Key to the exercises

Chapter 1   An Overview of Business Etiquette

1. True or False

(1)  True    (2)  False    (3)  False    (4)  False    (5)  True   (6)  True
2. Translate the following sentences into Chinese.

(1) 周围的光环绕着你，你现在的状态特别棒。
(2) 我们生命中很多伟大的想法，都来源于沉思的一瞬间。
(3) 如果你今天过得很糟糕，别担心。我们都有一个重置按钮叫做明天，一直可以从新开始。
(4) 强迫自己成为最好的人，那是不可能的标准，但是我们可以督促自己，每天都进步一点点。
(5) 记住：要永远自信骄傲，就像你的头上带着别人看不到的耀眼王冠。
(6) 不管你的杯子是半空还是半满，要心存感激，至少你还有半杯。
3. Translate the following sentences into English.
(1) Being nice to someone you dislike doesn’t mean you’re a fake. It means you’re mature enough to tolerate your dislike towards them.
(2) It’s true that we don't know what we've got until we lose it, but it's also true that we don't know what we've been missing until it arrives.
(3) It’s never too late to be the person you want to be.
(4) Whatever with the past has gone, the best is always yet to come.
(5) When I was young, happiness was simple; now that I've grown up, simplicity is happiness.
(6) My younger brother said he hoped he could get a big raise this year, but I said save your breath, because I know his company is in big trouble financially.
4. Brief questions.

(1) Etiquette to society is what apparel is to the individual. Without apparel men would go in shameful nudity which would surely lead to the corruption of morals； and without etiquette society would be in a pitiable state and the necessary intercourse between its members would be interfered with by needless offences and troubles. If society were a train，the etiquette would be the rails along which only the train could rumble forth；if society were a state coach，the etiquette would be the wheels and axis，on which only the coach could roll forward. The lack of proprieties would make the most intimate friends turn to be the most decided enemies and the friendly or allied countries declare war against each other. We can find many examples in the history of mankind.
(2) We all have our vices—and we all have room for improvement. One of the most important parts of modern-day etiquette is not to criticize others.

You may disagree with how another person handles a specific situation, but rise above and recognize that everyone is trying their best. It’s not your duty to judge others based on what you feel is right. You are only responsible for yourself.

We live in a world where both people and businesses are concerned about brand awareness. Individuals want to stand out and be liked and accepted by their peers--both socially and professionally.
(3) In our hierarchal mindset, we sometimes unwittingly end up having two sets of manners: one for those who occupy a top rung on the corporate ladder and another one for those who toil at the bottom of the ladder. Consider that when your people see you “putting on the Ritz” for the higher-ups that you want to impress while you treat your workers as inferiors, you put a big dent in your credibility. Benjamin Franklin wisely observed “To be humble to superiors is duty, to equals courtesy, to inferiors nobleness.” Don’t have two sets of standards. Show civility and courtesy in all situations.
(4) Modern business is global and demands people travel to foreign countries and mix with foreign clients, colleagues or customers. Each one of those cultures will also have their own etiquette rules, many of them unwritten. When two or more different cultures mix, it is easy for small etiquette mistakes to be made that could have negative consequences. Just as you may have felt annoyed when a foreign businessman did not shake your hands upon greeting you, imagine how your Chinese client must have felt when you wrote on his business card or your Indian colleague reacted when you flatly rejected an offer of a meal. Sometimes, not understanding the etiquette of another culture means you show a lack of manners and as Lawrence Sterne said, a lack of deference. This can and does lead to soured relationships, lost deals and in the end poor business results. Anyone working on the international stage needs to understand international business etiquette.

(5) We all make mistakes, but often it is hard to admit them and more difficult yet to say those key words, “I’m sorry.” When you have offended someone in business, a sincere apology is essential if you wish to continue the relationship and move on. Some times words are enough. Other times a note should be sent, and depending on the offense and the relationship with the other person, a gift may be in order.
Case study
1. No, Jean should not insist on identifying the woman. The reason is that she is facing the Japanese company which values the Japanese culture. The group should be blamed instead of the woman based on the Japanese culture.
2. No, the woman should not be punished and leave the work group. The reason is that the work group takes the main responsibility for the mistake by not giving the right guide to the woman according to the Japanese culture.

3. The best solution to Jean’s dilemma is to forget the American culture and respect the Japanese culture and do as Japanese do. 

Quiz

(1) No. Introduce the more important person first. You should address your client and say “Mr. Beta, I’d like you to meet our Vice President of Development, Ms. Alpha.” (Alternative answer? introduce the client as the more important person!) 

