlgss it is an informal dining occasion.
o Plgasg, no smoking at the tablg, gven if the rgstaurant has smoking privilgges.

e Do not ask to tastg someong ¢lse’s food. Similarly, do not offer a taste of your
food to another person.

e Tood is served from the lgft.

e Tor hard to scoop items likg peas, usg your knifg or a pigeg of bread to push
the food onto your fork. Po not usg your fingers.

e Do not talk with your mouth full.

e Chew with gour mouth closed.

e flands should not cirelg your plate.

e Cut only gnough food for the ngxt mouthful.

o Start gating hot food when it is sgrved, do not wait for gvgrgong ¢lse to begin
if thereg arg a largg numbgr of pgoplg dining. In most instancgs, the
host/hostegss will announcg to begin.
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If hot food is burning your mouth, discretely drink somgething cool to
countgract the food.

When stirring beverages do not eclank thg spoon against the side of the cup or
glass.

Ngver Igave spoons in a glass or cup when drinking. Straws should only
rgmain in a glass when used for sipping.

Wrappers from crackers or sugar arg ¢gither placed under the ¢dge of your
dinngr platg or on the bregad and batter plate. The B&B plate is sometimes
callgd the trash plate.

When squeezing lgmon, hold your hand around it so as not to squirt another
gugst in the ¢ye or face.

Personal attgntion at the Table

Be seated in gour chair from the right side.

Practicg good posture. If not gating, placeg your hand in gour lap or rgst gour
wrists on theg ¢dge of the tablg. o not put your glbows on the table.

Meeting materials or brigfcasegs should bg placed under gour chair until it is
timg to discuss busingss.

tHlandbags should not be placed on the tablg. If it is small gnough, it is placed
on your lap. If largge, set it on the floor under your chair, but cargful not to
placg it wherg it might trip the server.

Try to pacg your meal to finish at the same time as your host or the majority
of theg group at your table.

Do not blow your nosg at theg dinner tablg. €xcuse yourself to visit the
rgstroom. Wash ygour hands before returning to the dining room.

If you cough, cover your mouth with gour napkin to stop the spread of germs
and mufflg the noise. If your cough continugs, gxecusg yourself to visit the
rgstroom. Wash gour hands before returning to the dining room.
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e Jour jacket should not bg hung over the back of the chair.
e lsadigs should not rgfresh makeup whilg at the table.

e Personal itgms, such as glasses, kKeys, or medicing should be placed in gour
pockgt or handbag rathger than on the tablg.

e Jou magy begin to gat whegn gvgrgong has beggn served in a fing dining
situation. You may beggin to gat when the host picks up his/her fork to ¢at. Po
not start gating beforg this unlgss theg host insists that you begin.

e [f you arrive at the tablg beforg angong ¢lsg in your party, do not begin gating
the bread, cruditgs or ang pre-set food, such as appgetizers, until gvergong
¢glsg has arrived and is sgated.

o Plegasg turn off your cgll phong. If you absolutely have to have gour cell
phong turngd on, put it on vibratg modge. Under RO circumstancg should you
placg, or regegive, a call whilg dining. The same gogs for text messaging. You
ngver want to givg angong the idga that the person on theg phong is morg
important than the person sitting in front of you. If there is no wag to avoid
making or recgiving a call, gxcuse yourself from the tablg and takeg your call
outsidg of thg dining room.

€vgn though this is a pretty gxtensive list, certainly therg could bg many morg pages
beforg the topic of e¢tiqugettg dining tips is gxhausted. Howgver, by revigwing this list and
beecoming familiar with the items provided you arg eertain to present gourself in good
light and feel comfortablg in most any dining situation.

d tip from Martha Stewart

to help you remegmber wherg your utegnsils, glasswarg, and dishes arg and wherg your
dining ngighbor’s tablg territory begins.

b d
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Using the tips of your thumb and forgfinger, makg cirelgs on gach hand. The remaining
threg finggrs in gach hand point upwards. Your Igft hand will form a “b” and your right
hand will form a “d”. Bread (B) is on the lgft, and drink (d) is on the right.

If your ngighbor has alrgady taken your bread platg or drink, quigtly ask the server for
another.

