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—— Fundamentals of Business Etiquette

@ Profile of the Module

Business etiquette is a set of social and professional rules that govern the way people
interact with one another in business settings. Business or corporate etiquette is instrumental
in helping advance your career. It helps you show others the kind of values and belief systems
you follow. Business opportunities always favour individuals who can present themselves in an
appropriate manner because some may represent the organization externally. Whether you interact
with clients or convince customers, your corporate etiquette can help you create a powerful
impression. In addition to showing courtesy and respect to others, you demonstrate self-control

and better emotional management.

Task 1

= N

The Importance of Business Etiquette

@" Learning Objectives

= Moral Objectives
e To cultivate students’ values of civilization, harmony, patriotism, friendship.

¢ To establish cultural confidence.

m Knowledge Objectives
e To get familiar with the concept and importance of international business etiquette.

e To grasp the international practices to be followed in international business activities.
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u Ability Objectives
* To be able to correctly abide by international practices in business activities.

e To focus on individual business image and corporate image.

' | Lead-in: Case Study

Situation: Sean is an overseas teacher in a Chinese training program. After class, he is
chatting with Alice, one of his students.

Sean: Alice, your English is really good.

Alice: (Looking down) Oh, no, my English is not very good.

Sean: Why are you saying that? You are doing a good job in class.

Alice: (Waving her hand and looking shy) No, I am not a good student. Michael is doing
a much better job than me.

Sean: Michael is also a good student. But you should be proud of your English, Alice.

Alice: No, it’s not true. My English is so bad.

Sean is surprised by Alice’s response and wonders why she doubts his compliment. He

feels embarrassed and wonders if he should pay her a compliment.

PO What made Sean so embarrassed?

[ | Basic Knowledge

1.1.1 The Definition of Etiquette and Business Etiquette

Etiquette refers to guidelines which control the way a responsible individual should behave
in the society. It is a set of practices and forms which are followed in a wide variety of situations.
Each society has its own distinct etiquette, and various cultures within a society also have their
own rules and social norms. Learning these codes of behavior can be very challenging for people

who are new to a particular culture, and even old hands sometimes have a rough time.

Business etiquette is a set of ordinarily agreed-upon rules for behaving
in the business environment. Within a place of business, it involves treating

coworkers and employers with respect and courtesy in a way that creates

a pleasant work environment for everyone. Business etiquette is not just

knowing what to discuss during a business dinner or how to address Ti%iﬁﬁi
.- . . . FLIX = £
colleagues; it is a way of presenting yourself in such a way that you will be W

taken seriously.

1.1.2 The Importance of Business Etiquette
1. Building strong relationship

Professional behavior helps build strong relationship among management, staff and clients

« D
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because proper business etiquette entails honest and fair dealings with
everyone. People appreciate honesty in their business dealings. Loyalty to a

business is generated through the solid relationships developed by consistent

professionalism and integrity shown by all company employees.

WOk RS
2. Promoting positive atmosphere ALAE X

A good working environment is fostered by good business etiquette.
When management and workers treat one another with the respect and sensitivity dictated by

good business manners, it creates a positive working atmosphere.

3. Helping earn respect

Good etiquette helps you earn respect. Rude and offensive behaviors do not go down well
with anyone. And as the saying goes, “Respect a man, and he will do the more.” Hence, if you treat

others with respect and acknowledgement, you are most likely to be respected, trusted and cared for.

4. Preventing misunderstanding

Knowing the proper business etiquette can help you avoid misunderstandings and save
you a great deal of time, resources and money. Good business etiquette is cost-effective. They
increase the quality of life in the workplace, contribute to optimum employee morale, embellish
the company image, and hence play a major role in generating profit. On the other hand, negative

behavior, whether it is based on selfness or ignorance, can cost a person a promotion, even a job.

!@‘ Extended Reading

Scan the QR code, read the passage about “The Importance of Business

Etiquette” and finish the following tasks.

After-reading tasks IR B

When you finish reading the text above, finish the following tasks. LAY A

Task 1 Read the statements and decide whether they are true or not. Mark “T” for

true and “F” for false.

(1) Etiquette is only confined to courtesy. ( )

(2) It is important to treat others without any arrogance. ( )
(3 ) Being punctual is vital to win others’ respect. ( )

(4) Itis OK to interrupt your coworkers. ( )

(5) Being overdressed is preferable to being underdressed when you are not sure about the

dressing code. ( )

Task 2 Critical thinking
Share your experience of building relationship by good etiquette or business etiquette or

your experience of being offended by others’ bad manners.
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)
' Basic Knowledge Test

Read the statements and decide whether they are true or not. Mark “T” for true and “F”
for false.