(2) No. In Japan (unlike in the United States or the UK), business cards are taken as a serious reflection of their owner and are exchanged with great ceremony. Researching the importance of business cards in various cultures can help in avoiding embarrassing faux pas. 

(3) Yes. When your client steps out of the car, (s)he will be on the curbside and therefore won’t have to deal with getting out in traffic or sliding across the seat. 

(4) Depend on different culture. 

(5) No. If you do, then you’re toasting yourself. 

(6) B. It’s not a cup of coffee, for heaven’s sake. And don’t slurp, either. 

(7) D. It’s more polite not to call attention to the fact that you can’t drink champagne. 

(8) D. Leave it on your chair. Definitely don’t put it on the table--what if you have crumbs on it? 

(9) B and C. Sort of a trick question, but this is important. 

(10) A, B, or C. It’s terribly impolite to arrive early. 

(11) A, B, C, D, and E. In other words, it’s rarely improper to shake someone’s hand. Make sure you have a firm (but not painful) handshake for both men and women. 

(12) B. Make eye contact with all of the individuals you’re talking with. 

(13) No. Don’t call attention to your dislike of your host’s chosen beverage. 

(14) B. Indicating where your guest should sit will make her feel more comfortable. 

(15) B, C, or D. Just don’t grab it first unless you’re playing one of these roles. 
(16) A. You’ve waited 30 minutes. Expect an apology later, though. 
(17) D. Call and set up another appointment. And don’t forget to apologize for your error. Imagine how you’d feel if it
Chapter 2   Hello Etiquette and Good-bye Etiquette

1. True or false 

(1) False   (2) True  (3) True  (4)  False
 (5) False  (6) False

2. Translate the following sentences into Chinese.

(1) 美国人过去普遍认为，作为这个国家的移民，不会以一个人的家庭地位来评价一个人，而是看他们的成就和是否努力工作。

有些问题可以通过电话会议或者几个回合的邮件就可以解决。

(2) 有些问题可以通过电话会议或者几个回合的邮件就可以解决。

(3) 无论你是实习生还是老板，你都需要知道基本的办公室礼仪，知道如何在工作中做到彬彬有礼。

(4) 不要在开会时查看自己的个人物品，特别是有老板或者任何可以对你说不的人参加的会议。

(5) 先到门边的人，记住要为后面的人拉住门，无论后面的人是男是女。

(6) 介绍他人时，先为社会地位高的人介绍。比如，“总裁女士，我想为您介绍一下我们的快递员，荣恩。”

3. Translate the following sentences into English.
(1)  While speaking with a visitor during an appointment, you should bear in mind that listening is as essential as talking. 
(2)  If the caller is veering too far away from the subject, you might say: "Since I have another appointment in a few minutes, I'd like to discuss our primary concern." 

(3) A handshake can create a feeling of immediate friendliness or instant irritation between two strangers.

4. Brief questions.

(1)  What are the different ways of greeting people?

The Casual Verbal Greeting, such as "Hi," "Hello"

The Formal Verbal Greeting, such as "How are you?"

    Nonverbal Greeting, such as a wave of the hand with the palm facing out, a hand wave with the fingers moving down repetitively to the palm and back (usually given to young children), a wink of the eye or a simple smile and eye contact.

(2)  What are the four steps of introduction?

Firstly, state the name of the person being introduced to. This is the ‘higher-ranking’ person.

    Secondly, say “I would like to introduce” or, “please meet” or, “this is,” etc.

    Thirdly, state the name of the person being introduced. This is the ‘lower-ranking’ person.

Finally, offer some details of each other, as appropriate, such as add a snippet of information about a topic of common interest between the two parties. Do not elaborate. This will help them connect and pursue a conversation.

(3)  As a conference attendee, what etiquette tips should you keep in mind?
    1) Do not arrive more than 5 minutes earlier. 
2) Do not be more than 5 minutes late.
3) Basic meeting etiquette says turn off your cell phone, pager, watch, timer, or any device that causes distraction and interruption. 
4) If you must leave the meeting earlier, tell the organizer in advance
5) If you miss a meeting, apologize giving solid reasons, not excuses.
6) Part of meeting etiquette is handling attacks with style.

(4)  How to say goodbye to your customer?

    1) Start with a good handshake. 

2) Make eye contact and use the customer's name or names one last time in a polite and cordial way. 

    3) Tell the customer that you appreciate their business and will be there for them should problems occur. 

