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VI. Etiquette 

Etiquette 101: American Table Manners

A. The Role of Manners?

There is not much call for a complete working knowledge of table manners in America today. Many families only gather all at once around the dinner table at holiday feasts, and most restaurants are too casual to require, or even to allow for, more than basic good table manners. 

From time to time -- perhaps at an important business dinner, a romantic date at an expensive restaurant, or a first dinner with the family of the person who may be "the One" -- it is necessary to display a more sophisticated knowledge of table etiquette. This is not difficult, once you have mastered the basics. Anyone armed with this core knowledge and the ability to adapt to the situation at hand will be able to handle even the most formal event. The goal is not, after all, to demonstrate utter mastery of the most arcane details of etiquette (which would be quite difficult considering the wide variations of customs in different cultures and from generation to generation), but rather to behave with graciousness and poise at the table. 

Mastering the Basics

Much of the difficulty encountered in learning table manners derives from the struggle to master the ritual handling of the various tools involved. In order to display the right social veneer, it is necessary to sit at the table with elegant ease and wield the utensils with aplomb. The diner who leaves the napkin folded on his plate until it obstructs the placement of his appetizer plate reveals his lack of training. The dinner party guest, who observes with dismay the array of flatware on either side of her plate, need only take the time to learn the simple secret to the plan. There are, of course, a few tips and pitfalls to be aware of, as well as the occasional surprising item you can eat with your hands. Here is a quick guide that will help steer you through even the most formal of occasions. 

Reading List: 
1.The Rituals of Dinner: The Origins, Evolution, Eccentricities, and Meaning of Table Manners by Margaret Visser. New York:  Penguin Books, 1991. 

2.Eleanor Roosevelt's Book of Common Sense Etiquette by Eleanor Roosevelt. New York: The Macmillan Company, 1962. 

3.Miss Manners' Guide for the Turn-of-the-Millennium by Judith Martin. New York: Pharos Books, 1989. 

4.Miss Manners' Guide to Excruciatingly Correct Behavior by Judith Martin. New York: Warner Books, 1982. 

5.Elements of Etiquette: A Guide to Table Manners in an Imperfect World by Craig Claiborne. New York: William Morrow, 1992. 

6.Meal Time Etiquette by Rose V. White. New York: Emily Post Insititute, 1964. 

B. The Secret of the Formal Place Setting 

There is a general consensus among writers of etiquette manuals that too many people are afraid they will fail to choose the proper utensil for the appropriate stage of the meal. Book after book provides reassurance on this point: use the outermost utensil or utensils, as necessary, one set for each course, and you can't go wrong (unless the table has been improperly laid to start out with). For a formal place setting, you will receive exactly as much silverware as you will need, arranged in precisely the right order. Good etiquette requires you to assume (and this ought to ease most people's worries) that the host has correctly assigned each utensil to its task, rather than attempt to point out that a fish fork is improperly being supplied for your salad. As each course is finished, the silverware will be removed with the dish, leaving you with a clean slate, all ready for the next item to arrive. Common sense forbids arranging battalions of forks and knives at the sides of the plate, so on the extremely rare occasions that more than three or four courses are planned, new silverware will be brought to you after all of the original setting has been used. 

In this 1902 photograph from Mrs. Seely's Cook-Book (with Chapters on Domestic Servants, their Rights and Duties), the proper place setting shown is little different from the examples provided in Judith Martin's "Miss Manners" etiquette books, in spite of the fact that it is nearly a century old. The plate in this setting is known as a "service plate," and is never actually eaten from. It will either be removed when the first course is brought, or the dish will be set on top of it. A person faced with this array can expect to dine on:

Oysters, as appetizer: Use the small fork angled into the soupspoon at right. This is the one exception to the rule of placing forks to the left of the plate.

Soup: The soupspoon is commonly the only spoon provided for the initial place setting.

Salad: Note the thicker tine at the left of the fork, which strengthens the tool -- for right-handed people -- for use in cutting large salad greens without having to resort to the knife.

Fish: Both a fork and a knife are provided for fish. Sometimes the fish knife has a silver blade, because fish, which is often served with lemon, reacts with the steel in old knife blades, causing an unpleasant taste (the invention of stainless steel in the 1920s made this problem obsolete). The fish fork is usually shorter than the meat fork.

Meat: The inner fork and knife are provided for the meat course of the meal.

Dessert: In this case, the dessert utensils will be brought in with the dessert. However, you may encounter the dessertspoon -- and fork, if needed - as part of the initial place setting. They would be placed horizontally over the plate and parallel to each other, with the bowl of the spoon pointing to the left and the tines of the fork pointing right. When coffee and tea are served, a teaspoon will be provided; it is brought in on the saucer.

C. How to Use a Knife, Fork, and Spoon

An Introduction:

The rules that specify how knife, fork, and spoon must be used have evolved along with the forms of the utensils themselves. In general, these rules are explicitly intended to prevent the utensils from appearing threatening. Margaret Visser, in her book The Rituals of Dinner, points out that etiquette and the ritual it imposes helps to control the violence inherent in the preparation and serving of meals. Animals are slaughtered and consumed, the guest-host relationship is, in itself, a complicated interweaving of the imposition of obligation and suspension of hostility, and the ordinary table knife is related to actual weapons of war. Consequently, flatware is held delicately, carefully balanced on the prescribed fingers and guided by the fingertips. To hold any utensil in a fist or to manipulate it in such a way that is pointed at anyone would hint at potential danger, as would even setting it down in an inappropriate way.

Holding a Utensil

In general use, both spoon and fork are held horizontally by balancing them between the first knuckle of the middle finger and the tip of the index finger while the thumb steadies the handle. The knife is used with the tip of the index finger gently pressing out over the top of the blade to guide as you cut.