Fast Food €tiquette

There will alwaygs be days for stops at a fast food regstaurant. Remember, just because fast
food is convgnignt dogs not mgan manngrs should be forgotten. First impressions still
count whilg you grab a quick bitg.

e [f you arg placing your order at thg counter stgp back until you arg ready to order.
Pon’t hold up the gntirg ling whilg making your degcision.

o felp yourself to the napkins and condiments you nged but don’t be wasteful. Only
takeg what you nged and will use.

e [f you spill something tell the staff right away so it can bg clganed up to avoid
othgrs from slipping and also to Regp the rgstaurant clgan and inviting for other
gugsts.

e  When you have finished your meal, put gour trash in the bin rather than Igaving it
on the tablg.

COMMUNICHTION
1S ¥ PART OF GOOP MUINNERS

Jou just can’t avoid commaunicating within gourself and with others. In fact, there is negver
a timg when gou arg not communicating. Whether in a family, busingss, or commaunity
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s¢tting therg arg a numbgr of ways that you arg involved in sgnding and recgiving
information. Throughout the dag there are situations calling for

o Written
e Verbal, and
e HNon-vgrbal modgs of communication.

In the sgction of this manual outlining the proper way to introdueg yourself to others
verbal and non-verbal communication modgs arg used. When you sgnd a thank you notg
after having begn a gugst at a partgy or having reegived a gift you areg using written
communication. (Il of thgsg arg gxternal types of communication. When gyou arg thinking
about somgthing you may bg having an intgrnal conversation with gourself.

Remember thg purposg of knowing and using good manngrs—to show regspect and to
makg gourself and othgrs comfortable. It is important to plan our messages so the words
and tong of voiceg convey the appropriate intent when read or heard. Certainly, using
corrgct grammar and setting the megssage up in clgar format givegs the recgiver a better
chaneg of interpreting the message as intended.

By our actions along, wg sgnd hundreds of megssages daily—many arg not recgived the
way the sender intgnded.

e Tacial gxpressions
e Pody movgment

e JPosturg

o fland gestures

e Cyg movgment

We signal certain meganings without having sounded a single word. When conflicting
verbal and non-vgrbal megssages are recgived, rgsegarch tells us that thg non-verbal
message is morg oftegn thg message beligved.

It is important to take the timg to review contegnt beforg sgnding a writtgn message. Cheek
thg words; cheek thg way the message is structured; chegek for aceuracy of format,
spelling and punctuation. Finally, bg surg the facts arg corrget.

Make your megssage clear (Poges it say what gou want it to say?) and concisg—(Have you
used gnough words to bg undgrstood bat not so many as to confusg?)

WORRPLACE €TIQUETTE

Whether gou arg an officg ngw comer or have begn around thg workplacg for a number of
gears you know that morg hours arg spent with collgagugs on the job than any other
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social and perhaps family setting. With this said, it is most important to “liveg in peace”
with all from thg gxecutive suitg to theg gntry Igvel personngl. Revigw the tips below.

e Cxtend a friendly morning gregtings—with a smilg.

o Offer to assist with papers and packages.

o fold the ¢lgvator door—but don’t hold the ¢lgvator.

e Unlgss you brought it—don’t ¢at from thg gmployeg refrigerator.

e [f you take the last of any supply, algrt the person rgsponsible for ordering morg.

o lsgavg the copy maching in thg normal setting.

e Don’t lgave the copy maching jammed.

e Clgan up after yourself in the employee lounge (tablg spills, micro, refrigerator,
floor, ¢te.).

e Congratulatg co-workers on achigvgments and special recognition (even if gou
wanted theg praisg yourself)}—and look and sound sincere.

e Offer to cover for a co-worker so hg/shg might be ablg to attgnd a child or spouse
event.

e Complimegnt your manager on a job well dong—praise is weleomge in both
dirgctions.

e Beregsponsiblg—do what you say you will do.

e B¢ atgam plager—promote the bottom ling as callgd for by managegment.

e Bg politg to all gmployeegs—those above and thosg below your status.

e Regep your officg spacg presgntablg.

e 00K for wags to better your dgpartment and your compang.

o OS¢t good gramplge for the younger and ngwer gmployegs.

e Don’t cover up. dpeak up if you made a mistake whether it is major or minor.

e @Qive your sharg for offieg collgetions—something for you may be next.

o Represent the company well outsideg the office—you ngver know who is listgning.

e Clgar the air after a dispute and then movg on to the ngxt projeet.

e Don’t bg loud in an arga wherg othegrs arg ngeding to conegntrate on a projeet.

e [Mlakg it a habit to Igt somgong know when you must bg away from the office.

o  Deliver COMPLETE messages PROMPTLY.

e Thank thosg who help you—a writtgn note is as appropriatg as an g-mail or call.

