Instructors Guide

On the following pages is a
sample module from our
Instructor Guide. It provides the
instructor with a copy of the
material and a Lesson Plans
box.

The key benefit for the trainer is

the Lesson Plan box. It provides O
a standardized set of tools to b_ I
assist the instructor for each

lesson. The Lesson Plan box

gives an estimated time to

complete the lesson, any

materials that are needed for

the lesson, recommended

activities, and additional points

to assist in delivering the

lessons such as Stories to Share
and Delivery Tips.
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Good manners can open doors that the best
education cannot.

Clarence Thomas

Module Two: Understanding Etiquette

Before we look at etiquette rules across multiple business
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Etiquette Defined
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behavior befitting good manners while in the company of others. They show

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

Etiquette covers most aspects of social interactions, includingpsedientation,
communication, courtesy, and hospitality. Business etiquette, in particular, covers expectations in the
interactions between cavorkers,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.

Esimated Time 10 minutes

Topic Objective To give etiquette a definition.
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Materials Required Flip chart paperMarker
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You can create a concept map for etiquette using the flip chart paper an
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The Importance of Business Etiquette

Etiquette can help businesses improve the following areas:

I Branding Everything we do will reflect on our company and our product g <=
By acting professionally, we send the messtge our business is credible M=
. . 8 —
and trustworthy. Personalized care may very well be your edge against u —
competition.

9 Customer CareThe best way to show customers that their patronage is valued is to treat them
with respect and consideration. This in turan inspire customer loyalty and positive feedback.

1 Employee EngagemenGood manners will help improve morale and confidence between
employees and team members.

1 Team SynergyGood 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 organiza

Business etiquette contributes positively in the areas of branding, custon

Topic Summal
P Y care, employee engagement, and team synergy.

Materials Required None

Askthis question: What do you think are the positive effects of your pract
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Stories toShare states that businesses today have become more cordial and polite, in an
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Practical Illustration
"1 W2 NRI'y O2dzZ RyQié dzyRSNRGFIYR ¢Keé KAa YSSiAy3a
always prepared his notes beforehand. He got through his information, answered

guestions people had, and finished quickly. He decided to ask his friendj&sa the PR
department, to attend one of his meetings to give him feedback.
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future.

© Carporate Training Material Www.corporatetrainingmaterials.com



http://www.corporatetrainingmaterials.com/

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 oftpdiiehavior

d) Business etiquette is a group of noonventional rules of behavior

9UAdzSGGSY WO2y @Sy iA2ylt NUzZ Sa 2F LREAGS 0SKIQ
2) Which of the following IS NOT something that business etiquette covers?

a) Courtesy
b) Hospitality
c) Self¢ presentation
d) Self¢ corfidence

Etiquette covers most aspects of social interactions, includingose#fentation, communication,
courtesy, and hospitality.

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

a) Employee engagement

b) Team synergy

¢) Reconciling théeuded team members
d) Customer care

Business etiquette, in particular, covers expectations in the interactions betweemders,
the company and their clients, and the company and their stakeholders.

4) Which of the following is one of the areas coveredhry 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) Atwork

b) At a meeting

c) At a business luncheon
d) All of the above

They are guidelines to the behavior befittingogomanners while in the company of others.

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

a) Your ceworkers
b) Your customers
c) Your boss

d) All of the above

Therules of etiquetteshow sensitivity to the needs and feelinggtoe person or people that
you are with

7) Business etiquette is quite straight forward.

a) True
b) False

FalseEtiquette guidelines are many and can be quite complicated.
8 'a FINIIFa oNIYRAY3I Aa O2yOSNYSR:I AlGQa dzLJ G2 GK

a) True
b) False

FalseEverything we do will reflect on our company and our produstandards 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 teamhwlbntributes
to greater

a) Productivity
b) Friendships

c) Aand B

d) Neither A nor B

Team SynergyGood manners will help establish smooth working relationships within a team,
which contributes to greater productivity.
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10) Good manners will help improve between employees and team members.

a) Morale

b) Confidence

c) Aand B

d) Neither A nor B

Employee EngagemenGood manners will help improve morale and confidence between
employees and team members.
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PowerPoint Slides

Below you will find the
PowerPoint sample. The slides
are based on and created from
the Instructor Guide.
PowerPoint slides are a great
tool to use during the facilitation
of the material; they help to
focus on the important points of
information presented during
the training.
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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.

Good manners can open doors that the best education cannot.

Clarence Thomas

Etiquette Defined

V4

“Conventional Rules of Polite Behavior
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r The Importance of
" Business Etiquette

* Branding

* Customer Care

* Employee Engagement
* Team Synergy

r Practical Illustration

Jordan couldn’t understand why his meetings
weren’t going well.

1
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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 norconventional rules of behavior

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

a) Courtesy

b) Hospitality

c) Self — presentation
d) Self — confidence

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 nonconventional 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 selfpresentation,
communication, courtesy, and hospitality.
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