The Zig Zag Method

By American custom, which was brought about partly by the late introduction of the fork into the culture, all three utensils are intended for use primarily with the right hand, which is the more capable hand for most people. This leads to some complicated maneuvering when foods, such as meat, require the use of knife and fork to obtain a bite of manageable size. When this is the case, the fork is held in the left hand, turned so that the tines point downward, the better to hold the meat in place while the right hand operates the knife. After a bite-sized piece has been cut, the diner sets the knife down on the plate and transfers the fork to the right hand, so that it can be used to carry the newly cut morsel to the mouth. Emily Post calls this the "zigzag" style.

European Style

The European, or "Continental," style of using knife and fork is somewhat more efficient, and its practice is also common in the United States, where left-handed children are no longer forced to learn to wield a fork with their right hands. According to this method, the fork is held continuously in the left hand and used for eating. When food must be cut, the fork is used exactly as in the American style, except that once the bite has been separated from the whole, it is conveyed directly to the mouth on the downward-facing fork. Regardless of which style is used to operate fork and knife, it is important never to cut more than one or two bites at one time.

Peas!

Another significant difference between the American and the Continental styles of using knife and fork is the American insistence that the unaided fork must capture even the most awkward and contrary foods, such as peas. In Europe it is permitted to use the knife or a small bit of bread to ease a stubborn item onto the fork.

Once-Used Placement

There are numerous rules and prohibitions regarding the proper placement of eating utensils once they have been used. Essentially, used flatware must never be allowed to touch the surface of the table, where it might dirty the cloth. It is not proper to allow even the clean handle of a knife or fork to rest on the cloth while the other end lies on the plate. At the end of a course, a utensil must not be left in any dish that is not flat -- the soup bowl, for example, or a shrimp cocktail dish, a teacup or a parfait glass. All these items are usually presented with a plate underneath the bowl or cup, on which the utensil must be placed after use.

Placement in General

The positioning of knife and fork when not in use acts as a sort of semaphore, allowing the diner to indicate the degree to which he intends to pause in eating. Flatware should always be placed on the plate during pauses between bites. If this is to be a very short time, there is no set pattern. For longer waits, perhaps caused by a diverting twist in the table conversation, the diner places the fork on the left and knife on the right, so that they cross over the center of the plate. The diner preparing to pass his plate for a second helping places the fork and knife parallel to each other at the right side of the plate, so that there is room for the food. When the diner has finished, he signals this by setting the fork and knife parallel to each other, so they lie either horizontally across the center of the plate or are on the diagonal, with the handles pointing to the right. The cutting edge of the knife blade should face toward the diner (again, avoiding all possible aggressive implications), and the fork may be placed with the tines either up or down.

D. How to Use a Napkin

Using the napkin at formal occasions, as with much else associated with etiquette, should be a delicate affair. It is meant only to be dabbed at the lips and should not get dirty in the process. It might seem that the napkin is provided precisely so that it can help the diner clean up any mess that might occur during the course of the meal. Of course, this was its original use, (once the tablecloth itself ceased to be used as a napkin), and at an informal occasion such as a barbeque, it still performs this service. But the more formal the event means the more vestigial the presence of the napkin, because the purpose of nearly every aspect of table manners is to preserve cleanliness and proper appearance. If all other elements of the meal are going well, there will be no danger of smudging the linen.

To Start

As soon as you are seated, remove the napkin from your place setting, unfold it, and put it in your lap. At some very formal restaurants, the waiter may do this for the diners, but it is not inappropriate to place your own napkin in your lap, even when this is the case. If your napkin falls on the floor during a very formal event, do not retrieve it. You should be able to signal a member of the serving staff that you need a fresh one.

To Finish

When you leave the table at the end of the meal, place your napkin loosely next to your plate. It should not be crumpled or twisted, which would reveal untidiness or nervousness, respectively; nor should it be folded, which might be seen as an implication that you think your hosts might reuse it without washing. The napkin must also not be left on the chair. There is a European superstition that a diner who leaves the napkin on his chair will never sit at that table again, but other, less supernatural, reasons are often cited for this: it might seem as if you have an inappropriately dirty napkin to hide – or even that you are trying to run off with the table linens.

E. Tips and Pitfalls

Beginning: 

Developing the habit of taking a moment to observe which starting method will be operative at an event can be very useful in preventing awkward mistakes. It will ensure, for example, that an agnostic guest never finds himself with laden fork pushed halfway into his mouth just as the host begins to say grace. 

There are two common approaches to determining how to begin, and, whichever method is used; it should be followed at the start of each course of the meal. At smaller events, it is common to wait to take a bite until everyone at the table has received a serving and the hostess has begun eating. Sometimes a hostess may urge her guests to eat immediately upon receiving the food. This is especially true at larger events, where waiting for everyone would allow it to get cold. In this case, wait until one or two of the other guests are ready to begin as well, so that you are not the only person at the table who is eating. 

Posture:

("Elbows, elbows, if you're able -- keep your elbows off the table!") Proper posture at the table is very important. Sit up straight, with your arms held near your body. You should neither lean on the back of the chair nor bend forward to place the elbows on the table. It is permissible to lean forward slightly every now and then and press the elbows very lightly against the edge of the table, if it is obvious that you are not using them for support. 

Eating Soup:

Dip the spoon into the soup, moving it away from the body, until it is about two-thirds full, then sip the liquid (without slurping) from the side of the spoon (without inserting the whole bowl of the spoon into the mouth). The theory behind this is that a diner who scoops the spoon toward himself is more likely to slosh soup onto his lap, although it is difficult to imagine what sort of eater would stroke the spoon so forcefully through the liquid that he creates waves. It is perfectly fine to tilt the bowl slightly -- again away from the body – to get the last spoonful or two of soup. 

Eating Bouillon:

It is not very well known, undoubtedly because it is no longer in fashion to serve it, that if you are given bouillon in a soup cup with a handle, you may pick up the cup and sip the broth directly from it, even if a soupspoon has been provided. If there are any bits of vegetables or meat in the bouillon, they should be eaten with the spoon before you begin sipping.