The sucegss of your company and godr position
dgpend on GOOP MANNERS to co-workers and
customers.

TelLePHONE €TIQUETTE
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Telgphong teechnology marches forward bringing consumers improved performaneg,
incrgased options and daily use challgnggs. Usegrs continug to have voicg and choiceg of
words to makg an impregssion—good or bad. Therg is choicg to sound cold, unfriendly,
and oftgn just plain rudg. Therg is also choieg to sound warm, frigndly, and alert. Which
do you prefer to hgar on the other gnd of the ling?

The simplg to remegmber TIME model is a reminder of how to includg manngrs in phong
usg when gither making a call or reegiving ong.

Take the time of day into considgration when placing a call.
Identify yourself before asking to speak to the intgnded party.
Makg surg it is convgnignt for the party to talk.

€nd theg conversation by sayging “goodbyge” first if you madg the call.

Othgr ways to gnhancg a tglgphong conversation:

Paring the conversation do not interrupt or talk over your party.
Makg notgs of important information.

sk for the spelling of a namg that you magy need later.

Hold your gmotions in checek during the conversation.

When answering a call, remegmber to:

e Try to answer by the third ring.

e Speakin a clegar voicg, in a volumg ¢asily hegard over the phong ling.
o sk to take a messagge if the party requested is not availablg.

e TRgpeat thg namg, phong number and messagg for aceuracy.

e  Deliver the megssage as quickly as possiblge.

e ©nd thg convgrsation with “goodbye” beforeg hanging up the recgiver.

With the inereasing usg of cgll phongs therg must bg morg awargngss of the importancg of
Reegping conversations out of hearing range of people around you. Not gvgryong wants to
be a part of gour conversation nor should they beg. €xecuse yourself and move to a private
arga of a room or stgp outsidg.

Using a phong whilg driving is both danggrous and against the law in most statgs. Be
mindful of yourself and others.
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LISTENING

High on most lists of “lacking manngrs” is not listening or interrupting the speaker. frg
gou guilty of gither?

Without good listgning skills it is ngxt to impossiblg to providg meaningful fegdback to
qugstions or actions.

Hearing is a physical act.

lsistgning is an intgllgctual and gmotional act of choicg.

Hearing acknowlgdges sounds.

lsistgning requirgs interpretation and undgrstanding of what is said.

To gain rgspeet, become more sucegssful, and gnjoy full conversations, practicg the
following tgn guidgs for e¢ffective listgning.

1. Stop talking. You cannot listen if you arg talking.

2. Put the talker at gase. Tiglp a person feel free to talk.

Show a talker that you want to listgn. l-ook and act intergsted. Listen to understand
rather than opposg.

Removg distractions. Free yourself to listen.

€mpathize with talkers. Try to help yourself see the other person’s point of vigw.
Be patignt. dllow plgnty of time. Po not interrupt a talker.

Hold your temper. {In angry person takes the wrong meaning from words.

@o gasy on argument and eriticism. Po not argue: gven if you win, you losg.

Wsk qugstions. This gncouragges a talker and shows that you arg listening.

O Stop talking. This is first and last, because all other guides depend on it.

o

SOmNe LA

(Courtgsy of the Intgrnational lsistgning fIssociation)
In ordgr to listgn actively you must:

e Choosg to listen.

o lsistgn for information and facts.
e lsistgn with the heart’s gar.

o lsistgn to yourself.

e Know whgn to Regp silgnt.

Hetive listgning requirgs you to take in information; clarify and verify contgnt and
providg feedback.
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THe MAGIC WORDS

These arg words that arg to be used gvery day as often as negegssary to show your
rgspect of yourself and othgrs. Usg them genuingly and ggngrously.

Plersc

The word “plgase” gives ang request a softer morg gegnuing sound. {sking another
individual to complgte a task or stop a behavior or assist with somg activity will sound
lgss likg a command and morg of an appgal when introduced with the word pleasg.