4) Give the customer a few extra business cards. 

5) Log the customer's name and address into your address database. 

6) Follow up your sale with a thank you card. 

(5)  In a chauffeur-driven car, what is the seating etiquette?

    In a chauffeur-driven car, comparatively junior-level person should sit in front with the driver. It is OK for a senior-level employee or peer to sit with the guest in the rear seat.

(6)  Please give an example of introducing an employee to a customer.

    Example: When introducing Sally Rider, one of your advertising and marketing managers, to Dr. Jennifer Wilkins, a business client, you introduce Sally (a subordinate employee) to the senior professional (in this case, the client):

"Dr. Jenkins, this is Sally Rider, our top advertising and marketing executive who will be personally handling your account with us. Sally, this is Dr. Jennifer Wilkins. She heads the women's education department at the Advanced Institute for Business Women. Dr. Wilkins is interested in new ways to market their education programs to women."
Case study

(1) apologize and ask to be reminded.

(2) Wait until the senior officers have arrived and chosen their seats, then choose yours from those that remain.

Quiz
1-5 D C A B D    6-8 A C D 

Chapter 3 Meeting Etiquette
1. True or False.
(1)F  (2)T  (3) T  (4) F  (5) F  (6) T
(1) 2. Translate the following sentences into Chinese.
(2) 不要给一个新客户两三张名片。这会让他们认为你希望他们帮你联系客户。

(3) 名片要一直保持崭新。

(4) 女士商务休闲装要舒服、时尚、雅致、职业，集经典和流行于一身。

(5) 商务正装的着装原则是三色原则和三一原则。

(6) 在初次接触时正确运用社交礼仪，你的商业机会将会剧增。

(7) 人们会认为你是一个博学、善于交际并有领导才能的人。

3. Translate the following sentences into English.
(1) Always present your business card in your right hand or in both hands and hold the edges of the card with the front facing up.
(2) In the 18th and 19th century, business card was introduced from France to Europe and the United States, which is indispensable when gentlemen and ladies from upper-middle-class families visited each other. 
(3) A handshake is more than just a greeting. It is also a message about your personality and confidence level.
4. Brief questions.
(1) In India, if you have a university degree or any honor, you should put it on your business card. Besides, you should always use the right hand to give and receive business cards. One should also remember that business cards need not be translated into Hindi as English is widely spoken within the business community.
(2) In China, one should has one side of his business card translated into Chinese using simplified Chinese characters that are printed in gold ink since gold is an auspicious color. The translation is carried out into the appropriate Chinese dialect, i.e. Cantonese or Mandarin. One’s business card should include his title. If the company is the oldest or largest in one’s country, that fact should be highlighted on the card. The card is supposed to be held in both hands when offered. Never write on someone's card unless so directed. 

(3) For women formal business attire, accessories are important. One should pay attention to the following details.

· An understated scarf

· Neutral colored hosiery

· Professional briefcase or portfolio

· Minimal perfume and light make-up

· Moderate amount of jewelry

· Remove piercing except for earrings

· Cover tattoos whenever possible

(4) Windsor knot, the half-Windsor knot, the simple knot, the trend knot, and the four in hand knot are the major styles of tie knots.

(5) While the art of handshaking does vary within cultures, the following rules are pretty universal.
· Begin with an oral introduction of yourself

· Pump your hand only 2-3 times

· Shake from your elbow

· Do not use a forceful grip

· Avoid offering a “fish hand”

· Forget “lady fingers”

· One hand is better than two

· Shaking a sweaty hand

· Ending a handshake

· Covering your mistakes

Chapter 4   Business Negotiating Etiquette

1. True or False.

  (1) F   (2) T   (3) F   (4) T   (5) T    (6) T

2. Translate the following sentences into Chinese.
  (1) 介绍他人时，先为社会地位高的人介绍。比如，“总裁女士，我想为您介绍一下我们的快递员，荣恩。”
(2) 无论你是实习生还是老板，你都需要知道基本的办公室礼仪，知道如何在工作中做到彬彬有礼。
(3) 接受对方、重视欣赏对方、赞美敬佩对方构成了社交中的“三A原则”。
(4) 自然、和谐、美观是社交场合仪容的要求。
(5) 坐手扶电梯时应靠右侧站立，为有急事的人空出左侧通道。
(6) 不要说“原谅我”，改说“我请求您的原谅”。前者是命令，后者是请求。
3. Translate the following sentences into English.
  (1) Do unto others as you would have others do unto you.
(2) Good manners are always important in all contacts in life, but they must spring from real kindness of spirit or they will not ring true.
(3) Business negotiation is not only a competition of intellectual, skills, and strength, but a battle for will, patience and perseverance.
(4) We would greatly appreciate it if you could give us your favorable and prompt commitment as soon as possible.
(5) Our company makes a point of observing contracts and maintaining our commercial integrity, and warmly welcomes entrepreneurs from both home and abroad to have business talks with us.
(6) For three consecutive years since 2008, our company has been listed as one of the top 30 enterprises among China’s 500 largest foreign trade companies in import-export volumes.
4. Brief questions.
(1) Just turn it off. It is one of the most ill-mannered things to answer the cell phone at a formal meeting.