Finger Bowls:

The finger bowl has hovered on the brink of obsolescence for over a century without entirely disappearing. This is probably why it provides the critical obstacle in the story of the man, either a foreigner or a bumpkin (depending on the teller), who is a guest at a formal dinner party. When a servant offers him a bowl of water at the end of the meal, he drinks it. The hostess presiding at the event is so poised and utterly well mannered that, without skipping a beat, she drinks her bowl down, too, thus saving him the embarrassment of realizing the extent of his faux pas. This tale has reached almost the status of urban legend, and it is told in many variations. The hostess may be a family matriarch or someone very well known, say Eleanor Roosevelt or Queen Victoria, but the finger bowl seems to be a constant. 

Fortunately, the main difficulty lies in recognizing the finger bowl when you see it, which, at formal events, will be either before or after the dessert course. Often there is a slice of lemon floating in the water. Once you are presented with one, all you need to know is that you should delicately dip your fingertips in the water (no scrubbing), dry them off with your napkin (equally delicately), and set the bowl to the side of your plate. 

Offering Food:

 Take note, when you are the host of a party, of the way you offer additional servings to your guests. Urging someone to "have another (or a second or third) helping" can be seen as an unpleasant insinuation that the guest has eaten too much. It is best to phrase each offer of food as if the dish has just been brought out for the first time. 

"Please Pass the Salt":

The proper response to this very simple sounding request is to pick up both the salt and the pepper and to place them on the table within reach of the person next to you, who will do the same, and so on, until they reach the person who asked for them. They are not passed hand-to-hand, nor should anyone other than the original requester sprinkle her food when she has the shakers in her possession. The reason for this, as Judith Martin points out more than once, is that American etiquette is not about efficiency. Often, the most refined action is that which requires the greatest number of steps to carry it out (as in, for example, the zigzag method of handling a fork and knife). 

Removing Inedible Items from the Mouth

The general rule for removing food from your mouth is that it should go out the same way it went in. Therefore, olive pits can be delicately dropped onto an open palm before putting them onto your plate, and a piece of bone discovered in a bite of chicken should be returned to the plate by way of the fork. Fish is an exception to the rule. It is fine to remove the tiny bones with your fingers, since they would be difficult to drop from your mouth onto the fork. And, of course, if what you have to spit out will be terrifically ugly -- an extremely fatty piece of meat that you simply can't bring yourself to swallow, for example -- it will be necessary to surreptitiously spit it into your napkin, so that you can keep it out of sight.

F. Foods You Can Eat with Your Fingers
Artichoke: The artichoke is actually the leaf-enclosed flower bud of a plant that is in the thistle family. It is usually served steamed with a dipping sauce. To eat it, pull a leaf off, dip it, scrape the flesh from the base of the leaf with your top teeth, and discard the leaf on the plate provided for that purpose. (Or you may encounter a special plate made with a central niche for the artichoke, a niche for a small bowl of sauce, and a sort of moat all around on which the leaves are to be discarded.) Continue eating the leaves until the prickly "choke" is revealed – this is the point when it is clear you have a species of thistle in front of you. Switch to fork and knife, first to remove the choke, then to eat the heart and base. 

Asparagus: Asparagus may be eaten with the fingers as long as it is not covered with sauce or otherwise prepared so it is too mushy to pick up easily. Of course, it is also just fine to use a fork and knife to eat asparagus, even when it is perfectly al dente and sauce-free. But you might appreciate getting to act like a rebel without breaking any rules.

Bacon: When bacon is cooked until it is very crisp, and there is no danger of getting the fingers wet with grease, it is okay to pick it up to eat it. This is an instance of practicality winning out over decorum, since trying to cut a crisp piece of bacon usually results in crushing it into shards that are quite difficult to round up onto a fork.

Bread: Bread must always be broken, never cut with a knife. Tear off a piece that is no bigger than two bites worth and eat that before tearing off another. If butter is provided (and at formal events it customarily is not), butter the small piece just before eating it. There is an exception to this rule: if you are served a hot roll, it is permissible to tear (not cut) the whole roll lengthwise down the middle and place a pat of butter inside to melt. 

Cookies: It is never necessary to try to eat the cookie that comes as a garnish to your dessert with a spoon. Unless it has fallen so far into the chocolate sauce that there isn't a clean corner by which to pick it up. 

Corn on the Cob: It is unlikely that it will be served at a formal event, but if you encounter corn on the cob, it may be picked up and eaten. The approved method of doing so is to butter one or two rows at a time and to eat across the cob cleanly. 

Chips, French Fries, Fried Chicken, and Hamburgers: All these items (which could also probably be classified as "fast foods") simply will not be served in a formal setting. Most are intended to be eaten with the hands, although a particularly messy hamburger could be approached with fork and knife, and steak fries (the thick-cut, less crispy variety) may be best eaten with a fork.

Hors d'Oeuvres, Canapes, Crudités: Almost everything that is served at a cocktail party or during a pre-meal cocktail hour is intended to be eaten with the fingers. Some of these foods make appearances at regular meals as well (although not often very formal ones). When they do, it is still permissible to use the fingers to eat them. This includes olives, pickles, nuts, deviled eggs, and chips. 

Sandwiches: The straightforward sandwich -- that is, any sandwich that is not open-faced, not too tall to fit sauces or loaded with mushy fillings -- is intended to be picked up and eaten. Otherwise use fork and knife. 

Small Fruits and Berries on the Stem: If you are served strawberries with the hulls on, cherries with stems, or grapes in bunches, then it is okay to eat them with your fingers. Otherwise, as with all berries, the utensil of choice is a spoon. In the case of grapes, you may encounter a special scissors, to be used to cut off a small cluster from the bunch. If not, tear a portion from the whole, rather than plucking off single grapes, which leaves a cluster of unattractive bare stems on the serving platter. 

