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Canada’s Workplace Culture Experts

he “face” of the Canadian
workplace is changing.
Labour sources suggest
that by 2012, the majority of
growth in the Canadian labour
pool will be New Canadians and
Internationally Trained
Professionals. To thrive amidst the
impact of this significant change,
progressive Canadian businesses
are seeking to understand the needs
Lew Bayer
and cultural perspectives of New
Canadians and to effectively incorporate intercultural
personnel into their Canadian work forces.

T

Accordingly, nationally acclaimed civility in the workplace
expert Lew Bayer founded The Center for Organizational
Cultural Competence (COCC) in April 2008. In an effort to
meet the needs of employers who want to attract and retain
qualified employees from the growing multi-cultural labour
pool, the Center offers training, presentations, and
educational tools related to managing change, addressing
diversity, building organizational cultural competence, and
leveraging differences at work.
Fostering inclusiveness is good business for Canadians in
every occupational sector. The team at the COCC includes
Copyright COCC 2008, www.culturalcompetence.ca, adapted and used with permission from The Civility Group Inc.
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experts in organizational issues, intercultural competence
trainers, English as additional language instructors, cultural
perspective advisors, and experienced competency and
transferable skills analysts.
For the past 10 years, Lew has been a Principal of The
Civility Group Inc. which she co-founded in 1999.
Lew is also President of the In Good Company Civility
Experts.com training team, co-founder of Winnipeg
Roaring Women, chosen as a member of the City of
Winnipeg Citizens Equity Committee, SITAR, and MEEPA.
Lew is a 6-time published author, national columnist for
Canadian Living and Heart Magazines and web, a trained
Intercultural Communications Facilitator, proficient writer
and renowned professional speaker. She has twice been
nominated Manitoba Woman entrepreneur of the year, in
2007 she was a finalist in the International Trade category.
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High Tech Talk – Technology and Courtesy

Possible titles for Session:
 Technology is not an Etiquette-free Zone
 SUBJECT: Etiquette
 High-Tech Talk
 Navigating the Manners Minefield at Work
 Courteous Communications
 Put Your Manners Where Your Mouth Is

Length of Session:
3 hours, including 2-ten minute breaks.

Sample “Sell” Segment:
Technology, ah, so convenient…. And at times, so
annoying! Your high-tech habits can help you or hurt you,
especially in business. In a world where high tech often
translates to low touch, how you communicate can impact
first impressions, relationships, customer service, and
professionalism. Join the experts at The Civility Group and
learn how to communicate effectively and courteously in
any medium.

Who Would Benefit From This Session?
Administrative Professionals who use a variety of
communication tools, for business or social situations and
need to manage the communication of others or anyone
who has front line or client service responsibilities, and
wants to send a positive impression from a distance as well
as in person would benefit from this workshop.
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Rationale For This Session:
Things change, and none so quickly it seems as technology.
These days it’s hard to keep up with all the changes. There’s
no question however, that technology is here to stay, so if
you want to do business in competitive corporate circles,
you need to continually learn and adapt to all the new
gadgets that are available.
Technology does have its perks; you can streamline your
office, you can get a lot done in a short time, you can do
business half-way around the world with the push of a
button, and so much more. There are pitfalls too. If you’ve
ever experienced a computer crash or had a server down for
three hours, you know how frustrating technology glitches
can be.

Session Outcomes:
After attending this session, participants will be better
able to:
 Assess the impression your current communication is
sending
 Be a more confident, effective and positive
communicator
 Choose appropriate communication tools for different
messages and situations
 Follow practical guidelines for appropriate
communication when using technology to
communicate
 Learn how adopting a “sales savings account” strategy
for communication can boost respect and impact the
bottom line
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Topics Covered in This Session:
 Overview of technology in the workplace
 Technology – So many communication choices
 Practical guidelines for appropriate communication
when using:









Cell phones
Telephones
PDAs
E-mail
Voice mail
Speakerphones
Fax machine
Internet – blogs

Statistics:
(USA Today, July 28, 1999)
Forty-three percent of cell phone users
do not turn their phones off at the
movies or theatre and 57% don’t turn
them off in a restaurant (LetsTalk.com
Study, Wirthlin Worldwide).
Which uses of cell phones do people most abhor? 86% over
dinner, 88% in a meeting, 96% in a movie, 98% at a funeral
(USA Today, July 28, 1999).
When Texans were asked about drivers and cellular phones,
92% thought talking on the phone while driving is
dangerous; 89% of those who own cell phones share that
view (Scripps Howard Poll, Houston Chronicle).
So, should there be a state law prohibiting cell phone use
while driving—59% of Texans say yes, and 48% of those
who own cell phones favor such a law (Scripps Howard Poll,
Houston Chronicle).
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Cell phone chatter annoys almost two-thirds of Americans.
And of those polled for Cingular Wireless, 80% said they
overhear cell chat in restaurants and stores. (USA Today,
9/5/2001)
When asked if they are in favor of legislation to regulate cell
phone use, 57% favor banning mobile phones in the
classroom, theatres and restaurants (LetsTalk.com Study,
Wirthlin Worldwide).
One psychologist says that cell phones are a way of
minimizing the importance of the group… cell phone
people are telling the rest of us that “You don’t matter and
I’m very important.” (Dr. Joseph Miller, New School for
Social Research)
Cell phone users in the United States have increased from
34 million a decade ago to more than 203 million, which
comes very close to fulfilling the Supreme Court’s one manone cell phone mandate. World-wide, there are an
estimated two billion cell phones, which means an
unfortunate 405 billion people go to bed every night
without cell-phoning. No other recent invention has so
quickly been embraced—and scorned, The San Francisco
Chronicle reports. According to a 2004 MIT survey, the cell
phone is the invention people hate the most but can’t live
without, beating out the alarm clock and the television.
In a 2005 University of Michigan study, 83 percent said cell
phones have made life easier, choosing it over the Internet
(76%). But an additional 60% said they find cell phones
somewhat irritating when used in public. Sadly, the
irritating cell phonies never seem to participate in this kind
of survey or read articles describing how irritating; they are.
www.eng.vt.edu
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Quotes and Anecdotes:
“It has become appallingly obvious that
our technology has exceeded our
humanity.” ~ Albert Einstein
“Technology makes it possible for people to gain control over
everything, except over technology.” ~ John Tudor
“If GM had kept up with technology like the computer
industry has, we would all be driving $25 cars that got 1000
MPG.” ~ Bill Gates
“Once a new technology rolls over you, if you’re not part of
the steamroller, you’re part of the road.” ~ Stewart Brand
“Technology does not run an enterprise, relationships do.”
~ Patricia Fripp
“Technology: No Place for Wimps!” ~ Scott Adams

Modern Relevance:
YAHOO! AND OMD RESEARCH
SHOWS RESURGENCE OF
TRADITIONAL VALUES AMONG
TODAY’S TECH-SAVVY FAMILIES

‘Family 2.0’ Relies on Multi-tasking with Technology
to Stay Close, Better Manage Busy “43-Hour” Days
NEW YORK, Sep 26, 2006 (BUSINESS WIRE) — Global
families today are harnessing pervasive technology and
media to help them manage busy households and achieve
more balanced, satisfying lives, according to research
released today by global Internet company Yahoo! Inc. and
OMD, a worldwide media communications specialist. The
study, “It’s a Family Affair: the Media Evolution of Global
Families in a Digital Age,” found that technology and media
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are essential to planning, researching and acting on many of
family life’s important priorities, and that multi-tasking
significantly extends the average day’s activities beyond
24 hours.
The research project combined results from polling more
than 4,500 online families in 16 countries with in-home
interviews and scrapbooks tracking media and technology
usage by families in seven countries. Consistent themes
include a resurgence in traditional values, and recognition
that the “always on” nature of technology highlights the
need to also focus on low-tech activities such as playing
board games and dining together.
Nearly three quarters (73 percent) of families with children
said it is important to eat dinner together each day. Eight
out of 10 adults said they “enjoy spending time with their
family.” This number increases to nine out of 10 among
those married with children.
The research also found that the average global family owns
11 technological devices (12 devices in the U.S.), creating
concerns about information overload while enabling better
communications:
 70 percent of global survey respondents agreed that
technology allows them to stay in touch with family;
 29 percent of parents said that they use mobile phones
to keep in touch with children throughout the day;
 25 percent of parents said instant messaging has helped
improve relationships with their children.
While media usage was highest in the U.S. compared to
other countries surveyed, only a third (31%) of U.S. parents
believe their children fail to spend enough time outdoors or
playing sports—compared to 41% of parents in Taiwan,
South Korea and India, and almost two thirds (63%) of
parents in China.
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“The study shows that regardless of their size or
composition, today’s families value time-honored traditions
like dining together, and they’re using technology to help
manage busy, family-centered lives,” said Wenda Harris
Millard, Yahoo! chief sales officer. “Technology is essential
to family life, not because people love gadgets, but because
it helps them do what they want to do.”