(2) Introduce yourself, apologize for not remembering their name but say where you met them before.
(3) Open question.
(4) It is better get down to business straight away. As long as a business meeting, it is not appropriate to spend time eating and drinking and getting to know each other.
(5) We give gifts in business to promote goodwill, to demonstrate gratitude and to continue good relationships. With few exceptions, good business relationships are built upon strong personal relationships. In Asian and Latin American countries, in particular, relationships are keys to business success.

Chapter 5   Table Manners

1. True or False: decide which of the following behaviors are polite or impolite at a western dinner party. Put “p” or “I” in the brackets.

  1) P  2)P  3)I  4)I  5)P  6)P  7)I  8)I  
2. Translate the following sentences into Chinese.

(1) 商务宴会在建立和加强商业联系中扮演着重要角色。

(2) 当男/女主人展开餐巾时，用餐正式开始。 

(3) 如果你要在用餐中途离开，应该将刀叉分置在餐盘两侧，刀刃朝内、叉齿朝下以示暂时休息。
(4) 上葡萄酒应该遵循“先白后红，先低度数后高度数，先新酒后陈酿”的顺序。

(5) 在这些更正式的宴会上，上菜的顺序要精心设计以实现美食的完美搭配。
(6) 不要“把玩”食物或者餐具。
3. Translate the following sentences into English.

(1) In the US, salad is generally served before the main course, while in European countries it is usually after the main course. 
(2) You should only dab your lips and should not make the napkin dirty. 
(3) If you have to leave the table during the meal, separate the knife and fork on the plate, blades facing in / prongs down as a signal of resting.
4. Brief questions.

(1) What is the formal table setting like?
In a formal table setting, the tableware is placed in two rows. In the first row, from left to right, are bread plate, dessert utensils and glasses. Bread knife is placed on the bread plate. Dessert spoon and fork are in front of the service plate. The order of glasses, from left to right, is water glasses, liquor glasses, wine glasses, champagne glasses, and beer cups. 

In the second row, with service and salad plates in the middle, forks are placed on the left, and knives on the right, tip-up, and knife-edge inward. Soup spoon is on the right side of knives. Napkin can be placed either on the plate or on the left of forks.
(2) What are the differences between Europeans and Americans in using knife and fork?
There are two ways to use a knife and a fork:

· The American Style

When you need to cut something, you should hold the fork in your left hand and the knife in your right hand. After cutting off a small piece, you put your knife and fork down, pick the fork up with your right hand and eat it.

· The European Style

When you need to cut something, you should hold the fork in your left hand and the knife in your right hand. After cutting off a small piece, you put the food directly into your mouth with your left hand.

(3) How to hold a wine glass?
Generally speaking, it is always right to hold the stem of wine glasses, especially when drinking white wines, but for some types of red wine and brandy, cupping the bowl is the correct way in order to aerate the wine well.
(4) Draw a picture of typical seating arrangement of a long rectangular table seating with the host and hostess at the two ends.
The most traditional seating arrangement is long rectangular table seating with the host and hostess at the two ends. 

Hostess


male guest of honor 1                            male guest 2

female guest 3                                  female guest 4

male guest  4                                  male guest 3

female guest 2                                  female guest of honor 1

                               Host

(5) How to distinguish the guest of honor?
The guest of honor, meaning it in a more open sense, just refers to the guest who deserves the honor, or who you defer to. How do you decide who you should give the honors to? It’s simple. For example, if you’re with the boss’ wife, she gets the honors. If you’re with an older woman, she receives the honors. If you’re with a senior woman in any way, give her the honors. 

(6) How to ask for a second helping politely?

