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Module Two: Understanding Etiquette  

Before we look at etiquette rules across multiple business-

ǊŜƭŀǘŜŘ ǎŎŜƴŀǊƛƻǎΣ ƛǘΩǎ ōŜǎǘ ǘƻ ŜȄǇƭŀƛƴ ǿƘŀǘ ŜǘƛǉǳŜǘǘŜ ƳŜŀƴǎΣ 

ŀƴŘ Ƙƻǿ ƛǘ Ŏŀƴ ƛƳǇǊƻǾŜ ŀ ŎƻƳǇŀƴȅ ƻǊ ŀƴ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ōƻǘǘƻƳ 

line.  

 

 

 

 

 

Etiquette Defined  

Josy Roberts, author of Ψ.ǳǎƛƴŜǎǎ 9ǘƛǉǳŜǘǘŜ ¸ƻǳǊ vǳŜǎǘƛƻƴǎ ŀƴŘ !ƴǎǿŜǊǎΩ, defines 

ŜǘƛǉǳŜǘǘŜ ŀǎ ΨŎƻƴǾŜƴǘƛƻƴŀƭ ǊǳƭŜǎ ƻŦ ǇƻƭƛǘŜ ōŜƘŀǾƛƻǊΦΩ ¢ƘŜȅ ŀǊŜ ƎǳƛŘŜƭƛƴŜǎ ǘƻ ǘƘŜ 

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 
9ǘƛǉǳŜǘǘŜ ƳŜŀƴǎ ΨŎƻƴǾŜƴǘƛƻƴŀƭ ǊǳƭŜǎ ƻŦ ǇƻƭƛǘŜ ōŜƘŀǾƛƻǊΦΩ ¢ƘŜȅ ŀǊŜ ƎǳƛŘŜƭƛƴŜǎ 

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 participantsΣ ά²ƘŀǘΩǎ ǘƘŜ ŦƛǊǎǘ ǘƘƛƴƎ ǘƘŀǘ ŎƻƳŜǎ ǘƻ ƳƛƴŘ ǿƘŜƴ you hear 

ǘƘŜ ǿƻǊŘ ΨŜǘƛǉǳŜǘǘŜΩΚέ.  

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

marker ǳǎƛƴƎ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘǎΩ ǊŜǎǇƻƴǎŜǎΦ 

 

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 

ƻŦ ƎƻƻŘ ƳŀƴƴŜǊǎκ ǇǊƻŦŜǎǎƛƻƴŀƭ ŎƻǳǊǘŜǎȅ ƻƴ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ ōƻǘǘƻƳ ƭƛƴŜΚ 

Stories to Share 
An ŀǊǘƛŎƭŜ ƛƴ ¢ƘŜ 9ŎƻƴƻƳƛǎǘΣ ǘƛǘƭŜŘ άaŀƴƴŜǊǎ ƳŀƪŜǘƘ ǘƘŜ ōǳǎƛƴŜǎǎƳŀƴέ 

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

ŀǘǘŜƳǇǘ ǘƻ ǎǘŀȅ ŀŦƭƻŀǘ ƛƴ ǘƘŜ ŜŎƻƴƻƳƛŎ ŎǊƛǎƛǎΦ ά/ƛǾƛƭƛǘȅ ƛǎ ǘƘŜ ƴŜǿ ǊǳƭŜ ƛƴ ŀƴ 

http://www.corporatetrainingmaterials.com/


© Corporate Training Material                                                      www.corporatetrainingmaterials.com 

           

ǳƴŎŜǊǘŀƛƴ ǿƻǊƭŘΦέ 

 

Practical Illustration  

WƻǊŘŀƴ ŎƻǳƭŘƴΩǘ ǳƴŘŜǊǎǘŀƴŘ ǿƘȅ Ƙƛǎ ƳŜŜǘƛƴƎǎ ǿŜǊŜƴΩǘ ƎƻƛƴƎ ǿŜƭƭΦ IŜ ŘǊŜǎǎŜŘ ƴƛŎŜƭȅΣ ŀƴŘ 

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. 

!ŦǘŜǊ ǘƘŜ ƳŜŜǘƛƴƎΣ DŜƻǊƎŜ ǳƴŘŜǊǎǘƻƻŘ ǿƘŜǊŜ WƻǊŘŀƴ ǿŀǎ ƎƻƛƴƎ ǿǊƻƴƎΦ ά¸ƻǳ ŎƻƳŜ ƻŦŦ ŀǎ 

ŎƻƭŘέΣ ƘŜ ǘƻƭŘ WƻǊŘŀƴΦ ά¸ƻǳ ŘƻƴΩǘ ǎƘŀƪŜ ƘŀƴŘǎ ǿƛǘƘ ŀƴȅƻƴŜ ŀƴŘ ȅƻǳ ǎŜŜƳ ǾŜǊȅ ǊƻōƻǘƛŎ ǿƘŜƴ ȅƻǳ talk, as 

ƛŦ ȅƻǳΩǊŜ Ƨǳǎǘ ƎƻƛƴƎ ǘƘǊƻǳƎƘ ǘƘŜ ƳƻǘƛƻƴǎΦ bŜȄǘ ǘƛƳŜΣ ǘǊȅ ōŜƛƴƎ ǿŀǊƳŜǊ ŀƴŘ ƳƻǊŜ ƻǇŜƴΣ ŀƴŘ ǘǊŜŀǘ ȅƻǳǊ 

ŎƭƛŜƴǘǎ ƭƛƪŜ ǇƻǘŜƴǘƛŀƭ ŦǊƛŜƴŘǎΦέ CƻƭƭƻǿƛƴƎ DŜƻǊƎŜΩǎ ŀŘǾƛŎŜΣ WƻǊŘŀƴΩǎ ƳŜŜǘƛƴƎǎ ǿŜƴǘ ƳǳŎƘ ǎƳƻƻǘƘŜǊ ƛƴ ǘƘŜ 

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 

9ǘƛǉǳŜǘǘŜΥ ΨŎƻƴǾŜƴǘƛƻƴŀƭ ǊǳƭŜǎ ƻŦ ǇƻƭƛǘŜ ōŜƘŀǾƛƻǊΦΩ 

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

a) Courtesy 

b) Hospitality 

c) Self ς presentation  

d) Self ς 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. 
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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) !ǎ ŦŀǊ ŀǎ ōǊŀƴŘƛƴƎ ƛǎ ŎƻƴŎŜǊƴŜŘΣ ƛǘΩǎ ǳǇ ǘƻ ǘƘŜ ƘŜŀŘ ƻŦ ǘƘŜ ŎƻƳǇŀƴȅ ǘƻ ǎŜǘ ǘƘŜ ǎǘŀƴŘŀǊŘǎΦ 

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. 

  

http://www.corporatetrainingmaterials.com/


© Corporate Training Material                                                      www.corporatetrainingmaterials.com 

           

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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