The 43-Hour Day
How jam-packed is daily family life? The Yahoo!/OMD
study shows the power of multi-tasking in extending the
typical day’s activities beyond 24 hours. In the U.S.,
respondents listed, on average, a total of more than
43 hours of daily activities, including time spent sleeping,
working, commuting, as well as technology/media-based
activities such as emailing, using an MP3 player, text
messaging, and watching TV. Examples of the average time
reported for general versus technology activities per day
are listed below:
General activities

Technology/media activities

Time with family

4.5 hours

Using the Internet

3.6 hours

Working

6.4 hours

Watching TV

2.5 hours

Commuting

1.2 hours

Using instant
messenger

1 hour

Time with friends

1.5 hours

Emailing

1.2 hours

Listening to radio

1.3 hours

The following survey results highlight how families
increasingly rely on technology:
It means so much to stay in touch. Technology has
dramatically expanded the ability of families to
communicate, and today’s younger generation cannot
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imagine life without pervasive technology. More than half
(55 percent) of survey respondents age 18–34 agreed that
without technology they “wouldn’t be able to stay in touch
with friends and family.” More than a third in the 18–34 age
group said their social lives would suffer without
technology (34 percent) and that technology enabled them
to overcome shyness (36 percent).
The learning channels. As for the purpose of the time spent
with technology, parents pointed to beneficial uses such as
access to news and information. More than half (56%) said
the Internet has helped children with schoolwork, and
nearly two thirds (61%) said the Internet has “exposed my
children to a broad range of cultures.”
Purpose-driven media usage. Families have adapted to new
and changing media and technology, and now rely on the
Internet as their top source of information on travel, jobs,
finance and automobiles. Approximately half of
respondents said they rely primarily on television for news
(50 percent) and comedy (43 percent). Magazines are a
significant source for celebrity gossip and other niche
content. Newspapers are viewed as a strong secondary
source, after the Internet, for information with a local flavor
such as jobs, sports, concerts and events.
You’ve got...functionality. In addition to enabling
socializing, technology has become integral to routine
family life. Two thirds (66 percent) of U.S. families surveyed
use the Internet to research products, and 64 percent use a
search engine every day. Families also use the Internet to
share photos (62 percent), make travel reservations (60
percent) and research health (61 percent).
“It’s clear that within the ‘43-hour day,’ families are making
concerted efforts to spend time together and to live out a
new family value that says ‘we control technology—it does
not control us,’” said Joe Uva, president and CEO, OMD
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Worldwide. “These ‘longer’ days reflect multi-tasking at all
levels of the family, so it’s more important than ever for
advertising to engage people and to help enrich their lives,
not add to the clutter.”

Family 2.0
A dramatic shift in family demographics and dynamics
underlies the key findings of the Yahoo!/OMD research.
With only a third of U.S. online households (33 percent)
today consisting of the once-typical husband, wife, and
children, the Ozzie and Harriet era is long past. The family
power structure is changing as younger men are far more
likely to cook, clean, and plan family activities, while
women are as likely as men to manage family finances. As a
more open, democratic family emerges, roles and levels of
influence change.
“Family 2.0 isn’t the Cleavers of the 1950s or the futuristic
Jetsons. Today’s men cook, women work, and kids often are
very tech-savvy,” said Michele Madansky, vice president of
sales research, Yahoo! “Father doesn’t always know best. He
may not have a clue about what MP3 player is the best
value, but daughter can be the expert because she has spent
time online comparison shopping prices and features.”

It’s a Small – and Connected – World After All
With 718 million global Internet users (source: Media
Metrix), technology is helping bring far flung corners of the
world closer together. As this trend continues, relationships
with people and businesses are affected.
The research shows that families in developed countries
around the world are as inundated with technology and
media as American families, but with some important
distinctions. The U.S. lags other global regions in mobile
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phone usage. Mexico and the United Kingdom have the
highest adoption of DVRs, and Asia leads in MP3 player
adoption. In China, 59 percent of survey respondents watch
streaming video online versus 25 percent globally.

Reaching Out to Family 2.0
Understanding how Family 2.0 interacts with each other
and multiple technology devices and media channels is
critical for businesses looking to reach consumers and
influence purchasing behavior. The research suggests that
products and services that can be positioned as helping
busy families achieve the balance they seek will find
receptive audiences.
Reaching out to the whole family also is increasingly
important. In the U.S., two thirds (66 percent) of survey
respondents said the entire family influences purchases.
Effectively targeting the right family member at the right
time is fraught with complexity and challenge. Receptivity
to advertising falls as ad channels become more personal. In
the U.S., respondents reported that they were most open to
ads in magazines and newspapers (72 percent), radio (60
percent) or TV (59 percent), and less receptive to ads on
mobile phones or MP3 players. In addition, some media,
such as TV (70 percent), movies (50 percent) and in some
cases, the Internet (20 percent), are enjoyed together as a
family, while other technologies are more likely to be
experienced individually.
“Shared activities provide an opportunity to reach and
influence the entire family,” said Mike Hess, Global Director
of Communication Insights and Research for OMD. “The
more personal the medium, the more wary people are of
advertising. They’re more likely to consider only messages
that are highly relevant, which means that Internet-based
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solutions such as behavioral targeting and contextual
relevance will be important in pinpointing family members
that have the most influence in specific purchases.”

Methodology
This project was a two-phased market research study that
included in-home ethnographies and scrapbooks as well as
a quantitative online survey. The in-home interviews and
scrapbooks were conducted in New York, Wichita, San
Diego, Toronto, Montreal, Mexico City, Sydney, Paris,
London and Mumbai. Participants represented some
common and emerging family types typical in those cities.
The online survey was conducted with a total of 4,783
respondents aged 18+ in 16 countries in Asia, Europe,
Australia and the Americas. Survey responses were collected
during July and August 2006 via an online panel.
Respondents are representative of Internet users in those
areas, and may not reflect the overall population. The
survey contained questions regarding media and
technology ownership, usage and attitudes as well as indepth questions about the family profile and values.
Quantitative research was conducted in 16 countries total:
Australia, Canada, France, India, Mexico, UK, USA,
Argentina, Chile, China, Hong Kong, Italy, Philippines,
Russia, South Korea, Taiwan.
SOURCE: Yahoo! Cara Leggett, 646-351-5987,
cleggett@yahoo-inc.com, or OMD Tara Clark, 212-590-7333
tara.clark@omd.com, or Fleishman Hillard, Ed Bryson,
214-665-1328, brysone@fleishman.com,
Copyright Business Wire 2006, News Provided by COMTEX
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Cultural Tips:
TECHNOPOLY – THE SURRENDER OF
CULTURE TO TECHNOLOGY
by Neil Postman, 1993
Vintage Books, New York
As a cultural critic, professor of Media Ecology, and author
of numerous books on the themes of education and
technology, Neil Postman is well positioned to comment on
the relation of technology to culture. The relation, as he
sees it, is one in which culture is subservient to and
controlled by both invisible (I.Q. scores, statistics, polling
techniques) and visible (television, computers,
automobiles) technologies. Technology, Postman admits, is
a friend but mostly it is a “dangerous enemy” that
“intrudes” into a culture “changing everything”, while
destroying “the vital sources of our humanity”.
Furthermore, technology is a difficult enemy with which to
negotiate since it “does not invite a close examination of its
own consequences” and even “eliminates alternatives to
itself ”.
The author subscribes to a pessimistic view of technological
determinism and, as such, uses a critical and scolding tone
to paint a dystopian picture of a culture with a blind,
unfailing faith in science and technology yet without
purpose, meaning or traditional beliefs. “Progress without
limits”, “rights without responsibilities”, “technology
without cost” and a “moral center” replaced by “efficiency,
interest and economic advance”: this is Postman’s view of
the world gone wrong. This is what he terms a
“Technopoly”—the prime example of which is the United
States.
The key symbol of a Technopoly, the computer,
“undermines the old idea of school” and defeats attempts at
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group learning, cooperation and social responsibility. For
the masses of people, the computer makes them “losers”
because it confers power and knowledge on only a few.
“Computer technology serves to strengthen Technopoly’s
hold” substituting technical solutions for human ones.
As a solution to the problems created by the Technopoly,
Postman proposes that we become “loving resistance fighter
(s)” who retain “the narratives and symbols that once made
the United States the hope of the world”. Schools, he argues,
should be the “principal instrument for correcting mistakes
and addressing problems”. Thus, education is to lead the
resistance against the Technopoly. Taking as its central
theme “the ascent of humanity”, the curriculum will help to
restore a sense of meaning and purpose lost to the
Technopoly. In this curriculum, “(...) all subjects are
presented as a stage in humanity’s historical development;
in which the philosophies of science, of history, of
language, of technology, and of religion are
taught(...)(p.198) It is with these final solutions that the
author “closes the book” on Technopoly.
No doubt, Postman is well positioned to comment on
technology, how we relate to it, how it changes us and the
world we live in. No doubt, we have a lot of learning to do
about technology’s impact and role, and we have to do it
quickly to keep pace with the changes. At the same time,
one wonders whether Postman helps or hinders our
understanding of these issues or whether he is simply
misusing his position as “expert” to mislead, to fabricate
and to indulge in what amounts to fear-mongering.
Criticisms of technology’s impact on culture are not
uncommon. Many look with skepticism and concern at the
increasing role technology plays in their lives. Postman’s
brand of criticism is unique however. Through his use of
the term “Technopoly” to describe a collective state of mind
possessed and obsessed with technique, technology, and
Copyright COCC 2008, www.culturalcompetence.ca, adapted and used with permission from The Civility Group Inc.
Distributed by In Good Company, a division of COCC, www.civilityexperts.com.