The hostess may or may not ask if you would like a second helping, according to the formality of the meal. If she does and you accept it, you should pass your plate to her or to the servant with the knife and fork still lying on it. Before asking for additional helpings, always consume the food on your plate first. 
Chapter 6   Gift Etiquette

1. True or False
(1)-(5) F T F T T  (6)-(10) F T T T F

2. Translate the following sentences into Chinese.

(1) 礼尚往来可以说是兼顾社会礼节和商务交往。
(2) 合适的礼品会使合作双方的关系蒸蒸日上，但不合时宜的礼物反而会使谈判搁浅。
(3) 如果您对客户所知甚少，那么您最好买些普通的礼物，而不要尝试那些可能引起对方不悦的物品。
3. Translate the following sentences into English.
(1) In Indian culture, the gift should be given with the right hand and not wrap the gift with white and black color.

(2) In some countries like Japan, Indonesia and the Philippines, exchanging gifts is strongly rooted in tradition.
4. Brief questions.
(1) Why do we give gifts in business?

We give them to promote goodwill, to demonstrate gratitude and to continue good relationships. Everyone loves receiving a well-thought-out gift.

(2) When should we give gifts in business?

We give gifts when we close a deal to show good faith and to demonstrate happiness that the arduous process has ended. We give gifts to demonstrate good will on an ongoing basis. We also give gifts to celebrate a windfall.

(3) Could you share a few gift giving horror stories?

(4) What are some examples of appropriate and inappropriate gifts in American business?

Any form of lingerie would be inappropriate. Women do not like to receive gifts like that in public, and yet it’s done all the time. Other inappropriate gifts in the workplace are gag gifts, especially when there is sexual orientation to it. It makes the recipient extremely uncomfortable. During Christmas, people like to give food or beverage items. But you must make sure that your recipient is not allergic to that kind of food.

(5) Should we probably be very careful about gifts of liquor?

Absolutely, that can be a major issue for some people. So again, you really have to do research on the gift recipient and that is where somebody like me comes in. We do not only research what President Mubarak would like, but also what the ordinary office worker would like. It is just as important for her to be happy.

(6) What are the items that you can never go wrong with?

You can never go wrong with artistic, one-of-a-kind products. And what you must always keep in mind is the concept of perceived value. What is perceived as valuable by one culture may not be valuable to another. For example, if you’re going to Mexico on business, you don’t take something made of silver. They have an abundance of it there and the perceived value of it is very low. They think of silver as cheap. If you have a Mexican-American working for you here in the U.S. and you want to give silver frames to your employees as a gift, you may want to reconsider giving it to that employee. She will know that she can get that for practically nothing back in Mexico. If you want to give chocolates to someone and you have found through your research that they are not allergic or on a diet, you still have to think about the perceived value of that box of chocolates. What message will your gift recipient take from this? Was this an afterthought or a last-minute decision?

(7) What should we spend on business gifts?

We call it the concept of “face”. Look at the hierarchy. The higher up a person is, the more expensive the gift should be. If you’re giving gifts to an entire group of people, perhaps because they were involved in closing a deal with you, never give gifts of the same look and value to everybody. The Chairman or CEO should get something a bit more special than the V.P., and so on down the line. That’s important so that they don’t lose face.

Find out about the gift-giving culture in your own office. Do people exchange small gifts? Do they give gifts to the boss? If you are new to the office, ask around to find out how it’s done and how much is usually spent. Never give someone something that is too expensive. That will make them feel that they have to reciprocate at that level.

(8) How should gifts be presented? In person, by mail?

It depends on the circumstances. At Christmas, most gifts are sent by mail. At a celebratory dinner, gifts will be presented then. Westerners will usually open the gift, Asians will not open the gift in front of others, again it’s the concept of saving face. A retirement gift should be presented unwrapped at the retirement party.

What people don’t want anymore is generic, mass-produced things. In this technological age, we have come to appreciate what is made by hand, creative and original. With my American clients, I try to make them look at quality more than quantity and size. Size seems to be very important in the U.S. My task is to teach my clients that a good gift doesn’t have to be big.

(9) How should we acknowledge a gift that we have been given?

The best way to acknowledge a gift is with a handwritten note. Even if you don’t like the gift, it should be acknowledged that it was received. Otherwise you should be very effusive, especially when you find that the giver has put a lot of time and thought into your gift. Even Christmas gifts should be acknowledged with a note.

(10)  Do you have any last words of advice?

