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Module Two: Understanding Etiquette 

Before we look at etiquette rules across multiple business-

related scenarios, it’s best to explain what etiquette means, 

and how it can improve a company or an organization’s bottom 

line.  

 

 

 

 

 

Etiquette Defined 

Josy Roberts, author of ‘Business Etiquette Your Questions and Answers’, defines 

etiquette as ‘conventional rules of polite behavior.’ They are guidelines to the 

behavior befitting good manners while in the company of others. They show 

sensitivity to the needs and feelings of the person or people that you are with. 

Etiquette covers most aspects of social interactions, including self-presentation, 

communication, courtesy, and hospitality. Business etiquette, in particular, covers expectations in the 

interactions between co-workers, the company and their clients, and the company and their 

stakeholders.  

Etiquette guidelines are many and can be quite complicated. In this workshop we will focus on basic 

etiquette guidelines for situations typically found in most business settings. 

 

Estimated Time  10 minutes 

Topic Objective To give etiquette a definition. 

Topic Summary 
Etiquette means ‘conventional rules of polite behavior.’ They are guidelines 

to the behavior befitting good manners while in the company of others.  

Good manners can open doors that the best 

education cannot.      

       

    Clarence Thomas 
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Materials Required Flip chart paper, Marker 

Recommended Activity 
Ask participants, “What’s the first thing that comes to mind when you hear 

the word ‘etiquette’?”.  

Delivery Tips 
You can create a concept map for etiquette using the flip chart paper and 

marker using the participants’ responses. 

 

The Importance of Business Etiquette 

Etiquette can help businesses improve the following areas: 

• Branding: Everything we do will reflect on our company and our products. 

By acting professionally, we send the message that our business is credible 

and trustworthy. Personalized care may very well be your edge against the 

competition. 

• Customer Care: The best way to show customers that their patronage is valued is to treat them 

with respect and consideration. This in turn can inspire customer loyalty and positive feedback. 

• Employee Engagement: Good manners will help improve morale and confidence between 

employees and team members. 

• Team Synergy: Good manners will help establish smooth working relationships within a team, 

which contributes to greater productivity. 

 

Estimated Time  10 minutes 

Topic Objective To list ways business etiquette can be of value to a company or organization. 

Topic Summary 
Business etiquette contributes positively in the areas of branding, customer 

care, employee engagement, and team synergy. 

Materials Required None 

Recommended Activity 
Ask this question: What do you think are the positive effects of your practice 

of good manners/ professional courtesy on your company’s bottom line? 

Stories to Share 
An article in The Economist, titled “Manners maketh the businessman” 

states that businesses today have become more cordial and polite, in an 

attempt to stay afloat in the economic crisis. “Civility is the new rule in an 



© Global Courseware 

uncertain world.” 

 

Practical Illustration 

Jordan couldn’t understand why his meetings weren’t going well. He dressed nicely, and 

always prepared his notes beforehand. He got through his information, answered 

questions people had, and finished quickly. He decided to ask his friend, George in the PR 

department, to attend one of his meetings to give him feedback. 

After the meeting, George understood where Jordan was going wrong. “You come off as 

cold”, he told Jordan. “You don’t shake hands with anyone and you seem very robotic when you talk, as 

if you’re just going through the motions. Next time, try being warmer and more open, and treat your 

clients like potential friends.” Following George’s advice, Jordan’s meetings went much smoother in the 

future. 
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Module Two: Review Questions 

1) Which of the following is the definition of business etiquette: 

a) Business etiquette is group of informal rules of general behavior 

b) Business etiquette is a group of conventional rules of polite behavior 

c) Business etiquette is a group of informal rules of polite behavior 

d) Business etiquette is a group of non-conventional rules of behavior 

Etiquette: ‘conventional rules of polite behavior.’ 

2) Which of the following IS NOT something that business etiquette covers? 

a) Courtesy 

b) Hospitality 

c) Self – presentation  

d) Self – confidence  

Etiquette covers most aspects of social interactions, including self-presentation, communication, 

courtesy, and hospitality. 

3) Which of the following IS NOT an area covered by the business etiquette? 

a) Employee engagement 

b) Team synergy 

c) Reconciling the feuded team members 

d) Customer care 

Business etiquette, in particular, covers expectations in the interactions between co-workers, 

the company and their clients, and the company and their stakeholders.  

4) Which of the following is one of the areas covered by the business etiquette? 

a) Product placement 

b) Product design 

c) Branding 

d) Advertising 

Branding: Everything we do will reflect on our company and our products. By acting 

professionally, we send the message that our business is credible and trustworthy. Personalized 

care may very well be your edge against the competition. 

  



© Global Courseware 

5) Etiquette is the guideline to the behavior befitting good manners while ____________.  

a) At work 

b) At a meeting 

c) At a business luncheon 

d) All of the above 

They are guidelines to the behavior befitting good manners while in the company of others.  

6) The rules of etiquette show sensitivity to the needs and feelings of ________________. 

a) Your co-workers 

b) Your customers 

c) Your boss 

d) All of the above 

The rules of etiquette show sensitivity to the needs and feelings of the person or people that 

you are with. 

7) Business etiquette is quite straight forward. 

a) True 

b) False 

False: Etiquette guidelines are many and can be quite complicated.  

8) As far as branding is concerned, it’s up to the head of the company to set the standards. 

a) True 

b) False 

False: Everything we do will reflect on our company and our products. Standards may be set by 

heads of companies, but all involved should practice proper etiquette. 

9) Good manners will help establish smooth working relationships within a team, which contributes 

to greater ___________.  

a) Productivity 

b) Friendships 

c) A and B 

d) Neither A nor B 

Team Synergy: Good manners will help establish smooth working relationships within a team, 

which contributes to greater productivity. 

  



© Global Courseware 

10) Good manners will help improve __________ between employees and team members. 

a) Morale 

b) Confidence 

c) A and B 

d) Neither A nor B 

Employee Engagement: Good manners will help improve morale and confidence between 

employees and team members. 
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Icebreaker: First Impressions 

PURPOSE 

To get participants moving around and introduced to each other. 

MATERIALS REQUIRED 

1. Name card for each person 

2. Markers 

3. Paper and pencils/pens 

PREPARATION 

Have participants fill out their name card.  

ACTIVITY  

Ask participants to form pairs. Explain that you are going to ask participants to guess their partner’s 

favorite things.  As you call out items, participants will write their guesses on paper. 

For example, you might say: What would you guess is your partner’s favorite: 

4. TV show 

5. Vacation destination 

6. Food 

7. Sport 

8. Hobby 

Give participants a few seconds or so to write each response. When you have gone through your list, ask 

participants to share their guesses with their partners. 

After participants have had a couple of minutes to share their guesses, you might ask: 

9. What did you base your guesses on? 

10. Did anyone guess everything wrong? Did anyone guess everything right? 

Wrap up by making the point that in any personal interaction first impressions are often misleading. 

When we start a negotiation, the guesses we make about another person can lead to false assumptions 

about what the person wants. 
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