16

LESSON PLAN

High Tech Talk – Technology and Courtesy

tools, Postman looks at all that has gone wrong with the
world and reifies it. Science, medicine, education, language,
forms, tests, polls—everything seems to have a role to play
in Postman’s somber scenario.
It is not surprising with a conspiracy of such complexity
and magnitude that the author was at a loss to provide
viable solutions to the problem. As an educator, I was
initially shocked, then amused at his suggestion that we
could somehow be rescued from this monster of
Technopoly by changing the curriculum. If only it were so
simple that we could improve education and the world by
merely changing the content of learning!
In spite of these shortcomings, Postman’s description of the
world as he sees it does force us to ask many important
questions—questions about the role of technology and
science, our relation to them, how they change us and how
we change them. And we can go beyond these questions
and enquire about change itself and about how individuals,
societies or cultures can control change. Or perhaps we can
adopt an ecological perspective—one which asks whether
or not the term “adapt” should be substituted for “control”.
We must determine as well what is to be the role of
technology in education and vice versa. Finally, we should
enquire about the effects of reifying and of
anthropomorphizing technology. Ironically, technology is
likely to be a useful tool in our search for answers to,
information about and discussion of all these questions!
To achieve cultural competence, that is successful
communication with other cultures, there are two basic
needs that must be achieved.
Basic needs are sensitivity and self-consciousness: the
understanding of other behaviors and ways of thinking as
well as the ability to express one’s own point of view in a
transparent way with the aim to be understood and
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respected by staying flexible where this is possible, and
being clear where this is necessary.
It is a balance, situatively adapted, between three parts:
1. knowledge (about other cultures, people, nations,
behaviors…),
2. empathy (understanding feelings and needs of other
people), and
3. self-confidence (knowing what I want, my strengths and
weaknesses, emotional stability).
www.wikiipedia.com

History:
The question of which was the earliest
computer is a difficult one. The very
definition of what a computer is has
changed over the years and it is
therefore impossible to definitively
answer the question. Many devices once called “computers”
would no longer qualify as such by today’s standards.
Originally, the term “computer” referred to a person who
performed numerical calculations (a human computer),
often with the aid of a mechanical calculating device.
Examples of early mechanical computing devices included
the abacus, the slide rule and arguably the astrolabe and the
Antikythera mechanism (which dates from about 87 BC).
The end of the Middle Ages saw a re-invigoration of
European mathematics and engineering, and Wilhelm
Schickard’s 1623 device was the first of a number of
mechanical calculators constructed by European engineers.
However, none of those devices fit the modern definition of
a computer because they could not be programmed. In
1801, Joseph Marie Jacquard made an improvement to the
Copyright COCC 2008, www.culturalcompetence.ca, adapted and used with permission from The Civility Group Inc.
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textile loom that used a series of punched paper cards as a
template to allow his loom to weave intricate patterns
automatically. While the resulting Jacquard loom is not
considered to be a computer, it was an important step
because the use of punched cards to define woven patterns
can be viewed as an early, albeit limited, form of
programmability.
In 1837, Charles Babbage was the first to conceptualize and
design a fully programmable mechanical computer that he
called “The Analytical Engine”.[2] Due to limits of finances,
and an inability to resist tinkering with the design, Babbage
never actually built his Analytical Engine.
Large-scale automated data processing of punched cards
was performed for the US Census in 1890 by tabulating
machines designed by Herman Hollerith and manufactured
by the Computing Tabulating Recording Corporation
(CTR), which later became IBM. So by the end of the 19th
century a number of technologies that would later prove
useful in the realization of practical computers had begun
to appear: the punched card, Boolean algebra, the vacuum
tube (thermionic valve) and the teleprinter.
During the first half of the 20th century, many scientific
computing needs were met by increasingly sophisticated
analog computers, which used a direct mechanical or
electrical model of the problem as a basis for computation.
However, these were not programmable and generally
lacked the versatility and accuracy of modern digital
computers.
A succession of steadily more powerful and flexible
computing devices were constructed in the 1930s and
1940s, gradually adding the key features that are seen in
modern computers. The use of digital electronics (largely
invented by Claude Shannon in 1937) and more flexible
programmability were vitally important steps, but defining
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one point along this road as “the first digital electronic
computer” is difficult (Shannon 1940). Notable
achievements include:
 The Atanasoff-Berry Computer (1941) which used
vacuum tube based computation, binary numbers, and
regenerative capacitor memory.
 Konrad Zuse’s electromechanical “Z machines”. The Z3
(1941) was the first working machine featuring binary
arithmetic and a measure of programmability.
 The secret British Colossus computer (1944), which had
limited programmability but demonstrated that a
device using thousands of tubes could be reasonably
reliable and electronically reprogrammable. It was used
for breaking German wartime codes.
 The Harvard Mark I (1944), a large-scale
electromechanical computer with limited
programmability.
 The US Army’s Ballistics Research Laboratory ENIAC
(1946), which used decimal arithmetic and was the first
general purpose electronic computer, although it
initially had an inflexible architecture which essentially
required rewiring to change its programming.
Vacuum tube-based computers were in use throughout the
1950s, but were largely replaced in the 1960s by transistorbased devices, which were smaller, faster, cheaper, used less
power and were more reliable. These factors allowed
computers to be produced on an unprecedented
commercial scale. By the 1970s, the adoption of integrated
circuit technology and the subsequent creation of
microprocessors such as the Intel 4004 caused another leap
in size, speed, cost and reliability. By the 1980s, computers
had become sufficiently small and cheap to replace simple
mechanical controls in domestic appliances such as washing
machines. Around the same time, computers became
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widely accessible for personal use by individuals in the
form of home computers and the now ubiquitous personal
computer. In conjunction with the widespread growth of
the Internet since the 1990s, personal computers are
becoming as common as the television and the telephone
and almost all modern electronic devices contain a
computer of some kind.
Source: Wikipedia

Reference and Research:
Managing Your E-Mail: Thinking Outside
the Inbox by Christina Cavanagh.
Publisher: John Wiley & Sons (September
17, 2003).
Email Power – How to get what you want from every email
you send (Paperback) by Steven Griffith. Publisher:
Coaching Intelligence Press (June 2, 2006).
Email: The Manual: Everything You Should Know About
Email Etiquette, Policies and Legal Liability Before You Hit
Send (Paperback) by Jeffrey Steele. Publisher: Marion Street
Press, Inc. (September 1, 2006).
Sign Me Up!: A Marketer’s Guide To Email Newsletters that
Build Relationships and Boost Sales (Paperback) by Matt
Blumberg, Tami Forman, Stephanie A. Miller. Publisher:
iUniverse Star (July 7, 2006).
Outlook 2003 Conquer Email Overload with Better Habits,
Etiquette and Outlook 2003 (Paperback) by Peggy Duncan.
Publisher: PSC Press (November 21, 2005).
Essential Computer Security: Everyone’s Guide to Email,
Internet, and Wireless Security [ILLUSTRATED]
(Paperback) by Tony Bradley, Harlan Carvey (Editor).
Publisher: Syngress Publishing (October 1, 2006).
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Guidelines for using your PDA:
http://mobileoffice.about.com/od/usingyourpdahandheld/
Using_Your_PDA_Handheld_Tips_and_resources_
for_mobile_workers.htm
http://en.wikipedia.org/wiki/Personal_digital_assistant
http://www.howstuffworks.com/pda.htm
 any sites that talk about blackberries etc.
http://www.pdastreet.com/
 any rules or etiquette about PDA’s
http://www.geek.com/pdageek/features/cybermanners/
index.htm
http://technology.monster.com/articles/gadget-etiquette/
http://www.cnet.com.au/pdas/pdas/
0,239035588,240061764,00.htm
http://mobileoffice.about.com/od/usingyourpdahandheld/
Using_Your_PDA_Handheld_Tips_and_resources_
for_mobile_workers.htm
http://en.wikipedia.org/wiki/Personal_digital_assistant
http://www.howstuffworks.com/pda.htm
 About blackberries etc.
http://www.pdastreet.com/
 PDA’s
http://www.geek.com/pdageek/features/cybermanners/
index.htm
http://technology.monster.com/articles/gadget-etiquette/
http://www.cnet.com.au/pdas/pdas/
0,239035588,240061764,00.htm
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To Present This Session You Will Need:
 Participant Handouts
 LCD projector and screen if you will be using
Powerpoint
 Flip charts
 Video clips about communication that illustrate
the topic

Agenda Summary
(For a 3-Hour Session)
Trainer would begin session by doing a self-introduction
and then give an overview of the topics that will be covered.
It would be a good idea to ask participants a few quick
questions, e.g., How many of you use email as your primary
mode of communication? Who has more than one cell
phone? How many of you spend at least 2 hours a day on
the Internet? Asking these questions will help trainer
determine which aspects of technology are of particular
interest to participants.
Trainer will give a brief overview of technology and explain
why understanding the guidelines for using it in a civilized,
polite way are important (rationale). Next trainer will
review all the types of technology communication we use in
modern business and give tips for using each courteously.