THHANR yoOU

In gvery singlg day we arg blgssed with so many words and acts of Rindngss therg is
negver a shortage of reasons to say or grpress thanks. Our thanks may comge in a personal
conversation, g-mail, phong call or in a writtgn thank you note. The personal touch of the
thank you notg is most appreciated because of the special attgntion it requirgs.
€xpressing thanks should beecomg a habit. Just a few words from the hgart do wonders for
theg recegiver. Information for writing a thank you messagge appgars on the following page.

YOouU'rRE Wel-CoOMe

Timg is our most precious gift. When we invegst our time in order to bring happingss and
comfort to another it is only fitting to reegive appreciation. We acknowlgdge appreciation
by genuingly lgtting the person know wg werg happy to be ablg to help. Il of our magic
words must bg peregived as from the heart. Your tong of voieg speaks this.

eXCUse Mme

No ong of us is perfect. Often we mess up for whatgver thg reason and we must bg
confidgnt gnough within ourselvegs to acknowlgdge our grror. dayging “grcusg meg” or “l am
sorry” is a first stgp in moving past our mistakes. lsgt somgong know our beghavior did
not intgnd to offend and wg ask for the opportunity to makeg amegnds and movg forward.
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“Manners arg the happy way of doing things.”
Ralph Waldo €merson

THE THANR YyOU ROTE

The “thank you” notg is icing on the cake. It says that somgong is practicing manners. It
says that you haveg madg somgong happg. It sags that gour timg and thoughtfulngss are
truly appreciated. €njoy the ¢ffort. Sgnd your thanks in the form of a sincere and lovely
message.

Thank you messages arg sgnt for numerous rgasons:
e Gifts (even if you have alrgady said thanks in person)
e For the hospitality of a host/hostess for overnight stays, dinngrs, other gvents
e For ang special treat or favor reegived (helping you through a difficult time,
sharing a skill, as gramplgs)
¢ {Ind many morg...

Tips for writing a thank gou message

o [Makeg your message timely. Pon’t wait so long that a person forgets what they did.

o S¢lget a delivery system to mateh the occasion.

o OStart with a salutation, “Pgar Rargn” for instance.

e Begin the notg with words other than “thank gyou.”

o State the reason for the note. (The flowers from your garden are lovely. Thank you
for sharing. | am gnjoying them.)

e Includg somgthing about thg person you arg writing.

e ©nd your notg with an appropriate close. (Sinegrely or Fondly, as gramples)

e Sign your name.

e Datge the note at the bottom.

The message neged not be long, just warm and sincere. The formality of the note dgpends
on how well gou know the recipignt.

There arg hundreds of printed notg papers and cards to selget from. dppropriate and
pretty notg paper is availablg in all pricg ranggs, from ®ollar Storg to personalized and
printed. {dlthough fing paper is a joy to recgive, the message itself is the real jog.

degnding thank you notgs is a habit worth forming. Not only dogs it make you feel good, it
makgs someong ¢lsg feel special.
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Sampleg Thank You Message

Manners Always Matter 10-8-18 (All information covered by copyright and may not be reproduced
without prior permission)
Page 24



M”’Ld

{76 {LM){

INTERVIEWING E€TIQUETTE

Intervigws can bg strgssfull s with other of lifg’s many opportunitigs being prepared and
putting your best foot forward is thg only way to go.

Carger intervigws, whether it is for a first position or a promotion, dgpend heavily apon
first impregssions. ®o your homegwork. Blakg a positivg conngetion with the intgrvigwer.
Stylg and substancg arg both key in finding a mateh for the person and theg position. Pon’t
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allow gour pegrsonal stylg to get in theg way of your ability. Below is an interviegw check
list. Ygs, manngrs always matter.

e rg you dregssed profgssionally and appropriately for the intervigw?

e {rg you on timeg?

e [s your non-verbal behavior in chgck?

e Did you usg theg dix &’s from this manual during the introduction and handshake?

e [s gourrgsumg in good form?

e Did you Igaveg your “bling” and heavy fragrance at home?

e Did you wait to take a segat until invited by the intgrviewer?

e Did you comg with knowlgdgg of the compangy and its history, mission and
reputation?

o rg you obsgrving the staff’s non-verbals, the officg gnvironment, the action?

e Did you comg with qugstions about theg position?

e  Did you regmind yourself not to ask qugstions regarding mongy, days off, or
promotions on this first intervigw?

o rg you getting a comfortablg feeling talking with the intgrviewer?

e rg your answers to the intervigwer’s questions direget, up front, and to theg point?

e rg your answers telling how you have solved problgms, handled specific
situations, and planngd for improvements?

e Did you thank the intgrvigwer for inviting you to discuss thg open position? (of
coursg a thank you Igtter will follow theg ngxt dagy)

e  Did you ask for the intgrviewer’s busingss card for information ngegssary to writeg
theg thank gou lgtter?

e Did you ask what theg negxt step and time framg arg in the hiring procgss?

e Did you Igavg showing gnthusiasm and a positive attitudeg?