(1) Good business etiquette not only means showing courtesy and
respect to others, but also means your self-control and better emotional

management. ( )

(2) Comporting yourself professionally means not only presenting :
WAL BUE
Ji -M1T1
consideration. ( ) iR

oneself with confidence but also taking the feelings and attitudes of others into

(3) Managers and coworkers who scream at and berate others when
under pressure create a good working environment. ( )

(4) Keeping a cool head when you face business challenges and try to meet tough deadlines
or deal with difficult customers lead to success. ( )

(5) A good business etiquette requires that you put some extra thought into your work outfit —
that way, you’ll be showing your employees and colleagues that you respect your position and

care about the company’s image. ( )

f D

e Case1 ——

Joe Girard is the greatest car salesman in the world. One day, a middle-
aged woman went from the opposite Ford car showroom into Joe Girard’s car

showroom. She wanted to buy a white Ford. “Welcome, madam.” Joe Girard

said with a smile. “Today is my 55th birthday and I want to buy a white Ford as
DR BORIES
E EliE:

a birthday present for myself,” the woman told him excitedly. “Happy birthday,

madam.” Joe Girard congratulated her warmly. Then, he whispered a few words
to his assistant. Joe Girard led the lady as she walked around and enthusiastically introduced the
Chevy in the showroom. After a while, the assistant came in and gave Joe Girard a bunch of roses.
Joe Girard sent the beautiful roses to the lady and wished her a happy birthday one more time. The
lady was moved to tears and immediately bought a white Chevy from Joe Girard.

Discussion: Joe Girard succeeded in selling a Chevy to the lady who was going to buy a
Ford. What business etiquettes did Joe Girard adopt?

e Case2 —

A French client arrived in Beijing on a 7:00 p.m. flight and was picked

up by a driver sent by the Chinese firm. The driver took the Frenchman to his

hotel at 8:00 p.m.. Chinese executives assumed their guest would want to relax

after a long flight and planned to meet him the next morning. The French client
felt offended.

o« 4 .
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Discussion: What annoyed the French client?

\Iii Skills Training Tasks

The Importance of Honesty

Harvey, a HR officer, mistakenly approved full pay to an employee
on sick leave. After he discovered the mistake, he told the employee and

explained that he had to correct the mistake by subtracting the overpaid 12

LS D

i FRizRIk
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amount from the next paycheck. The employee said that this would cause him

serious financial problems, so he asked for the overpaid salary to be deducted

in installments. But Harvey had to get approval from his superiors. “I know
it’s going to upset the boss,” Harvey said, “As I thought about how to deal with the situation in a
better way, I realized that all was my fault and I had to admit it to boss.” So Harvey went to the
boss, told the details and admitted his mistake. After listening to this, the boss lost his temper. He
first criticized the personnel department and accounting department for their negligence, and then
blamed the other two colleagues in the office. However, Harvey repeatedly explained that it was
all his fault and it had nothing to do with other colleagues. Finally, the boss looked at him and
said, “Well, it’s your fault. Now let’s solve this problem.” The correction of this mistake did not
cause any trouble to anyone. Since then, the boss has trusted Harvey more.

Scan the following QR codes to complete the tasks.

LRSS AR L1 AR5 5e0 o L1 AR5 e i L1AES P

'=:=° Curriculum Ideology and Politics

An Olympic of Civility and Etiquette
The 29th Summer Olympic Games in 2008 was held in Beijing, the capital of China. To this

end, the country put forward the slogan of “to welcome the Olympic Games, to stress civilization,
to cultivate new trends, to participate, to contribute, to be happy”. To respond to this call, Chinese
people must do their little bit and consciously observe etiquette rules, so as to make this Olympic
Games a truly “Olympic of Civility and Etiquette”. The essence of the humanistic Olympics is to
enhance the spirit of a nation.