Participant Handouts
Please see Appendix for Participant Handouts.
THROUGHOUT THE LESSON PLAN STEP-BY-STEP
DIRECTIVES FOR THE TRAINER ARE PRINTED IN GOLD.
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Trainer’s Notes:
This session is particularly effective if
trainer can incorporate different modes
of technology into the session. For
example, you could use power point
and include an audio clip or you could have a guess speaker
call-in on a speaker phone or via tele-conference. The idea
would be to illustrate how easy and effective it is to use
technology and point out how comfortable most of us areand in fact how many of us are lost, bored, or
uncomfortable in quiet, technology-free environments.
Trainer should be sure to ask participants to shut off their
PDAs and cell phones during the session.

Knowledge Material:
OVERVIEW OF TECHNOLOGY IN
THE WORKPLACE
Introduction
(40 minutes–1.5 hours)
Trainer begins:
A lot has changed in the modern workplace. For most of us
how we communicate is now more technical; we use
electronics and wires for most interactions.
And change, especially when it comes to technology trends
has a way of sneaking past us. Consider the Internet. In
2007 the world wide web may seem like an old story, but
let’s pause to remember that as a commercial product the
Internet is just a mere decade old.
In just over ten years the Internet has dramatically altered
the way we gather information, manage our businesses, and
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EXERCISE

organize our lives. China likely will surpass the U.S. this
year in the number of Web surfers, a development few saw
in 1995. Still, the day is young! The Web in 2007 is like the
airplane in 1913 or the television in 1954.
(Adapted from www.wikipedia.com )
One of the big issues about keeping up with technology is
that things are developing so quickly that in many cases we
don’t have time to iron out the finer points, the “rules” for
using the technology, and the answers to all the “what if ”
questions. As a result many of us do the best we can and
sometimes make the rules up as we go along. Others take
advantage of the “grey areas” and use them as an excuse to
be lazy or rude. In spite of all this technology is not an
etiquette-free zone and if you are communicating for
business, pretending that it is, is a very serious mistake.

Trainer asks participants to do the technology quiz. Allow
10–12 minutes. Tell participants we will discuss the
answers throughout the session.

TECHNOLOGY ETIQUETTE QUIZ

1. If someone sends you an e-mail asking you not to send
them anymore unsolicited “spam”, they are referring to:

a) junk mail in the form of e-mail advertising or chain
letters
b) an e-mail which was accidentally sent to the wrong
address
c) copies of e-mail which was previously sent
2. A co-worker has had a death in the family. You want to
send condolences. What would you do?
a) send an e-mail
b) mail a handwritten note
c) pass a card around the office and leave it on their
desk
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3. You’re waiting for a client to close on a big deal. They
said they’d call by 4:00 and it’s ten after five. You should;
a) call immediately and find out what’s going on
b) give them the benefit of the doubt and wait until
they call
c) e-mail them and leave them your home number
4. You don’t have an e-mail at home so your friends
often e-mail personal messages at work. Sometimes
the messages are really personal. How would you
handle this?
a) e-mail them back, it’s your private e-mail and it’s no
one’s business
b) quickly put a stop to all personal e-mails at work.
Telephone friends and family from the privacy of
your own home
c) Just don’t return the e-mail
5. Your cell phone rings in the middle of an important
staff meeting. What should you do?
a) Answer it, it’s business
b) Say excuse me and quietly leave the room to take
the call
c) Immediately shut the phone off and apologize to the
group
6. You’re fed up with the behavior and attitude of a
co-worker. You correspond regularly by e-mail and you
want to say your piece so….
a) E-mail your comments to the co-worker and cc your
boss
b) Call the co-worker on the phone and ask to meet in
person to discuss the issues
c) Write your feelings down and say nothing Come
back to the issue when you’re calm and then decide
what to do
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7. You’re sitting in a restaurant and you cannot help
overhearing a cell phone conversation a competitor is
having in the booth next to you. Good manners dictate
that you…
a) Listen, he/she is a fool with bad manners
b) Ignore them and try not to listen
c) Interrupt them and let them know you are present
and can overhear the conversation
8. You collected a handful of business cards at a business
cocktail party and want to contact one of the people
you met and spoke to briefly. It is appropriate to:
a) E-mail them and strike up a conversation
b) Telephone the person and refresh your acquaintance
c) Drop by their office and hope they can see you
9. You have a really tight deadline and there is some very
important information you need to get to the parties
involved. What should you do?
a) Telephone them immediately and leave a voicemail
b) Send a detailed e-mail promptly
c) Fax a copy of the pertinent information to their
general office
10. An e-mail message should be answered…
a) Within one hour
b) Within one day
c) Within twenty-four hours

Knowledge Material
TECHNOLOGY – SO MANY
COMMUNICATION CHOICES
Trainer continues:
Let’s take a few minutes and talk about how many different
methods of communicating with technology there are.
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Trainer writes on flip chart. Responses might include:



















Digital Photo
Video
Fax
E-mail
Text message/Instant message
Blog
Group site (asynchronous)
Chat room (synchronous)
PDA/Blackberry
Pager
Phone (land line)
Cell phone
Conference call/Speaker phone
Voice mail
Virtual meeting
Video conference
Other________________
Other________________

Trainer continues
As you have seen from our list,
modern communication can be
high-tech or low-tech, incorporating
face-to-face, voice and written
methods. In your group, discuss the
advantages and disadvantages of
each, and record them below. Please
be prepared to present your results
to the rest of the class. Exercise will
take 15–20 minutes.
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COMMUNICATION: SO MANY CHOICES!
ADVANTAGES/ DISADVANTAGES
& INAPPROPRIATE/ BEST USES

METHOD

personal, see emotion, benefit of
body language BUT its’ time
consuming, can’t always control it
USE WHEN? When emotion is
involved, money, serious issues to
discuss,

E.g. Video conference

technical complications,foggy
image or words, time change
complications, BUT good
as voice, face
connection, more
personal
USE WHEN? Getting together isnot
an option but visuals are helpful

E.g., Virtual meeting

room for manipulation, visuals BUT
you can communicate in real-same
time
USE WHEN? Good when visuals
matter i.e. interviews.

Digital Photo
Video
Fax
E-mail
Text message/Instant message
Blog
Group site (asynchronous)
Chat room (synchronous)
PDA/Blackberry
Pager
Phone (land line)
Cell phone
Conference call/Speaker phone
Voice mail