(www.cuisinenet.com/glossary/fingers.html)

Etiquette 102: Etiquette for Business

What's Rudeness Costing You?

By Ann Chadwell Humphries
X. Most Admired and Respected Behaviors

1. Knowledgeable and Gets Results - Help your staff perfect their skills and knowledge to be helpful to others. We all know nice people who look good and smile, but never get anything done. Let people do the work you hired them to do without hovering. Respect their knowledge. 

2. Exceptional, Insightful Listener - Concentrate when people tell you something you need to know. Eliminate distractions. Stop the phones. Close the door. Sit silent and still. This doesn't mean you should be interrupted by any concern expressed at anytime. If you are unable to listen attentively, reschedule. 

3. Consistent Demeanor - Treat everyone with a basic amount of respect. Don't be caught doing back flips for VIP's, and then throwing temper tantrums with counter clerks. Be as strong when you begin a project, as when you end one, as service-oriented when you sell as when you service, as professional on Monday as Friday. 

4. Approachable and Accessible - Be easy to meet. Introduce yourself; don't wait for people to approach you. Learn, remember, and use people's names in conversation. Act friendly. Perfect a good handshake. Return phone calls promptly. Speak to people in hallways. Make sure people can reach you fairly easily, but don't mention if they are hard to reach. 

5. Honors Commitments - Do what you say you will do. If you can't keep your commitments or remain undecided, alert people so they can make other plans. Don't be a consistent "no show." If you've accepted a position as a committee member, but have trouble making the meetings, resign. Of course remember the adage, "Neither break promises you should keep, nor keep promises you should break." 

6. Honest - Be known for being honest. Do not cultivate a reputation for dishonesty. Be scrupulously honest when dealing with time and money. Be tactful when dealing with people. Let people know when they are doing a good job and where they can improve. 

7. Can Function in Public - Practice social graces for business places. Some folks are exceptionally skilled at their work in the privacy of their office or industry, but they don't know how to operate socially where they need to network to broaden their influence and gain support from others. For table manners, the F-O-R-K goes on the L-E-F-T. The S-P-O-O-N and K-N-I-F-E go on the R-I-G-H-T. F-O-O-D items go on the left, so your bread plate is on your left. D-R-I-N-K is on the right, so your coffee cup and glasses are on the right. When sitting at a banquet table, begin eating when two people to your left and right are served. If you haven't been served, but most of your table has, encourage others to start. Reach for items in front of you. Offer to the left; pass to the right, although once things start being passed, go with the flow. Rehearse whom you might see at receptions, so that names pop more easily into your head. Don't forget business cards. Learn how to converse and visit with people. They'll trust you.
Most Rude and Annoying Behaviors

8. Telephone Rudeness - Organizations can quickly look bad if their telephone systems are outdated, and the people who use them are lazy or casual. Be vigilant about using your phone correctly. Make sure your employees know how to put people on hold and keep them there respectfully, transfer calls expertly, return calls promptly, and identify themselves professionally which includes keeping voice messages updated. Don't fall into the trap of, "Of course we/I do this well." Correct poor telephone technique and hold yourself and your staff accountable. 

9. Interruptions - Make sure your interruptions are worthy of disturbing others. Knock. Preface your conversation with what you want to discuss. Don't waltz into someone's cubicle and plant yourself for an extended visit. Be aware of when you butt into conversations, talk over existing conversation, or have to have the last word. Interrupt interrupters if they act inappropriately or disturb your work. Schedule another time to talk. 

10. Lack of Appreciation - Not being appreciative of people's work, contributions, gifts, or invitations will mark you as untrustworthy as will hogging the credit. Tell people you appreciate what they've done even if their performance is what you expect. Encourage behavior you want to continue. Respond to invitations. Write thank you notes. Pass along compliments and credit. 

11. Inappropriate Language - Watch your mouth. Make sure your grammar and voice tone are professional. Limit, even eliminate, profanity and coarse language. Is the truth your employees speak undermined by bluntness? Could you use some tact? Don't you admire people who have a way with words? 

12. Inappropriate Business Appearance - Do your clothes fit? Do they fit you physically? Do they fit the occasion and the setting? Be clear about how you expect people to look for your business. You may need to be specific with some people who don't seem interested or concerned about their appearance. Business casual dress remains more formal than what you'd wear at home. You are protected legally when your requirements do not infringe upon religion or gender issues. Practice impeccable grooming. 

13. Not Honoring People's Time - Do not impose your lack of organization or control of your time upon others. Start and end meetings on time. Give reasonable notice for projects. Don't consistently spring things on people at the last minute unless that is a part of the job. Be on time for work. Concentrate on work while at work. If you can't make a deadline, say what you can do. Let people know when you'll be late. Offer to reschedule. 

14. Public Criticism/Denial of Criticism - Be aware of how you criticize others and in what settings you do so, so that you achieve the results you want. Also, make sure you can take criticism. Rather than criticize the people who criticize you, or accuse them of not being team players, ask yourself if there may be an element of truth to what they say. Surround yourself with people who will be honest with you, but know when not to press a point. 

XI. The Most Annoying Phone Manners: 

1. Not identifying yourself when you answer or call. First names only are my pet peeve. Rushed, distracted or dull greetings are another. FURY! 

2. Not returning phone calls. Return the call even if you don't have an answer. There's no excuse. You can use e-mail, call after hours, fax a response, or have someone else call for you. If you want your calls returned, make sure you leave a complete message that includes the nature of your call. 

3. Long holds infuriate people. If you think you deal with an inordinate number of difficult people, look at how YOU handle the hold button. People become enraged when they are left unattended for over a minute EVEN IF THEY KNOW YOU'RE HELPING THEM! 

4. Excessive automated attendants. We don't mind pressing 1,2, 3 or 4, but after that, phone rage starts to build. Make your automated attendants short and give people a way out! 