Keep in mind the concepts of perceived value and saving face. Do your research and look for creative, uncommon gifts. And make gift giving a priority in your business strategy. Remember that gifts to employees and coworkers are just as important as gifts to VIP’s. We believe that professional advice is crucial in gift-giving. We can help you find the perfect gift that is both culturally appropriate and treasured by the recipient.

Case study
The perceived value of wood is very low, because in desert countries they don’t have wood so they don’t know how to view it. Secondly, a gift like that won’t last very long because their air is very dry. So you really have to be very discerning about the gifts you choose and who you give them to, especially considering our global economy and different cultures.
Chapter 7   Phone Etiquette

1. True or False

1-3  T F F      4-6 F F T

2. Translate the following sentences into Chinese.
(1) 打电话者可以通过自动转接系统输入对方姓名的几个初始字母查询其分机号。

(2) 呼叫转移使用户能够暂时性转移所有电话到另一分机号或语音信箱。

(3) 当你通过电话做生意时，你会自动丧失很多沟通的能力，所剩下的基本就是你的语调了。透过语调会显露出你的态度，这点需要多加注意。

(4) 如果打电话来的是你的潜在客户，你对他很有礼貌，很可能就会赢得他成为新客户。

(5) 对不起！请直接拨打手机号，无需加拨“零”。

(6) 您所拨打的电话暂时无人接通，请稍后再拨。

3.  Translate the following sentences into English.

(1) If you’re an employee, there is only one way to answer the company phone—the way the company recommends you answer it.

(2) When you must put someone on hold, be sure it’s for a good reason, such as needing time to look up information or answer another line.

(3) When phoning someone who is not available to take your call, explain when and where you can be reached. 

4. Brief questions.

  (1) What are the basic rules for telephone greetings?

     #1: Be appropriate.

     #2: Be responsive.

     #3: Be sincere.

     #4: Be efficient.

  (2) What are the proper rules for leaving a voicemail massage?

#1: Think first.

#2: introduce yourself.

#3:speak slow.

#4: speak clearly.

#5: keep it short.

#6: dropped call?

#7: end it professionally.

#8: practice and test yourself.

  (3) What are the tips for ending a phone call professionally?

#1: Think First

#2: Always Be Professional

#3: Set a Time Limit

 #4: Seize the Pause

 #5: Offer Alternatives

 #6: Use Technology

  (4) What are the tips for asking people to slow down on the phone?

Asking Someone to Speak Slower

Try Speaking in Your First Language

Ask to Speak to Someone Else
  (5) Please list at least 5 expressions to use while asking someone to slow down on the   phone.

"Could you please speak slowly?"

"I don't understand. Would you speak more slowly please?" 

"I'm still having trouble understanding. Would you repeat that in a different way?" 

"You'll have to speak slowly. I'm still learning English."

"I'm really struggling to understand you. Would there be a better time to call back to speak to somebody else?"

Case study

Open.

Quiz: Phone Etiquette

1-5 A A F D B         6-10 A B A D C

11-13 T B C

Chapter 8   Business Correspondence Etiquette 

1. True or False: 
(1) T  (2) F  (3) F  (4) T  (5) F  (6) T

2. Translate the following sentences into Chinese.

(1) 我们从贵国驻北京大使馆的商务参赞处获悉贵公司从事丝织品生意并取得了你们的联系地址。
(2) “礼貌”原则不仅仅是讲客气。它来源于 “以对方为重”的真诚态度。“礼貌”的作者应该真诚、机智、周到、心存感谢。 

(3) “具体询盘”信是指买方对心里中意的商品进行咨询，希望卖方报价。

(4) 国际贸易中的索赔类别包括贸易索赔，运输索赔和保险索赔。
(5) （销售信中的）核心卖点就是商品给消费者带来的好处，它能鼓励读者采取购买行动。
(6) 好的道歉信能安抚收信人，维持写信人的良好形象。
3. Translate the following sentences into English.

(1) We are sorry to find that the shipped cargo is not in conformity with the sample.
(2) You will get a special discount of 3% if you place the order before May 1.

(3) We shall appreciate if you quote us the lowest price. 
4. Brief questions.

(1) What are the 7C principles in business letter writing?

Generally speaking, business letter writing follows the rules of 7Cs, that is, consideration, completeness, correctness, concreteness, conciseness, clarity and courtesy.

(2) Tell the differences between a firm offer letter and a non-firm offer letter.