EXERCISE

E.g., Face-to-face meeting (not
technical but just for example)
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A survey, conducted by the Centers for Disease Control and
Prevention’s National Center for Health Statistics, found
that more than 1 out of 10 American homes did not have a
landline telephone during the last six months of 2005.
www.californiaaggie.com
Note to trainer:
It is not necessary to review/discuss all the types of
technology communication. The point of the exercise is to
get participants to recognize that in almost every instance
where a technological device is used for communication, we
risk sacrificing “human-touch” for “high-tech”. One of the
reasons people like video-conferencing for example is
because they can put a face to a name and add back an
element of touch. Trainer should ask participants to think
about when it is appropriate to use certain modes of
communication. Remind them that sometimes convenience
costs- you may save time, but your relationships might pay
the price.
Trainer continues:
So how do I choose which mode of communication to use?
What is…
 The right medium for the message?
 The right message: What impression are you sending?
The MOST IMPORTANT thing to consider with any
communication is the recipient- what does she/he want?
Before you send any communication, you should
consider the:
 MESSAGE / TOPIC
 RECIPIENTS (CULTURE, LEVEL OF KNOWLEDGE,
ETC.)
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 RELATIONSHIP BETWEEN SENDER AND
RECIPIENTS
 CONFIDENTIALITY / SECURITY
 TIME / TIME OF DAY
 ACCESSABILITY
Trainer asks:
“Now, think about yourself as the recipient of
communication, what gets your attention, what makes
you listen, why do you read certain things and not
others?”
Experts at The Civility Group Inc. say:
1. Everyone in every situation should get exactly the same
respect and consideration every time. (This is the Four
E’s Philosophy) This means that you do not make
decisions about whether to communicate in a
respectful, considerate way on the basis of who you are
talking to, their rank, their age, the time of day, or the
mode of communication. Everyone in every situation
gets the same respect and communication every time.
2. Time is the most sought after commodity, wasting time
is the rudest thing you can do.
3. The average business professional looks at/skims 50% of
correspondence he/she gets, reads 30%, and
understands 20%.
4. Most people admit they won’t read anything more than
one page. (or one screen in the case of email)
5. People generally don’t hear the first seven words when
listening.
6. In business settings, most of us really just want to know
what do you want from me? How is this going to
impact me?
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7. Good communicators say less and listen more.
8. Clarity is key; be specific.
One of the best approaches to making smart high-tech
communication choices is to remember the business
priority. Remembering the business priority means that
over the course of your workday, all your choices are based
on doing what is best for business. You choose what to
wear, what to say, where to go, who to call, etc, based on
whether or not doing whatever it is will get you closer to
accomplishing your business goals.
A faux pas, (plural: faux pas) (French for false step) is a
violation of accepted, although unwritten, social rules. Faux
pas vary widely from culture to culture and what is considered
good manners in one culture can be considered a faux pas in
another. For example, in English-speaking Western countries it
is usually considered a nice gesture to bring a bottle of wine
when going to someone’s house for dinner. In France, however,
this is considered insulting as it suggests the hosts are unable
to provide their own good wine. However, bringing flowers to
the hostess is rarely a faux pas, although one sometimes needs
to be careful what kind of flowers to bring.
www.wikipedia.com

Knowledge Material:
TECHNOLOGY – PRACTICAL
USAGE GUIDELINES/CHOICES
Trainer should review all the knowledge material in this
section and then choose which sections are most
interesting and relevant to the participants.
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Cell phones and telephones:
When using any phone:

TIP SHEET

 Act as though you are communicating face-to-face; do
not eat and talk, type and talk, or do anything that
would interfere with completely focusing on the
speaker/listener.

 Stand up if you can and smile when you are on the
phone. This increases the energy and improves the tone.
 Always leave your name and number at the beginning
and at the end of a telephone message.
 Make telephone “appointments”—schedule specific
times to talk, rather than play telephone tag.
 Do not put callers on the speakerphone without
permission and if you do, always tell them if someone
else is already in, or enters, the room.

HOLD THE PHONE PLEASE!
TIPS ON TELEPHONE ETIQUETTE

Isn’t is amazing that in this technological day and age, all
the gadgets and supposed time saving devices we’ve
invented don’t seem to actually save us any time. In fact,
how often do we find that the telephone especially is a
source of stress at home and in business? We’re all busy and
we’re all tired so there’s no good excuse for behaving rudely
over the phone. In many situations, we may actually have
telephone relationships or do personal or professional
business with someone who we “know” through the phone
but actually never meet. This is the main reason why it’s
important to remember that people formulate first
impressions based on their initial interactions with us,
regardless of whether those interactions are through the
phone, the internet or face to face.
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Here are some telephone etiquette violators you may
recognize:
The Talkaholic
This violation is one of the worst. It’s the person who takes
telephone calls on a cell phone or house phone while
talking or meeting with you in person. He or she answers
the phone in front of you and proceeds to have a lengthy
conversation as if you weren’t there! If you absolutely must
take a call while you have a face-to-face guest, tell the caller
you have a guest and make the call as short as possible.
Talkus Interruptus
This person barges into the room while you are on the
phone and just starts talking to you! He/she ignores the fact
that you are on the telephone. It’s not as though he/she has
an emergency, either! If he/she is not talking, he/she stands
there listening to a conversation that does not concern
him/her. Can’t the Talkus Interruptus just please take a
hint!
The Stalker
This person paces back and forth like a starved wild animal
while you’re on the phone. He/she wants to talk to you, so
he/she hovers over you, shadows the door and makes you
feel uncomfortable. Another type of stalker may leave
you many, many messages and is unwilling to wait for a
return call.
Mr. Impatient
This person asks, “Would you please hold?” when
answering the telephone—but doesn’t wait for an answer.
And then he/she leaves you on hold for what often feels like
an eternity. Just as bad, in face-to-face conversations, he/she
says “I’ll call you back” by putting a hand up which leaves
no room for response or “I’ve got to go” with no goodbye.
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Voice Mail Minefield
You want a person. What you get is a machine. When the
phone is answered, a very nice voice presents you with a
menu of items to choose from. You usually have to respond
to three or four prompts before you get to the department
or person you want. And unfortunately, at that point, you
get a busy signal or the person has left a message stating
that he/she is out of town—and you are unable to get back
to the main menu to find someone else to talk to! You, of
course, have been calling long distance.
So what are the guidelines for mannerful telephone
behavior? The Canada’s business etiquette experts have a
few suggestions:
If you’re able, answer the phone. This saves wasting a lot of
time returning calls, playing telephone tag and sending
mixed messages to callers.
 When you speak on the phone speak clearly and slowly
in a voice loud enough to be heard. Turn the volume
down on the stereo or TV and take calls in a quiet room
if possible.
 Act as though the person you were speaking to on the
phone were standing right in front of you. People can
sense your mood through the phone, so smile when you
speak to them. If you’re not in the mood to take the
call, ask the person if you can call back rather than
sound bored, preoccupied or rushed when you speak to
them. Don’t eat, chew gum or carry on another
conversation with someone in the room while on the
phone.
 Always say “Hello” and ask who is calling if you don’t
recognize the voice. If you are making the call, always
identify yourself to the listener. It’s rude to answer the
phone by saying, “yeah” or “what’s up?”
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 Don’t just put people on hold. Always ask them if they
mind first and if they say they do mind, let the other
call go to your voicemail. If you are expecting a call, let
the first caller know so that he/she can anticipate a beep
in the ear and they won’t feel “dismissed” when the
second call comes through.
 If you put the phone down to do something, remember
that the caller can hear. Speak quietly and put the
phone down gently.
 When you are finished speaking, say something like,
thanks for calling, to let the caller know you need to go
and then say good-bye. Try not to be abrupt, cut people
off in mid-sentence or suddenly announce, “I’ve got to
go” and then click the phone in someone’s ear.
 If you are leaving a message, be sure to leave your first
and last name, telephone number and reason for your
call. People are more likely to return the call if you leave
adequate information.
 If you use a voicemail or an answering machine, leave
appropriate messages. While it’s not always safe to say
“I’m out of town until Friday” you could at least say, “I
will be checking messages but unavailable to return calls
until Friday”.
 Have a personal policy for returning calls. Etiquettely
speaking, calls both at home or at work should be
returned within twenty-four hours. Cell phones and
pagers typically come with user’s manuals but they
rarely include etiquette guidelines. How much do you
know about etiquette and technology?
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The Dreaded Cell Phone – Matching
Exercise

2. The cell phone behavior most people really hate
3. An unacceptable “ring” for a business phone
4. Places where you should turn your cell phone off
5. The only time a ringing cell phone interruption is
acceptable
6. It is alleged that radiation emitted from a cell phone is
equal to this

EXERCISE

1. The estimated ratio of people to phones (includes cell
phones and land lines) in Canada also called
“teledensity”

7. U of T study says you are this likely to have an accident
if driving while on the phone
8. Only this type of cell phone is secure
9. The term used to describe speaking extra loudly when
you’re on the phone
10. The term experts used to describe how cell phone
use/abuse impacts us socially
11. This behavior embarrasses people (they think you’re
talking to them) and hinders communication
12. This percent of people would rather go to the dentist
than sit near someone using a cell phone

Answers:
6 a low watt microwave oven
9 cell yell
5 when you have permission to leave the phone on

7 4x more likely (hands free won’t improve your chances)
12 59%
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2 86% said using phones in restaurants/over dinner
10 absent presence

EXERCISE

4 meetings, restaurants, hospitals
3 William Tell overture or any other musical excerpt
11 wearing an earpiece and talking to one person while
looking at another
8 Digital
1 104.6 per 100 people (includes business & personal,
wired and wireless lines – 2003 stat)

China is by far the overall leader with 393.4 million mobile
subscribers, almost twice as many as the United States in
second place with 201.7 million.
www.itu.int

TELEPHONE SKILLS
*This exercise is appropriate for front line and
administrative professionals.
1. How many times a day does your phone ring?

2. What do you feel is the most difficult thing about
conducting business over the phone?

3. How many times does the phone ring before you
answer it?
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4. How many messages are left on your voicemail
every day?

5. What percentages of your daily responsibilities involve
telephone correspondence?

6. Do you close deals or finalize arrangements over the
phone?

7. How do you follow up when you’ve completed
telephone business?

8. How many messages per day do you leave on other
people’s machines?

9. How long on average does it take you to return your
calls?
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10. Do you have a specific process by which you manage
your telephone business?