Deng Yaping played an edge ball in the final with the Korean player, so the Korean player scored
a point. However, the referee did not find it and gave Deng Yaping a score. Deng Yaping immediately
said to the referee, “This is an edge ball; I should not score.” After that, the coach praised the Chinese

player for doing the right thing, reflecting the demeanor of a great country athlete.
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Deng Yaping’s civilized etiquette shows the demeanor of a great country athlete and shows
the world the demeanor and image of a great country with Chinese civilization and etiquette.
Discussion: How did Deng Yaping promote Chinese image as a great power? What does Ms

Deng’s behavior convey to the world?

f,’g Chinese Etiquette

Etiquette, “Li”, comes from the fear and the respect of the nature. We find all the forms of
“Li” from heaven, earth and nature. “Li” represents the authority of emperors who was given by
heaven. “Li” also represents hierarchy. In social life, it means that people get along with each
other harmoniously and respect the elderly. “Li” comes from the heart of people, showing respect

to heaven, the earth and people are important.
( Source: Hello, China )

Task 2

| N

The Rules of Business Etiquette

@" Learning Objectives

= Moral Objectives
¢ To cultivate students’ personal appreciation and aesthetic quality, and to pay attention
to ecological civilization.
¢ To have a sense of etiquette, dedication and social responsibility.
* To behave appropriately and show good professional ethics and professionalism.

e To cultivate cultural confidence among students.

m Knowledge Objectives
¢ To get familiar with the customs of different countries and cultural differences between
China and foreign countries.

e To grasp the basic knowledge, rules and skills related to international business etiquette.

= Ability Objectives
¢ To be able to communicate with customers in accordance with business practices.
e To be able to use business etiquette knowledge to deal with problems and special

situations.
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= Lead-in: Case Study

Situation: Shirly is from China. She was transferred to London, the transnational
corporation’s headquarters, last month. Now she is talking with her colleague Michael, a
British native.

Shirly: I am going to Northern Ireland this weekend.

Michael: I wish I were going with you. How long are you going to be there?

Shirly: Four days. This is my first time to be there, and I have been eager for the ancient
city for a long time. (I am new here and I hope he will offer me a ride to the airport.)

Michael: (If she wants a ride, she’ll ask me.) Have a great time.

Shirly: (If he had wanted to give me a ride, he would have offered it. I had better ask
somebody else.) Thank you. I’ll see you when I get back.

FUTSNII Why can’t Michael get Shirly’s point?

[ Basic Knowledge

International business etiquette refers to the code of conduct that guides people to show
respect and friendliness to others in international business activities. International business
etiquette, a kind of Esperanto, is the “traffic rules” that people should abide by in international
exchanges. International exchanges emphasize “seeking common ground while reserving
differences” and “abiding by conventions”. With the deep development of world economic
integration, the development of international economic trade will, to a certain extent, affect the
economic prospects of a country or a region. As international business activities become more
and more frequent, it is increasingly important to learn international business etiquette. There are

three basic business etiquette rules.

1.2.1 The Rule of Respect & Courtesy

The core of etiquette is respect. In international business communication,
people are equal. Despite one’s rank, nation and race, there is no distinction

between nobleness and lowliness. In business activities, we should not only

be self-respected, but also be respectful. In international business activities, it

ik B
ALALAY )

is an essential basic quality for international businessmen to master standard

speech and good behavior. Use normative behavior and politeness to express
respect for each other and sincerity in communication. We display courtesy or respect by

communicating and behaving properly. This includes, but is not limited to, saying “please” “thank

29 ¢

you” “excuse me” “being on time”, etc. that portray basic politeness.

1.2.2 The Rule of “Do as the Romans do”

In international business exchanges, as a visitor, you must abide by the local customs,

o« 7 e
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etiquette practices and do as the Romans do. Only when we fully understand the unique local
etiquette customs and business practices can we fully respect the local etiquette customs and
conduct business activities according to the host’s etiquette customs.

When you are the host and you want to give the guests a sincere welcome, you can also use
the guests’ etiquette and customs to express your enthusiasm and respect for the guests, reflecting
“Hosts come first.” For example, when you are at a Chinese banquet, you can place chopsticks,
knives and forks on the banquet table at the same time to show respect for Western guests.

There are two basic principles of interpersonal communication, that is, golden rule and
platinum rule. Golden rule whose essence is “Treat others as you would like to be treated”,
applies to the situation when we communicate with people sharing the same cultural and religious
values. Platinum rule whose essence is “Treat others as they would like to be treated”, applies to

cross-cultural communication.

1.2.3 The Rule of Moderation

When we apply the rules of international business etiquette, it is necessary to grasp the
scale of communication and pay attention to the moderation of speech and behavior. We should
not only abide by all kinds of etiquette norms, make our behavior conform to business norms,
international practices and industry rules, but also avoid being servile, frivolous and flattering.
In international business activities, we should not only be polite, warm and generous, but also
maintain the image of the enterprise and the nation.

!@‘ Extended Reading

Scan the QR code, read the passage about “10 Easy-To-Follow Business

Etiquette Rules” and finish the following tasks.