If this is the position for gou it will happen. If not, put on your happy facg, positive

attitude, good manngrs and do it all over again. It will pay off when the timg and placg arg
right for gou.

BUSINESS CHARDS

Jour busingss card is a printed visual of gour personal and corporate imagg. Treat it with
dignity.

The Japangsg arg to be eredited for being the lgaders in busingss card protocol. Therg is
no set gtiquette in America for passing out and trgating busingss cards. Most {Imgricans
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for many years simply passed out cards at the time of introductions or at thg begginning
or gnd of a busingss megting, glanced brigfly at it and in the pocket or brigf casg it went.
When increasing numbers of Japangsg busingss peoplg began attending confergnces,
busingss megtings, and joining {Imgerican busingss circlgs, weg began to take note of their
manngr of handling their cards. {Imgericans have slowly begun to follow their pattern.

Busingss cards can bg used as gift gnclosures, clipped to documents, or pregsented in

person as a part of introductions.

Presenting and Reegiving a Busingss Card

e Reggp your cards in a casg to beg sure they arg clgan and erisp.
e Reep your card casg handy to avoid sgarching around in gour brigfecasg or

handbag.

e Pregsegnt your card facg up and turngd so that the person recgiving the card can

read it.

Pon’t hand out cards as if you were plaging a card game.
Accept the card and read everything on it.
Note and say the person’s name.

Make a comment about the business.
Place the card in your briefcase, handbag or pocket.

There are business card forms in office supply stores at very reasonable prices that are easily
prepared on your own computer. You may also have them printed. Black or blue ink on white

stock is the most common. Business cards list your name, company, position, and contact

information. If you are not with a company, you use your personal contact information. Cards

should not be passed out during an exchange of food. Be selective with your distribution.

Name

Address

Suite

City, State Zip
Phone

Company Name

Fax
E-mail
Website

Title

HOTES

Manners Always Matter 10-8-18 (All information covered by copyright and may not be reproduced

without prior permission)

Page 27



Manners Always Matter 10-8-18 (All information covered by copyright and may not be reproduced
without prior permission)
Page 28



Misslon Statement,..

To assist individuals to improve their social and professional image through mastering the art of dining etiquette
and utilizing effective communication skills through the practice of "good manners."

About the Author...

Dr. Janet Cherry enjoys a rewarding and fun career whose focus is helping people reach their potential
through effective communication skills and the practice of “good manners.”

She has held management positions in both for-profit and not-for-profit organizations and after transitioning
from the corporate world she served as adjunct faculty in the Department of Management, The University of
Memphis, in Memphis, Tennessee. Dr. Cherry has owned three small businesses and is a published author.
Her speaking credits and workshop facilitation span the U.S. and include Europe, Asia and Canada. Dr.
Cherry speaks on Listening, Social and Business Etiquette, and Conversations—a program she designed to
develop self-esteem, social and communication skills for both adults and children. She is the recipient of
awards for corporate training excellence and has also authored the Daisy Series, a collection of stories to
entertain and enhance listening skills.

Presently her energy is spent working toward establishing a network of individuals to teach workplace
manners within her community and beyond to supplement educational skills for on-the-job success.

Dr. Cherry holds a doctorate in Education Leadership: Human Resources Development from Vanderbilt
University. She is also a certified etiquette consultant serving clients from the sandbox to the executive suite.
Dr. Cherry lives in Memphis, Tennessee. She is a SCORE member and has a strong commitment as a
volunteer within the community. She has held leadership roles in The International Listening Association,
the American Society for Training and Development and The Association of Professional Communication
Consultants. She hosted Manners Always Matter, a weekly talk show on KWAM 90 AM in Memphis.

Dr. Janet T. Cherry can be reached at:

Manners Always Matter

405 S Perkins Rd., Suite 450, Memphis, TN 38117

JanetCherry@MannersAlwaysMatter.com
janetcherrytrainer@gmail.com
www.mannersalwaysmatter.com
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