A firm offer is made by seller’s promise to sell goods at a stated price within a stated period of time. A firm offer creates a power of acceptance permitting the offeree by accepting the offer, to transform the offeror’s promise into a contractual obligation. Thus, once it has been accepted it cannot be withdrawn.
A Non-firm offer is usually indicated by means of sending catalogues, pricelists, pro forma invoices and quotations; though quotations with certain qualifying words sometimes play the function of firm offer: subject to our final confirmation; subject to unsold; we offer…subject to market fluctuation.
(3) What are the common types of business letters?

Common business letters are letters for establishing business relations, enquires and offers, letter of complaints, letter of apology, letter of congratulations, and public notice, etc.
(4) How to write a successful sales letter?

Effective sales letters should:

· emphasize the benefits rather than the features of the product or service;
· use active voice in picturing the reader enjoying the use or performance of the product or service;
· focus on one of the main appeals;

· use a promotion piece (e.g. an enclosed brochure) to illustrate the details of the product or service;
· specify the action by providing the ways of obtaining the product. 
 (5) How to handle negative messages?

Avoid irritating, offensive or belittling statements. If an apology is in order, make it graciously.
Revise the sentences
A. Rewrite the following sentences with a more courteous tone.
Revision:
1) Since the deadline is 9 May, please let us hear from you by then.

2) We shall appreciate it if you will send us your catalogue by return mail.

3) Thank you for your letter of May 20. In order that we may be of greatest possible help to you, will you please tell us just what you wish us to do about the matters? 

B. Improve the following sentences in a more precise way.
Revision:
1) We are sorry that the merchandise is not up to standard and we shall gladly make an exchange.

2) Thank you for your remittance of January 30 for $100.
Chapter 9   Etiquette for Email, Memo and Report

1. True or False

(1)T  (2)F   (3)F   (4)T   (5)T  (6)F

(1) 2. Translate the following sentences into Chinese.
(2) 电子邮件作为一个交流的媒介，对于商业、教育、社会和个人来说，都几乎成了一个不可或缺的工具。
(3) 现今，考虑到隐私问题、安全问题、言论自由、诚实性和机密性，理解并遵守网络礼仪的一般准则比以往任何时候都更重要。
(4) 业务备忘录有许多用途,包括通知员工,做出指示,概述程序,要求数据,提供回复,确认决定。
(5) 不论是在发出还是接受备忘录的时候，为了使我们的备忘录使用更具时效性，我们需要遵循一系列的“必须”。

(6) 报告是一种公文形式，能根据特定的环境和读者，提供信息和内容，来反应调查情况。
(7) 明确一点，你应该清楚表明你报告的意图，在大多数情况下，要让你的结论和建议更容易使读者接受。
3. Translate the following sentences into English.
(1) The world of email has made it possible to communicate faster and easier than ever.

(2) As our reliance on email grows, it’s important to pay close attention to what we say and how we say it, since both factors play a role in how we’re received by others.

(3) If there is a dispute, employees and managers can refer to the memo to resolve the conflict.

4. Brief questions.

(1)Why does a company need to implement etiquette rules?

a) Professionalism: by using proper email language your company will convey a professional image.

b) Efficiency: emails that get to the point are much more effective than poorly worded emails.

c) Protection from liability: employee awareness of email risks will protect your company from costly law suits.

(2)What are the mistakes we should avoid in the email writing? List at least four mistakes.

a)
Not including the email thread in your reply.

b)
Not using a professional account.

c)
Not replying to all.

d)
Cc’ing the world.

e)
Rambling.

f)
Forgetting the bcc field.

g)
Writing unprofessionally.

h)
Creating unnecessary back-and-forth.
(3)What are the three basic reasons to write a memo?

a) To persuade to action (we should do this)

b) To issue a directive (do this)

c) To provide a report (here’s what was done, or here’s what we found out)

(4)What are the significance and advantages of business memos?

a) Less Disruptive

b) Evidence

c) Timeline Snapshot

d) Inexpensive

e) Less Disruptive

f) Delivery

g) Critical Thinking

(5)What are the basic elements of the business reports?
a) Executive Summary

b) Contents

c) Introduction / Terms Of Reference

d) Procedure

e) Findings / Main Body

f) Conclusions

g) Appendix

h) Recommendations

Case study

Memorandum

 
     To:    All workers, Dispatch Department  

     From:  Mr Augustus Foley, Managing Director 

     Date:   12 June 2011

     Subject: Dispatch Books 

 

Several complaints have been received from customers who have been sent the correct orders with the wrong invoices and the wrong orders with the correct invoices. Please take extra care to ensure that both orders and invoices are correct. 