After-reading tasks SRR

When you finish reading the text above, finish the following tasks. 1t 75 AL{CE

Task 1 Read the statements and decide whether they are true or not. Mark “T” for
true and “F” for false.

(1) Office gossip between coworkers brings people closer. ( )

(2 ) Remembering others’ names can help you gain others’ respect. ( )

(3 ) Maintaining eye contact is vital in the conversation, so we should stare at others all the
time. ( )

(4) Responses like nodding your head, smiling, or giving gestures are helpful in showing
that you are listening. ( )

(5) Without specific purposes, interrupting others when they are talking or working is

improper. ( )

Task 2 Critical thinking

Can you list other good business etiquette rules besides those mentioned in the text? Share
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with others your experience concerning good manners or bad manners.

)
' Basic Knowledge Test

Read the statements and decide whether they are true or not. Mark “T” for true and
“F” for false.

(1) Treating others with courtesy and kindness is the essential business

etiquette rule. ( )

(2) The rule of “Do as the Romans do” will help you assimilate into

foreign cultures. ( ) RERHIE
(3) When we are courteous or respectful to others, we should be as A alﬁ
JEL -M1T2 J)
humble as possible. ( ) g

(4) Platinum rule whose essence is “Treat others as they would like to
be treated” applies to cross-cultural communication. ( )
(5) In international communication, we should avoid being servile, frivolous and

flattering. ( )

f» D

Some Italian clients are coming to visit Xijie Logistics International

for business in China. Xijie Logistics International sends an e-mail to Italian

clients saying that they will arrange the meeting on September 13, Friday. One

day later, Xijie Logistics International receives an e-mail saying that the Italian P
¢ SR

clients insist on another date of meeting. Xijie Logistics International rearranges

the meeting on September 11, Wednesday, and prepares special gifts for them.

The meeting goes well, and the two sides are about to sign an agreement next day. Xijie Logistics

International sends the Italian clients special gifts—handkerchiefs with chrysanthemum patterns.

When Italian clients open the gift, they seem very annoyed with the gift and leave unhappily.
Discussion: Why are Italian clients annoyed with the initial meeting date—September 13,

Friday and annoyed with the gift?

I skills Training Tasks

Basic Rules of Business Etiquette

"
[,

Wenwen and Zhenzhen, employees from Tongte Space Design in China

went on business in England and were invited to their British business partner

Michael’s home for afternoon tea. . )
) ) PR D[R 55
Wenwen and Zhenzhen dressed formally and arrived at Michael’s home FEVT L5

10 minutes earlier. When Michael opened the door, he seemed surprised and a

little embarrassed. Michael’s wife Lucy was preparing the snacks in the kitchen.
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Wenwen and Zhenzhen said hello to Lucy and gave her the gifts: a bunch of white lilies
wrapped with dark green, a fine china cup with the company’s logo on it and a clock in the shape
of an owl. When Lucy took the flowers, she squirmed a bit. When she opened the box and found
the gifts, she seemed embarrassed. Wenwen and Zhenzhen were puzzled and wondered what was
going on.

When they had tea, Wenwen and Zhenzhen kept talking about Brexit. Michael and Lucy
didn’t talk much about it, just nodding when listening.

Scan the following QR codes to complete the tasks.

°=:=° Curriculum Ideology and Politics

Treating People with Kindness

“Civilization is founded on poetry, established on etiquette and accomplished on music”,
This saying proves the significance of etiquette and music to civilization. Chinese etiquette is
profound, which is embodied in every word and move of characters. Chinese etiquette is the
world’s most time-honored etiquette. Looking back on the past and towards the future, China as a
great country has been encouraging the virtue of treating people with courtesy in the 21" century.
This is also reflected in our foreign policy in the international political arena. Treating people with
courtesy is a symbol of our cultural confidence. Treating people with kindness is an embodiment
of our moral principles as a great country. We respect the different voices of all countries, and
we also hope to gain the respect of other countries. China’s foreign policy is always to maintain
world peace and promote common development. Only by treating each other with courtesy and
kindness can we achieve Great Harmony.

( Source: Hey, The World )

Discussion: What is the essence of China’s treating others with courtesy? Can you illustrate

how China has been playing its role in achieving Great Harmony as a great country?

!,’g Chinese Etiquette

Born in 551 BC, Confucius, kong zi, has made the greatest contribution to Chinese culture
in history. He developed his thoughts into a system of philosophy known as Confucianism.
Confucianism emphasized self-cultivation, harmonious relationships with each other and respect
for the elderly. Friends should be honest to each other. Rulers should make an effort to provide a
happy life for people.

( Source: Hello, China )

e 10
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