5. “What is this regarding?" brings out phone fury. That's a fair question to ask, but there are better ways to ask and be careful HOW you ask. When you're the caller, initiate your identity and the nature of your call to take people off the spot. That's just professional. Of course, don't tell the switchboard that; they have too much to do, but deeper in the organization, do identify yourself. 

6. Ring! Ring! Ring! "Press 42 for my assistant." Ring! Ring! Ring! "I'm sorry, I'm not able to take your call." First, program your phone to pick up immediately when you know you'll be out of the office. We're tired of having to wait for the third or fourth ring, then wait through a phone message, then try to reach your assistant to have that person's voice mail on and have no way out. GRRR! Happens all the time. 

7. No voice mail available. I like voice mail. It enables me to leave a longer message than I could leave with a person who might shorten or transpose the message anyway. Voice mail cuts down on telephone tag, too. But be sure to keep mailboxes empty. "Voice mail full" is unacceptable. Something is wrong organizationally. 

8. Lack of interest in the way the phone is answered. Some people consider the phone an imposition. Unbelievable! Make sure there are energy and a welcome with how the phone is answered. 

9. Not enough people willing to answer the phone. Sometimes people won't answer the phone, because that's "So and So's job," not their job. So it rings and rings, then the person "in charge" of the phone answers breathlessly. And you wonder why you can't keep anyone in that position for long? Wake up. Everyone should pitch in to answer the phone. Also look to see if you have too much activity crowded into one job or location. Unscramble what you can. Have extra people to cover for the surges in activity. And, you can handle the phone and customers in front of you with ease with a few techniques. 

AND THE WORST...

10. Transfers to nowhere! People dump callers. We're bounced from place to place and if we have to repeat our inquiry ONE MORE TIME!!!! Transfer smoothly and completely. This is just for starters. There's poor grammar, badly designed phone zones, not having paper ready, lack of helpfulness, making upset callers more upset and on and on. 

XII. Intentional or Inadvertent Rudeness

Some people are intentionally rude. As a family member barked, "You have to be rude to some people, because it's the only way they get the message."  But others are inadvertently rude. They have no idea how off-putting they are and never intend offense. If confronted, they'd deny they were rude or be so embarrassed, they'd remember the admonishment and change their ways. 

Dr. Lynda Falkenstein, author and business development consultant from Portland, Oregon, has the insight to investigate how she may be inadvertently rude. "Most of us are nice people," says Falkenstein, "and any rudeness we convey is inadvertent and unintentional; however, even if we're unaware, it still adds up to being perceived as rude by the other person." 

Here are the most common inadvertently rude business behaviors: 

1. Unreturned phone calls. Even if you don't know the answer or don't want to talk to people, return their inquiry somehow. There are too many ways to reach people. Send an e-mail, fax, voice-mail, postcard, interoffice memo, or have someone else call for you. Return calls of colleagues at the speed of light, and if you can't, apologize. You are allowed to ignore calls to people you think are soliciting business, but beware, you don't always know who they are. Just the other day to a call from an insurance company, I almost replied, "I appreciate your call, but I'm not interested," when the caller said, "We'd like to talk with you about consulting for our national office." I'm glad I held my tongue. 

2. Long holds. Long holds infuriate people, but the people who put you on hold often don't mean to upset you. If you asked them, "Do you like to be put on hold for long periods?" they'd likely reply, "It's infuriating." They simply haven't been well taught, and companies are shortsighted in providing only minimum telephone training and not expecting expert telephone technique by all levels of employees. Poor telephone technique is a significant source for customer complaints. Fix the phone and you avoid dealing with difficult people. 

3. Abrupt greetings. Greet people in a friendly manner. When you call someone, don't just blurt, "Let me talk with Victoria," say, "May I speak with Victoria?" Open with some form of greeting, not a curt version of, "Whatdayawant?" or "Get me Purchasing." 
Control the impressions you make. Avoid being unintentionally rude, so that when you need to make your point directly, it's intentional. 
XIII. Statistics That Document What Rudeness Costs You 

For people who don't believe in the hard dollar benefits of civility, courtesy, etiquette, and respect at work, recent statistics prove the value. A 1997 study by Manchester Partners International, says, even in this tight job market, 40% of new management hires fail, and the key reason for the turnover (82%) is their inability to build good relationships with peers and subordinates. Personal chemistry helps people rise above their competition to be selected and hold jobs they're offered. The ability to work well with others is often the defining reason one person is selected over another that is precisely what etiquette for business addresses. 

Another 1997 study that documented respect and civility as an employability skill is the one released by the National Association of Manufacturers with Grant Thornton, LLP. This study showed 63% of employees lack basic job skills such as arriving on time, calling in sick, and staying all day, but only 31% of the manufacturers have implemented programs to correct the deficiencies. The study recommends manufacturers invest 3% of their payroll in training in which only 30% now spend between 2-3% and 47% spend less than 1%. Rather than decry the lack of skills, companies need to do their part to develop their own pool of talent by creating their own professional development classes. 

The 1997 New York City's Families and Work Institute documented why some companies aren't faced with a lack of qualified applicants, but have their pick of candidates. Those companies attract top applicants because they have loyal workers who like their jobs and work hard for their companies, because those companies create quality jobs that provide learning opportunities and chances for advancement as well as autonomy and meaningful work. These traits rank higher with employees than wages and fringe benefits. 

Dan McLeod, president of Positive Management Leadership Programs, a union avoidance company, says, "Show me a boss who treats his or her employees abrasively, and I'll show you an environment ripe for labor problems and obviously poor customers relations. Disrespectful and discourteous treatment of employees is passed along from the top." Lastly, UNC Chapel Hill management professor, Christine Pearson, documents the impact of companies not addressing openly aggressive work behaviors such as bullying and moderately aggressive behavior such as incivility. Employees bullied or treated rudely don't retaliate with the aggressor, but with the company. Of the respondents, 52% say they lose time worrying about the person, 46% contemplate changing jobs; 22% decreased their work effort, and 12% say they reduce the quality of their work. 