11. Do you shut the door and shut off the radio when you
answer the phone in your office?

12. If you said that 40% of your responsibilities involve the
telephone, what does this translate to in $$$. For
example, what is 40% of the revenue you generate for
your company? Try to break this down into revenue per
call. What do you get? Do you recognize now why it is
important to make the most of every call?

13. How much time would you guess you waste returning
messages and playing telephone tag?

14. Can you think of ways to “control the call” and
minimize the time you spend on the phone?
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15. Which of the following would not hinder
communications while on the phone?
– drinking coffee
– eating
– talking to someone else in the office
– chewing gum
– working on the computer while taking calls
1973 – Dr Martin Cooper, is considered the inventor of the
first portable handset. Dr. Cooper, former general manager
for the systems division at Motorola, and the first person to
make a call on a portable cellular phone.
1973 – Dr. Cooper set up a base station in New York with
the first working prototype of a cellular telephone, the
Motorola Dyna-Tac. Mr. Cooper and Motorola took the
phone technology to New York to show the public.
1977 – Cell phones go public. Public cell phone testing
began. The city of Chicago was where the first trials began
with 2000 customers, and eventually other cell phone trials
appeared in the Washington D.C. and Baltimore area. Japan
began testing cellular phone service in 1979.
1988 – This year changed many of the technologies that
had become typical in the past. The Cellular Technology
Industry Association (CTIA) was developed to lay down
practical goals for cellular phone providers. This included
research for new applications for cell phone development. A
new standard was placed with the creation of the TDMA
Interim Standard 54, in 1991 by the Telecommunications
Industry Association.
In spite of the unbelievable demand, it took cellular phone
service 37 years total to become commercially accessible in
the US. According to the Cellular Telecommunications
Industry Association, today there are more than 60 million
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customers with cellular phones, even though wireless
service was just invented nearly 50 years ago. The cellular
business was a $3 million market 25 years ago and has
grown increasingly to close to a $30 billion per year
industry.
www.fcc.gov/kidszone/history_cellphone.html

PDAs
Text messaging is one of the simplest and
most useful means of mobile
communication. No one can doubt the
popularity of text messaging and short
messaging service (SMS) in particular—
more than 50 billion SMS messages were
sent across the world’s GSM networks in
the first quarter of 2001, a fivefold
increase over the previous year—and there’s no slowdown
in sight.
Sample short form language:
@TEOTD
143
2G2BT
404
4EAE
A3
AAF
AAK
AAMOI
AAP
AAR
AAS
ACK
ADD
AND

At the end of the day
I love you
Too good to be true
I don’t know
Forever and ever
Anytime, anywhere, anyplace
As a matter of fact
Asleep at keyboard
As a matter of interest
Always a pleasure
At any rate
Alive and smiling
Acknowledge
Address
Any day now
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ADR
AEAP
AFAIK

Address
As early as possible
As far as I know
For a complete A-Z listing visit www.webopedia.com

E-mail
When using email:
 Always respect company policy for mixing business and
personal communications.
 Always use a subject line. Keep subject line to 30
characters or less (approximately 6-7 words).
 Treat email as a memo- attach additional information
or lengthy details as a letter or formal memo.
 Keep email paragraph length to 3-4 sentences.
 Use a separate email to address separate issues.
 Always insert your signature with first and last name,
title, place of work, and telephone number. A mailing
address and/or fax number as well as company website
information are also helpful.

*For more detail on netiquette see Lesson 2.

Modern Application:
You can add one more feature to the list
of technological tools: a sobriety test.
That’s right, cell phones with built-in Breathalyzers are set
to hit the U.S. market. So after a night of too much to
drink, you can pull out the device to see if you’re fit to get
behind the wheel.
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South Korean manufacturer LG will introduce the LP4100
to the U.S. market sometime in the near future—though no
date is set. The company placed several models on the
market in that country last year and already has sold more
than 200,000 units.
The phones were previewed at the annual Consumer
Electronics Show – CES – in Las Vegas earlier this year.
Here’s how it works: Users blow into a small spot on the
phone, and if they’ve had too much to drink the phone
issues a warning and shows a weaving car hitting traffic
cones. The LP4100 also allows users to set up the phone so
on certain nights and after a certain time they do not call
certain people in their phone book. Think ex-boyfriend or
ex-girlfriend.
If you have a blood alcohol level over .08, the phone will
not let you dial that person. So it not only promotes
sobriety, but chastity —and probably your dignity, as well.
www.abcnews.go.com

Reference and Research:
http://www.library.yale.edu/training/
netiquette/
http://www.emailreplies.com/
http://owl.english.purdue.edu/handouts/pw/
p_emailett.html
http://webfoot.com/advice/email.top.html
http://www.mindtools.com/CommSkll/
EmailCommunication.htm
http://www.uwc.ucf.edu/Writing%20Resources/Handouts/
email_tips.htm
http://www.tamingthebeast.net/articles/email.htm
A recent survey found that by 2007, Americans will be
sending and receiving an average of 100 messages per day.
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NETIQUETTE

TIP SHEET

In spite of what you might think, technology is not an
etiquette free zone. In general, all of the normal rules of
etiquette apply. For example, if you would not normally say
something to someone over the telephone, you certainly
should not say it via e-mail where it will be stored for
eternity for the entire world to read at will. Three key
things to think about when using the Internet:
confidentiality, familiarity and reasonability. Listed below
are some specific etiquette tips, which apply to the world of
e-mail:

Don’t be a novelist. Keep messages concise and to the point.
Keep the format and punch card length simple. Not
everyone with access to e-mail and the internet have top of
the line equipment and your message is lost if they can’t
read it.
Be careful with abbreviations. Some users have traded
clarity for confusion by using this short form language.
Here are some examples:
BCNU
BTW
TNSTAAFL
TTFN
TTYL
CMB

–
–
–
–
–
–

be seeing you
by the way
there’s no such thing as a free lunch
ta ta for now
talk to you later
call me back

When necessary, use e-mail “smiles”. This will help alleviate
misunderstandings and help convey the writer’s emotions.
Be careful though, these are not universal and could lead to
a misunderstanding. *Note: emoticons and smiles should
never be used in business correspondence. Here are some
examples:
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:-) smiley face
;-) wink/sarcasm
: - @ scream

:-D shock
: - ( frown
: - * drunk

Use appropriate salutations. For business use Mr., Ms. Etc.
for personal Dear…. is fine.
It’s a good idea to sign first and last name as well as title on
business e-mail. The receiver may not be familiar with the
sender when they receive short form e-mail addresses.
Do send a reply to maintain the “thread” or link between
messages rather than start a new e-mail message to
respond. This keeps all parties abreast of the state of the
conversation as well.

Taming Technology
With all of those messages flooding your inbox, it can be
almost impossible to find the ones you actually need.
Fortunately, a few simple rules can help tame your
escalating inbox, say David Teten and Scott Allen, coauthors of “The Virtual Handshake: Opening Doors and
Closing Deals Online.”
Teten and Allen researched effective systems that workers
have used to tackle their inboxes. Although everyone has his
or her own best way of dealing with e-mail overflow, the
duo’s book outlines these seven rules for keeping your
inbox under control:
1. Keep your inbox empty: “If you do not quickly respond
to every e-mail you get, you will rapidly lose control
over your entire work flow,” Teten and Allen write.
David Allen, in his book “Getting Things Done: The Art
of Stress-Free Productivity,” says you have three choices
to handle each e-mail you receive: Do it, delegate it or
defer it.
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If the task can be done in two minutes or less, do it
right away. Otherwise, give it to the most appropriate
person or place it in your organization system to do
later.
2. Organize around action, not data: Organizing your email with a folder for each project you’re working on
may seem like the obvious choice, but it’s not the most
efficient way to plan your workday. This type of
arrangement makes it impossible to look at e-mails
quickly and decide what to do next, Teten and Scott
Allen say.
Instead, organize your folders around the required
action. Teten and Allen recommend organizing your email into these folders, which can help you prioritize
your tasks:






Inbox
Deadline-driven
As soon as possible
Delegated
Archive

3. Save everything: “Disk space is cheap,” Teten and Allen
write. You never know when you’ll need to look up an
old acquaintance or find a file, so think twice before
hitting delete. The only e-mails you should send to the
trash bin are spam, e-zines you’re done reading and
notifications of new messages elsewhere.
4. Organize just enough: What’s worse than looking for
something you’ve already deleted? Looking for
something because you’ve forgotten where you put it.
Instead of having a multilevel folder system, stick with a
few high-level categories. “As a rule of thumb, you want
to have no more folders than you can see on one
screen,” Teten and Allen write. “This allows you to
properly file any message with a single mouse motion.”
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5. Review regularly: Organizing your inbox once isn’t
enough. You also need to keep up with the daily
onslaught of messages. Teten and Allen recommend
these review cycles:
 Daily: Empty your inbox.
 Weekly: Review your ASAP folders and review your
deadline-driven items when planning your week.
 Monthly: Update your folders and move completed
projects into the archive area.
 Yearly: Go through your archive and move obsolete
files to a separate folder.
6. Keep your file sizes manageable: If you file all your
e-mails to the same few folders, they’re bound to get
huge after a year or so. If your files are getting too big,
sort your old e-mails by date, Teten and Allen suggest.
For example: “Archive 2005 – January.”
7. Filter spam: Set up your automatic spam filter and then
review the suspected spam folder once a week. Once
you’ve reviewed it to ensure there’s nothing in there that
you want to save, delete all the messages.
Laura Morsch is a writer for CareerBuilder.com. She
researches and writes about job search strategy, career
management, hiring trends and workplace issues.
For a free courses on email etiquette visit
www.netmanners.com/email-ettiquette-101.html

Voice Mail
THE ELEMENTS OF A GOOD VOICE MAIL GREETING
 1–2 second pause before your greeting is played to
callers.
 Your name.
 The name of your organization/department.
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 The day of the week.
 What key(s) callers can press on their telephone for
immediate assistance.
 When callers can expect a return call.
 The name and extension of a colleague who can provide
assistance.
SOME WAYS TO HELP PEOPLE WHO CALL YOU FEEL
COMFORTABLE LEAVING MESSAGES
 Update your personal greeting regularly.
 In your greeting, let callers know when you will return
their call.
 Include information in your greeting about how callers
can reach a colleague who can help them if you are not
available.
 If you will be away from the office for an extended
period, on business or leave, let callers know and tell
them how to reach a colleague who is taking your calls.
 Tell your callers how they can easily reach someone in
real time if their call is urgent. BUT, make sure an
operator or receptionist is available to answer the line
during normal business hours.
 Pause for 1–2 seconds before you record your greetings
so that if your mailbox receives a STD call the
beginning of your greeting, particularly your name, is
not drowned out by the STD pips.
SUGGESTIONS WHEN CONSIDERING THE
COMPOSITION OF YOUR GREETING
 Try keeping your recording to a maximum of about
15 seconds.
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 Do not say “operators are busy”—instead tell callers
operators are aware of their call but are attending to
others, etc.
 Do not say “you have been placed in a queue” - instead
ask callers to hold.
 Wait at least 1–2 seconds before commencing recording
your greeting. This gives time for the call to be
answered and for the caller to be receptive. Also, it
allows the STD pips to be heard and not recorded over.
 Take your time while recording, and sound sincere.
OTHER PHRASES YOU MAY WISH TO CONSIDER
 Did you know that we . . .
“Nature has given
men one tongue
and two ears, that
we may hear twice
as much as we
speak.”
~ Epictetus

 You can also contact us on . . .
 If you prefer to fax your inquiry to us, you can do so
on . . .
 Thank you for calling. One of our reps will be with you
shortly.
 Thank you for waiting, we appreciate your patience.
One of our reps will (be with) (attend to) you shortly
Source: www.infotech.siu.edu/telecom/vm_etq.html

Speakerphones
There are 3 main rules:
1. Do not put someone on speaker phone unless you ask
him/her permission to do so.
2. If you are on the speakerphone, don’t be doing other
things that the caller can hear you doing through the
phone.
3. Apply all the usual telephone etiquette rules; wait your
turn to speak if there are several people on the call,
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speak loud enough that people can hear, speak clearly,
and do not take interruptions, e.g., other calls.

Fax Machine
When sending a fax:
 Always consider confidentiality. Telephone to ensure
receipt of sensitive documents.
 Always send a cover page and include the following on
the cover page:
– Your name (first and last), telephone number and
fax number.
– The recipient’s name (first and last) telephone
number and fax number.
– The number of pages.
When sending paper communication:
 Always choose the mode of communication,
print/paper, electronic, or voice that is preferable to the
recipient.
 Always use a spell and grammar check.
 If the information is sensitive request a receipt notice,
either an email send-back message or a voicemail. It is
the sender’s responsibility to ensure receipt.
 Send less, but more concise information.
 Remember you are sending an impression. Be inclusive,
be appropriate and be neat.
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CORRESPONDENCE ETIQUETTE TIPS
Statistics show that on average we spend 30% of our work
time engaging in written communication. This would
include email, faxes, letters, memos etc.
1. Practice good penmanship! The time and energy you
spend handwriting is of little value if the receiver
cannot read your writing. Choose blue or black ink,
space your words and sentences appropriately, and
remember… brevity is the key.
2. The appearance and quality of the stationery you
choose will leave an impression. Do not send formal
correspondence on mismatched, soiled, once-used or
“wrinkled” paper.
3. Double check that the letter or card is addressed
properly. Use complete, formal names and include titles
when available. Always include a return address.
4. For children under age 12, the use of “Master” for boys
and “Miss” for girls is still appropriate.
5. Try not to use “silly” stationery or cards/envelopes with
jokes or characters, which could be construed as
offensive. Plain is best.
6. When writing thank you cards, do not start the note
with, “Thank you….” The note will seem obligatory.
Instead, try to hi-light the event, the occasion or
something else positive. Do mention the gift specifically
at some point but, don’t lie, if you really didn’t like the
vase for example, say, “the vase was a thoughtful gift”
instead of “I loved the vase”. Sincerity is important.
7. Do not mix business and pleasure. Business cards do
not belong with social correspondence.
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8. Try to send thank you notes within 36 hours of the
occasion. You may telephone or e-mail thank yous for
very casual things or small niceties, however, a written
thank you is always better.
9. Always RSVP. Etiquette dictates that you respond in the
same manner as you receive an invitation. That means,
if you were invited by phone, you may RSVP by phone.
If you received a formal written invitation, you must
formally respond in writing.
10. Handwritten notes, especially for congratulations or
condolence should be handwritten and original. A
photocopy or form letter, handwriting done by
computer font, or carbon copy signatures is not
personal enough when handwriting is called for. Take
time to do it right and you’ll be glad you did.

Tele-conference equipment
INTERNET – BLOGGS

Blogging Etiquette: A Few Important Points
Blogging has its own set of etiquette. Some of the most
basic and important ones are provided below. Blogging is
so easy that everyone has to play by the rule to keep blogs
useful and functional.

Post regularly
Blogs retain the functionality of personal diaries which
should be updated daily. Very active bloggers often add
content every few hours. The reason people subscribe to
RSS feeds are the ability to read contents regularly. Stale
contents won’t attract more readers and subscribers.
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Give proper credits
It is commonplace that when bloggers browse through their
favorite blogs, ideas or comments will suddenly come up
and they will immediately add them to the conversation.
Bloggers are also well known for quoting other web sites.
Proper credit should be given for every occasions.
Due to the nature of outbound links, blogs are often good
resources for contents and more information.

Links to related resources
Bloggers usually have a list of favorite blogs they read
regularly. In blog term, it is called blogrolls. These lists
appear at the left or right side of the blogs, or separately
in their own pages.

Focus on a topic
No matter what a blog’s content is all about, it should be
concentrated on a topic or a set of related topics only.
Sometimes you can add extra content to reflect the
personality of the blogger.
Focused content is one of the most important keys to
attract search engines.

Don’t Take Your Blog Too Seriously
Yes, your blog is your business. Part of the fun part of
blogging is that you can tell something like it is, using your
own voice and writing style and still get what you want;
generate leads, establish credibility, position and brand
yourself in your niche.
See blogging as one tool that can help you grow your
business. That way, you can’t be too involved with one
medium. There are other media that you can tap and
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leverage into like e-mail marketing, pay per click, and
newsletter publishing. While blog can certainly help some
of those, the rule of thumb is to work on your business
instead of the blog instead.
Adapted from www.marketingloop.com

Sample Promo Sheet for Session:
“HI-TECH TALK” – COMMUNICATION ETIQUETTE
FOR THE 21ST CENTURY
Technology, ah, so convenient…. And at times, so
annoying! Your high-tech habits can help you or hurt you,
especially in business. In a world where high tech often
translates to low touch, how you communicate can impact
first impressions, relationships, customer service and
professionalism. Join In Good Company’s Etiquette Ladies
and learn how to communicate effectively and courteously
in any medium.

Who Should Take This Seminar?
Administrative Professionals who use a variety of
communication tools, for business or social situations; that
need to manage the communication of others or anyone
who has front line or client service responsibilities, and
wants to send a positive impression from a distance as well
as in person.