 I am aware that we have several new members of staff in this department and I am not putting the blame onto them. However, if anyone has a problem they should speak to Harry Hawke who will be able to assist them.

 I am concerned as this problem has never happened before. 

Chapter 10 Business Etiquette across Countries

1. True or False

(1) T (2)F (3) F (4)F (5)T (6)T

(1) 2. Translate the following sentences into Chinese.

(2) 虽然每个人都想在做生意时遵守所在国家的商务礼仪，但结果却是很多人都会失礼。
(3) 美国商务人士不介意在吃饭时谈一些具体的商务问题。
(4) 日本商务礼仪的很多规则都遵循“爱面子”的准则。
(5) 在德国这个以“崇尚秩序”、“绝对严谨”和其它一些习性和敏感性著称的国度里，怎样的举止和行为是合适的呢？
(6) 荷兰人喜欢提前预定好的会面和饭局，而不是心血来潮的邀请。
(7) 外国女商人可以把她们是女性身份当做优势加以利用。
3. Translate the following sentences into English.

(1) When in Rome, do as the Romans do.

(2) In the US, punctuality is an essential part of business etiquette.

(3) In Japan, forgetting a salaryman’s business card on the table is a slap in his face.

(4) Avoid exaggeration, which French business people interpret as flat-out rude. 

(5) There should be an uneven number of flowers but not 13. 

(6) Yes means yes and No means no.
4. Brief questions.

(1)     American business etiquette requires that American women be treated no differently than men. American women don’t appreciate the gender- related “special help” that most Asian and Middle Eastern men usually find OK. So, whenever going to lunch, keep in mind that whoever invites pays!

While in Russia, women are initially regarded with skepticism and may have to prove themselves. Before a business woman visits, she should have a mutually respected colleague send a letter introducing you. She is also expected to be feminine. Allow men to open doors, light cigarettes, etc. Foreign businesswomen can use their femininity to their advantage. Many Russian businessmen may allow foreign businesswomen to get away with some things (requests for meetings, favors, etc.) because they want to appear as gentlemen.

(2)     For American business people, they have few qualms about discussing concrete commercial issues over a meal. The idea that the mealtime is set apart from business and that it is unmannerly to raise the subject of commerce over food is an alien concept in the States. Therefore, it is acceptable to view a business meal as an extension of the business meeting.
In Germany, dining out for business meeting is common. Breakfast meetings are uncommon, but lunch meetings are. At lunch, discuss business before and maybe after, but not during. 
(3)     In practice, politeness, sensitivity and good manners are the pillars of Japanese business etiquette just as they are of business etiquette in Europe or the US.
Japanese business etiquette values politeness. When the food is served, one should join his hands in the “Namaste” gesture and say quietly, “Itadakimasu” – the phrase literally translates as “I humbly receive.” The gesture is an expression of gratitude for the collective efforts made by many in growing and preparing the meal you are about to consume.  
Sensitivity and good manners are also important. For example, in Japanese business world, one is not expected to make any derogatory remarks about anyone, including your competitors and own employees. People always smile, be pleasant, and be willing to learn, ask a lot of questions about your customer’s company (and none about his /her private life). 

(4)     Describing dress codes for men travelling on business in the States can be a risky business. It is far more difficult to generalize on this subject than for just about any other major industrialized nation. Dress will vary from the formal, dark business suit, shirt and tie to literally T-shirt and shorts.
    One general dictum could be that the further west you are doing business, the more likely you are to encounter informal dress in business - but this is not always the case.

(5) The belief of egalitarianism in Dutch culture is reflected in Dutch business etiquette. For example, the wealthier and more successful a Dutch executive becomes, the more he or she must make an effort to maintain an ordinary appearance in order to show egalitarianism. The Dutch do not appreciate displays of wealth or status. Flashy displays are seen as being in bad taste. Dutch people do not boast about their material possessions. This conflicts with their egalitarian beliefs. Dutch business people also expect to have the chance to express their opinions. Business decisions are made by consensus.
Case study

(For reference)

1. Amy hasn’t read up the invitation carefully which makes her totally ignorant of what dress is suitable for the product launch. She must be embarrassed with casual dress when all the others are in business attire. 
   Amy was late which can hardly be tolerated in American business world. Though the opening remarks are expected to be at 9:00 a.m., she should be there at 8:30 a.m. because there is a breakfast buffet during this time.

2. Read the invitation prior to the event and recognize the dress code information. When in doubt, always overdress for circumstances.
Do be punctual. It is rude to be late in American business etiquette, even for buffet.