Incivility and aggressiveness isn't cheap. If your company is to be aggressive, be aggressive in creating a civil, respectful work environment to enjoy outstanding business relations with customers and employees. 

See also "Character Education" "Live Wire Media," "Character Counts," and "The Fourth R/Thomas Likona/New York," "Character Education Partnership" on the Internet. 

Complaints to Warfare: Fighting the Good Fight

Decide what fights are worth fighting. Sometimes we have to learn the same lesson over and over. One of the most important lessons to learn and relearn is how to complain or express dissatisfaction. Many people still throw temper tantrums. They slam down phones, yell, write nasty notes, send prickly e-mails, leave vindictive voice mails, and try to manipulate others with the silent treatment. 

Ken Braly, a partner in a web development company in San Jose, California says, ""One of the most important lessons I've learned is when tempted to give someone a piece of my mind, I'll take some responsibility for the consequences of my communication and either do it directly or think twice about how my written message is likely to be received and find kinder words." 

Braly, who conducts his business extensively over the Internet says it has taught him a valuable lesson. He continues, "The Internet is like a car. People in cars sometimes exhibit rude behavior that they would probably never show in person, because the separation and anonymity of being in a car weakens normal interpersonal restraints." 

Whether writing an e-mail message, expressing a complaint at a store or restaurant, or discussing problem behaviors with work associates, remain civil. Getting angry, loud, or abusive doesn't get results. Instead, state simply what is wrong, calmly ask for help, and if you have one, offer a solution. Instead of accusing, "You people never answer your phone," state the problem, "The lines are constantly busy. Would you help me get through to customer service?" 

Be pleasant and persistent. Most people think they have to be rude to get results, but smiles actually are more effective. No one really wants to help obnoxious people; they just want to get rid of them. Make sure your smile is sincere and without a trace of sarcasm, or you'll have a bigger problem on your hands. 

If a businessperson wants to shake you off, be persistent. Ask more questions. Take up their time, smiling all the while. To get results, learn to complain civilly. 

XIV. Motivate Your Best Employee Talent 

Be as attentive to your best employees as you are to your best customers. In the past, organizations have invested tremendous resources to attract and keep great customers; but, in this bold economy, businesses are forced to be less concerned with getting the business in the door and more concerned with moving the business out the door. Now, production and delivery capture more attention than sales, which is why great employees become extremely valuable. Losing them can seriously cripple an operation. 

Chris, a computer hardware technician, was reasonably happy with her job. She liked that it was near her home, and she could easily be available to her children; but she was working harder and harder with scant recognition or compensation. When approached by another company with a more attractive salary and flexible work schedule, she accepted. Although her current employer counter offered and begged her to stay, Chris says, "It was too late. Why didn't they take better care of me in the first place?" 

Roy, who works in the after sales department of a manufacturing plant, filling orders for old parts, says, "Only two more years to retirement, and I'm out of here. This company has run off the good people who can do this job, and they're having difficulty hiring anyone knowledgeable and willing to take on the stress from the record-breaking sales of the past few years. I do what I can, but it's overwhelming." 

Julie Schiltz with Stihl, Inc in Virginia Beach, Virginia talks about deliberate ways the company takes care of great employees. Says Schiltz, "We have an attractive reward system; this company shares it's wealth. We don't take on more than we can produce. We don't sacrifice quality for quantity. We are conscientious about showing appreciation and maintaining an attractive work environment. Perhaps, the biggest motivator, though, is our sense of pride for making the best steel chainsaws in the world." Is your organization as attentive to its best employees as it is to its best customers? 

XV. What Bosses Want 

You may think you know what bosses want. If they told you in simple terms rather than have you guess, you know you'd be a better employee, even a great employee. So what do bosses want? 

Greg Clure, a manager with large group sales with Kaiser Permanente in Pasadena, California has his ideas of what he expects, needs, and wants from employees. He conducts extensive interviews to hire great employees, saying, "I'll wait for a great employee, rather than hire a mediocre one quickly. The great employees are role models for average performers." Clure, like other bosses, seem to list the same characteristics of great employees. Here is a list of the most common. 

1. Be self-directed and resourceful. Clure says, "I need people to get the job done in a reasonable amount of time. I appreciate resourcefulness. I don't need people to keep coming back to me with more questions." 

2. Be enthusiastic and diligent. Concentrate on work when at work. Don't let distractions dilute your focus. Stay positive. Tell people what you can do. 

3. Be consistent. Manage your resources so that you conduct your work in a consistently good manner over a period of time. Avoid the surges.

4. Perform as well in the morning as you do in the afternoon; as well at the beginning of the week as you do at the end; as well on one project as you do on another. 

5. Show respect and loyalty. Be respectful of the position your boss occupies. As your supervisor, he or she is allowed extra courtesy. Speak well of your boss to others. Brag on your boss to the outside world. 

6. Be frank and fair. Keep bosses posted on what's going on. Communicate. Give your bosses criticism or suggestions to make them or the business you do together more effective; but talk with them with their interests and welfare in mind. At the same time, be fair about what you expect from them. 

7. Maintain your sense of humor. Keep things light. Make fun of the difficult. Encourage each other. 

What do bosses want? They want simple, timeless behaviors you'd probably want for yourself.

Etiquette 103: Professional Dress

Representing Circle K and the Kiwanis Family:

You are now and elected officer of the Illinois-Eastern Iowa District. Consequently, you will be asked to represent your Circle K Clubs at local, district, and international Circle K events. You will also be asked to attend Key Club and Kiwanis events while in office, and frequently you will be asked to represent the Kiwanis Family outside of the organization.