Upon completion of this seminar, you will
be better able to:
 Assess the impression your current communication is
sending
 Be a more confident, effective and positive
communicator
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 Choose appropriate communication tools for different
messages and situations
 Follow practical guidelines for appropriate
communication when using:








Cell phones
Telephones
PDAs
E-mail
Voice mail
Speakerphones
And more…

 Learn how adopting a ìsales savings accountî strategy
for communication can boost respect and impact the
bottom line

Benefits:
Boost morale, productivity, and customer service by
developing professional communication habits.
“You didn’t get there alone; pass it forward.”
Advice from Dr. Lois Nora, president and dean of
NEOUCOM, in her address to the Mid-Career Women
Faculty Development conference, July 2004
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TECHNOLOGY ETIQUETTE QUIZ
1. If someone sends you an e-mail asking you not to send them anymore
unsolicited “spam”, they are referring to:
a) Junk mail in the form of e-mail advertising or chain letters
b) An e-mail which was accidentally sent to the wrong address
c) Copies of e-mail which was previously sent
2. A co-worker has had a death in the family. You want to send
condolences. What would you do?
a) Send an e-mail
b) Mail a handwritten note
c) Pass a card around the office and leave it on their desk
3. You’re waiting for a client to close on a big deal. They said they’d call
by 4:00 and it’s ten after five. You should;
a) Call immediately and find out what’s going on
b) Give them the benefit of the doubt and wait until they call
c) E-mail them and leave them your home number
4. You don’t have an e-mail at home so your friends often e-mail personal
messages at work. Sometimes the messages are really personal. How
would you handle this?
a) E-mail them back, it’s your private e-mail and it’s no one’s business
b) Quickly put a stop to all personal e-mails at work. Telephone
friends and family from the privacy of your own home
c) Just don’t return the e-mail
5. Your cell phone rings in the middle of an important staff meeting.
What should you do?
a) Answer it, it’s business
b) Say excuse me and quietly leave the room to take
the call
c) Immediately shut the phone off and apologize to the group
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6. You’re fed up with the behavior and attitude of a co-worker. You
correspond regularly by e-mail and you want to say your piece so….
a) E-mail your comments to the co-worker and cc your boss
b) Call the co-worker on the phone and ask to meet in person to
discuss the issues
c) Write your feelings down and say nothing Come back to the issue
when you’re calm and then decide what to do
7. You’re sitting in a restaurant and you cannot help overhearing a cell
phone conversation a competitor is having in the booth next to you.
Good manners dictate that you…
a) Listen, he/she is a fool with bad manners
b) Ignore them and try not to listen
c) Interrupt them and let them know you are present and can
overhear the conversation
8. You collected a handful of business cards at a business cocktail party
and want to contact one of the people you met and spoke to briefly. It
is appropriate to:
a) E-mail them and strike up a conversation
b) Telephone the person and refresh your acquaintance
c) Drop by their office and hope they can see you
9. You have a really tight deadline and there is some very important
information you need to get to the parties involved. What should
you do?
a) Telephone them immediately and leave a voicemail
b) Send a detailed e-mail promptly
c) Fax a copy of the pertinent information to their general office
10. An e-mail message should be answered…
a) Within one hour
b) Within one day
c) Within twenty-four hours
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COMMUNICATION: SO MANY CHOICES!
METHOD

ADVANTAGES/ DISADVANTAGES &
INAPPROPRIATE/ BEST USES

Digital Photo
Video
Fax
E-mail
Text message/Instant message
Blog
Group site (asynchronous)
Chat room (synchronous)
PDA/Blackberry
Pager
Phone (land line)
Cell phone
Conference call/Speaker phone
Voice mail
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The Dreaded Cell Phone- Matching Exercise
1. The estimated ratio of people to phones (includes cell phones and land
lines) in Canada also called “teledensity”
2. The cell phone behavior most people really hate
3. An unacceptable “ring” for a business phone
4. Places where you should turn your cell phone off
5. The only time a ringing cell phone interruption is acceptable
6. It is alleged that radiation emitted from a cell phone is equal to this
7. U of T study says you are this likely to have an accident if driving while
on the phone
8. Only this type of cell phone is secure
9. The term used to describe speaking extra loudly when you’re on the
phone
10. The term experts used to describe how cell phone use/abuse impacts us
socially
11. This behavior embarrasses people (they think you’re talking to them)
and hinders communication
12. This percent of people would rather go to the dentist than sit near
someone using a cell phone

Answers:
____ a low watt microwave oven
____ cell yell
____ when you have permission to leave the phone on
____ 4x more likely (hands free won’t improve your chances)
____ 59%
____ 86% said using phones in restaurants/over dinner
____ absent presence
____ meetings, restaurants, hospitals
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____ William Tell overture or any other musical excerpt
____ wearing an earpiece and talking to one person while looking at
another
____ Digital
____ 104.6 per 100 people (includes business & personal, wired and
wireless lines – 2003 stat)
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TELEPHONE SKILLS
1. How many times a day does your phone ring?

2. What do you feel is the most difficult thing about conducting business
over the phone?

3. How many times does the phone ring before you answer it?
4. How many messages are left on your voicemail
every day?

5. What percentages of your daily responsibilities involve telephone
correspondence?

6. Do you close deals or finalize arrangements over the phone?

7. How do you follow up when you’ve completed telephone business?

8. How many messages per day do you leave on other people’s machines?

9. How long on average does it take you to return your calls?
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10. Do you have a specific process by which you manage your telephone
business?

11. Do you shut the door and shut off the radio when you answer the
phone in your office?

12. If you said that 40% of your responsibilities involve the telephone,
what does this translate to in $$$. For example, what is 40% of the
revenue you generate for your company? Try to break this down into
revenue per call. What do you get? Do you recognize now why it is
important to make the most of every call?

13. How much time would you guess you waste returning messages and
playing telephone tag?

14. Can you think of ways to “control the call” and minimize the time you
spend on the phone?

15. Which of the following would not hinder communications while on
the phone?
– drinking coffee
– eating
– talking to someone else in the office
– chewing gum
– working on the computer while taking calls
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NETIQUETTE
In spite of what you might think, technology is not an etiquette free zone.
In general, all of the normal rules of etiquette apply. For example, if you
would not normally say something to someone over the telephone, you
certainly should not say it via e-mail where it will be stored for eternity for
the entire world to read at will. Three key things to think about when
using the Internet: confidentiality, familiarity and reasonability. Listed
below are some specific etiquette tips, which apply to the world of e-mail:
Don’t be a novelist. Keep messages concise and to the point.
Keep the format and punch card length simple. Not everyone with access
to e-mail and the internet have top of the line equipment and your
message is lost if they can’t read it.
Be careful with abbreviations. Some users have traded clarity for confusion
by using this short form language. Here are some examples:
BCNU
BTW
TNSTAAFL
TTFN
TTYL
CMB

–
–
–
–
–
–

be seeing you
by the way
there’s no such thing as a free lunch
ta ta for now
talk to you later
call me back

When necessary, use e-mail “smiles”. This will help alleviate
misunderstandings and help convey the writer’s emotions. Be careful
though, these are not universal and could lead to a misunderstanding.
*Note: emoticons and smiles should never be used in business
correspondence. Here are some examples:
:-) smiley face
;-) wink/sarcasm
: - @ scream

:-D shock
: - ( frown
: - * drunk

Use appropriate salutations. For business use Mr., Ms. Etc. for personal
Dear…. is fine.
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It’s a good idea to sign first and last name as well as title on business email. The receiver may not be familiar with the sender when they receive
short form e-mail addresses.
Do send a reply to maintain the “thread” or link between messages rather
than start a new e-mail message to respond. This keeps all parties abreast
of the state of the conversation as well.
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IS RUDENESS REALLY AN ISSUE?
How many of the following behaviors have you experienced in the last two
weeks?
How many of the following behaviors have you experienced in the last two
weeks?
Lateness

_____ Swearing

_____

Sloppy Dress

_____ Bad attitude

_____

Theft

_____ No preparation

_____

Interrupting

_____ Illegible handwriting

_____

Spam

_____ Being ignored

_____

Someone not listening

_____ Disrespect for property

_____

Hang-ups

_____ Incomplete messages

_____

Rude tone of voice

_____ Your time wasted

_____

Temper tantrums

_____ Pushing/shoving

_____

What other behaviors have you experienced?
__________________________________________________

Can you guess the following:
a) The rudest behavior front-line personnel experience from those in a
senior position?
b) The behavior that male employers often say undermines credibility in
business?
c) The behavior that many female professionals say shows overt
disrespect?
d) The rude behavior reported most often in the workplace?
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e) The most often reported customer service complaint?
f) The excuse most of us use for behaving inappropriately or rudely?

STATISTICS SAY:
 NEW YORK (CNNfn) – Call it “office rage” —
78 percent of workers say aggressive and disrespectful behaviour in the
workplace has gotten worse, according to a survey conducted by the
University of North Carolina.

 We’re all under a lot of stress and feel pushed to the edge: one study
shows that 9 out of 10 of us are highly stressed most of the time (Rose
Medical Center, Denver CO)

 It seems we may have what’s called “Hurry Sickness”; we’re impatient—
and when someone slows us down, we get rude and angry (Meyer
Freidman Institute in San Francisco which studies the relationship
between stress and heart disease)
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