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BAD manners can cost busi-
nesses dearly by contributing
to lost revenue and employee
and customer churn, a busi-
ness performance consultant
has claimed.

Pamela Fay, managing
director of Business Perfor-
mance Perspectives (BPP),
says employees and man-
agers who are bad-mannered
towards customers, suppli-
ers and other business asso-
ciates are contributing to
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company. She believes this
can lead to serious problems.

“Much of the problem with
bad manners stems from a

lack of confidence on the part’

of the individual concerned,”
she says. “Many people don’t
even realise the extent of
their perceived rudeness — it
can be as simple as eating
while on the phone, hanging
up ahead of the caller, not
saying thank you or having

one drink too many at a busi-
ness function. Manners and
etiquette is about putting
people at ease and providing
advice to make this easy
for them.”

The basis of good manners
is having the common sense
to think of other people in
business situations, says Fay.
However, she points out that
there are some situations
where people can get con-
fused about the correct




[image: image4.jpg]etiquette to use. She lists
some examples, including
managing the ABC of eti-
quette — appearance, behav-
iour and communication in
abusiness role.

Some people also wonder if
it is appropriate to conduct
conversations on business
matters while in public and
how to determine the tone
and language of a business
email. The issue of switch-
ing off mobile phones is also
a significant one in the busi-
ness world of today.

The appropriateness of
drinking alcohol at a busi-
ness function is another
dilemma facing businesses,
while figuring out the cor-
rect clothes to wear can also
be confusing, notes Fay.

“We all do business with
people we like and who mir-
ror our values. It is proven

 that people do business with
- you based on three criteria:




[image: image5.jpg]whether they believe you
have a similar work ethic to
them; whether you have
positive or negative intent;
and whether they have trust
in you and believe you to
have credibility. Working to

‘Many people
don't even
realise the
extent of their
perceived
rudeness’

ensure that you build posi-
tive relations with colleagues
and clients is better for
business.”

BPP provides business
etiquette training to empl-
oyees and managers in
companies and organisations |
across Ireland. A0
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