As a district officer, it is important for you dress appropriately for your office. This may also include dressing professionally to help you feel confident in public speaking or when working with the businessmen and business women of Kiwanis.

Rule #1: Always dress like you were going to an important job interview.

If you wouldn’t wear something to an interview or look a certain way at an interview, then: 

DO NOT WEAR IT!

***Special Comments: At official K-Family events, it is inappropriate to show tattoos or have tongue bars. Women should only wear one set of earrings, and men should not wear any earrings at all.

The following articles will help guide you with your professional dress. Additional resources include:

Clint Greenleaf:  Attention to Detail: A Gentleman's Guide to Professional Appearance and Conduct
John Molloy: New Women's Dress for Success

Dress For Success

By Leslie Plotkin 

Its true - You Are What You Wear! Especially when it comes to the job interview. 

Believe it or not, you are examined from head to toe in all interviews. Not only is your experience and personality sized up...but also your appearance. The dress code for men and women differ substantially so this article is broken up into seperate sections for each gender. 

Before you go on that job interview, make sure you read these dressing tips! Many people take for granted the appearance aspect of the job hunting process. The better you are dressed, the more confident you will feel and exude. There's no impression like the first impression. Initial decisions made about you in the first three minutes of the job interview are nearly irreversible. 

The purpose of your clothing is to project an image of professionalism. Consider: 

1. Your clothes should subtly add to your appearance.

2. More importantly, clothing shouldn't detract from your business persona. Much as you may want to stand out, wearing the business "uniform" communicates instantly that you are a mature, stable professional and a member of the team. 

3. Even if the internal dress code is very casual, your interviewing attire should adhere to a conservative standard. Dress up - the best you would ever dress when actually employed there. 

Here's how to dress for the best possible outcome: 
1. Research the prospective employer - companies and even industries have definable corporate cultures. Find out what the corporate uniform is - and wear it. 

2. Select an outfit you have worn before and are comfortable wearing. Try on the outfit a few days before - enough time to have drying-cleaning and repairs completed. Check the ensemble for missing buttons, frayed cuffs and other needed repairs. 

3. Everything must be clean, neat and ironed. 

4. No bulging pockets or sagging coat lining. 

5. Hair and nails must be clean and groomed. 

6. Scent should be low-key or absent. 

7. The favorite color of most Americans is blue - it conveys trust, calm and confidence. Blue is a very good interview color. 

The Fine Points 

1. Shoes should be comfortable and polished. Shoes that are well cared-for signal "Good attention to detail." 

2. Be parsimonious with scent - many people are allergic and too much perfume is an instant interview killer. 

3. Jewelry - real jewelry, if you have it. No jewelry is better than fake. No rhinestone cufflinks, no clothe watchbands, and no novelty tie tacks. 

4. Clean and polish your briefcase or purse; organize the inside. 

5. A winter coat must be cleaned and pressed, particularly since a coat may be the main item your interviewer first sees. 

6. Your umbrella should be in conservative colors (black, tan, navy, gray) and in working order. Do not leave it to drip on the company carpet. 

7. Bring a pen and paper; check that the pen works and doesn't leak. Store them in the inside jacket pocket, where you can easily find them. 

8. Allow time to dress with care and deal with emergencies. Examine the results, front and back, in a mirror. 

Men - Consider These Tips/Advice 

1. Tailored suits in navy, gray, beige. (Black is a funeral color, avoid it.) 

2. Dark suit, light shirt 

3. Natural fabrics - wool/wool blend for the suit, cotton for the shirt, silk for the tie

4. Business shoes and over -the-calf dark socks 

5. Matching silk tie in low-key colors 

Women - Consider These Tips/Advice 

1. Simple, tailored suit 

2. Tailored dress 

3. Dress & jacket combination 

4. Simple blouse 

5. Natural fabrics - wool/wool blend, cotton and silk 

6. Conservative colors - blue, gray, beige or black, avoid loud or flashy styles and colors 

7. Use makeup sparingly. 

8. Low -heeled pumps, flesh colored stockings

Men Dressing For Success

fashionsplus@hotmail.com

1. Hair: Despite the brave showing of Fabio, men's hair should be short and neat. Maybe you can get away with some slicked back Gordon Gekko do' (take lots of hair gel for this look.), but for most of the companies interviewing, you'll probably feel more comfortable playing it safe. This goes for most facial hair, especially goatees. Most men have done the goatee thing. Now it is time to move on.

2. Cologne: If you feel the need to wear cologne, maybe you want to re-think for a few minutes and remember back to any elevators you've shared with men who've bought stock in Polo Cologne. If you must use it...use only a small amount and avoid wearing a heavy scent.

3. Suits and Shirts: You should wear a conservative suit that is well fitted. A single-breasted suit, in a traditional cut, is safest in a pinstripe, solid, or subtle pattern, navy or dark gray wool. Avoid brown, green, or light colors, unless your girlfriend or most trusted female friends have seen the outfit and gives the green light. Avoid sport coats and linen after Labor Day.

Your shirt should be well pressed and have a tab or spread collar. While white and light blue shirts are safe for most industries, other solid, high quality cotton shirts can also be worn. Polo ponies belong on Argentine playing fields, not on your chest. Consulting firms typically expect white shirts, while banking does not.

5. Ties and Accessories: Compliment your suit with a conservative silk tie with stripes or a small pattern (red/maroon is traditionally the most conservative). While ties with cartoon characters can be conversation starters at holiday parties, they don't add much to an interview. Bow­ties should stay home in the closet, as you don't want to reveal all your sassy secrets in the interview.

Avoid an elaborate handkerchief displayed from your breast pocket unless you have the confidence to pull it off. If you wear suspenders make sure your pants are designed for them ­ "clip­on's" are the kiss of death. Best if you avoid suspenders altogether, unless you're English and can use the cool accent to get away with it.

7. Socks and Shoes: Basic black or navy socks are best. Avoid getting dressed in the dark, because people do notice when a person wears socks that are different colors (and they don't think that it's a charming quirk of the obviously brilliant mind). Socks should be mid­calf length to avoid accidentally exposing your 'winter white' legs. 

These should be well-polished black or cordovan leather. Depending on the industry, they can be slip-on or lace up (a must for banking), but heels and soles should not be worn down. This may come as a surprise to a few of you, but your belt should match your shoe color. Avoid large or conspicuous belt buckles, especially if your name is on it. (Jeff Foxworthy would love this!) Especially if your name is Bubba. 

9. Coats: A full-length coat, as nice as you can afford, can be worn over your suit. Dress raincoats are also acceptable, but parka pull­overs and other casual anorak­type things are not.

10. Jewelry: Jewelry should be minimized ­ anything beyond a wristwatch and a wedding ring is questionable. Rings with club or religious affiliation can be risky. Earrings are not an option, unless you're trying creative director of an agency that only exists on TV.

11. Briefcase: Bring a briefcase if you must, but only if it's good leather. Those silver Porsche cases are very 1984. "Padfolios" are good for carrying papers, and won't get in the way.

12. Mistakes:  A few other situations to avoid include bringing backpacks. You should not wear light colored shoes, light colored socks or short sleeves Avoid dirty fingernails as well as wrinkled, worn or poorly fitting clothes. These include ragged trouser cuffs, missing buttons, or cuffs that do not reach the top of your shoes.

Women Dressing For Success

fashionsplus@hotmail.com

1. Hair: Women's hair should be clean and neat. Avoid that wild, teased "Hooter Girl" look (unless you're on their list, of course). The "wet look" could be a mistake for morning appointments since the interviewer may think you woke up late and didn't have time to dry your hair. 

2. Make-up: Natural looking makeup is best, and avoid makeup in bright colors. Wear makeup ­ not applied with a trowel, but just to keep you from looking like you've come from Woodstock II. When in doubt, you can't go wrong with concealer, mascara, a light lip liner and some powder. While blue, and yellow nail polishes are the rage in New York and LA, you're safer staying with neutral colors or clear nail polish. We are, after all, in a business where the collars are blue, not the fingernails. I know a woman that was sent home from a temp job because she wore perfume and the employer was highly allergic. May as well save yourself the anxiety and leave it at home.

3. Clothes and Coats: Nothing less than a skirted suit will do, so leave the pantsuits and dresses at home, at least for the first go round. A neutral color (navy, black, beige) is always appropriate with a light color shell or blouse. Brown, green, or pastel suits are slightly more risky, unless you really look and feel fabulous in those colors. Find a good tailor if you haven't already, and make sure that suit fits. Avoid ties like the plague. A dark full-length coat of good quality and appearance will round out your outfit nicely. Casual jackets look goofy with suits, and furs are absurd.

5. Hosiery and Shoes: Plain style (no pattern) hosiery is a must. While designers are heralding the return of the nude leg, nude colors make you look like a secretary and therefore darker shades are preferred, but not tights. It is said that a good rule for hosiery is to wear a color that is two tones darker than your skin.

Well-polished, closed toe pumps with heels about 2 inches or less are recommended. Frankly, good shoes and a great haircut are where I would spend the money. It's what people notice. The shoes should be dark color leather that matches your suit or be safe and go for black. Make sure the heels are not worn down or scuffed. Avoid spikes, sling backs, bows, toe cleavage. 

7. Jewelry: Keep the jewelry understated, real, and generally limited to tasteful, no dangling earrings, one ring per hand, and a dress watch. Stay away from anything large which may distract the interviewer (shoulder length earrings, charm bracelets, anything that makes noise when you move, the understated five carat diamond your fiancé gave you are all definite "no-no's"). Some women prefer not to wear engagement rings to avoid assumptions about willingness to relocate (I don't know if this is a real problem but, may as well play it safe).

8. Purses: A generally accepted rule of thumb is to avoid large handbags, but a gal's has to draw the line somewhere, so if you can find something sleek and stylish, go ahead. Only bring a briefcase if you really need it; "padfolios" are preferable. Do not carry a purse with a briefcase.

9. Mistakes: These include: pants, evening or party dresses, uneven hemlines, any sized backpacks, mini skirts (more than 2" above the knee); suits should not fit tight (the skirt's too tight if you have to breathe in to zip it up).

*Note: As a rule of thumb, avoid anything that makes you feel sexy or draws attention to the body parts it covers.

*Final Thoughts:

Carefully look in the mirror before you go to the interview, else you may wind up forgetting to remove the dry cleaning tags from your suit. Other things to check for include strings, lint, and fly away hair. Ladies, make sure all the buttons on your blouse are buttoned. 

Color Harmony Index: 

www.colormebeautiful.com/colorharmony.html
Since you may or may not have a good sense as to what color clothes look good on you, the following questions will help you with a color scheme.

a. Does your hair have golden or red tones? 

b. Do you have medium to dark eyes?

c. Is your hair dark or medium dark?

1. If yes to all, you are an AUTUMN.

1. You look best in colors from the autumn landscape: warm greens, gold, rust.

2. Your best neutral shades are warm golden brown, camel and olive green.

d. If no then:

e. Does your hair have golden or red tones?

f. Do you have clear, light to medium eyes?

g. Is your hair medium to light?

1. If yes to all, then you are a SPRING.

1. Best shades are teal, salmon and periwinkle.

2. Best neutrals are brown or caramel.

h. If no then:

i. Is your hair solid silver or dark without golden highlights?

j. Do you have dark eyes?

1. If yes to both, then you are a WINTER.

1. Best shades are those with strong, vivid shades with blue undertones such as red, royal blue, and teal green.

2. Best neutral color is navy.

k. If no, then:

l. You are a SUMMER.

1. Best colors are the coolest shades like pink, mauve and slate blue.

2. Best neutrals are charcoal or grayed navy.
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