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Etiquette 
Essentials
for today’s top Admin



Best Practices & Protocol for 
Admins
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What sets you 
apart?
Your professional image, how you present 
yourself, your behavior, actions and 
speech



People form impressions about you within 30 seconds 

They base their impressions on how you’re dressed, your 
workspace, how  you speak and how you behave.
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Rule of 12
12 feet away!

12 inches up!

First 12 words



What is professionalism? 

✤ What you wear, including accessories/handbags !

✤ How you speak!

✤ How you act!

✤ Your confidence!

✤ Body language!

✤ Your responsiveness 



Phone Messages

Best Practices



Telephone Message Log

✤ 12/12  - Sonja McIntosh - re: Training - 212-555-1234!

✤ 12/12 - Dawn Holmes - re:  Proposal - 334-555-1234!

✤ 12/12 - Tom Sharpe - re: Needs to meet - 918-555-1234
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Face-to-Face 
versus Phone
✤ In-person visitors take priority!

✤ Make warm eye contact!

✤ Smile through the phone!

✤ Work hard to never sound 
interrupted, overwhelmed or 
hurried - both phone and in-
person!

✤ Make it your mission to make 
people feel good and welcome



Manners that make a difference
Boost success and advance your career



Business Casual
Defined



“It’s easier to say what business casual is not.”   
Terasita Bryant, Human Resources Professional, PHR



Business Casual Typically is Not

✤ Jeans!

✤ T-shirts!

✤ Shirts with large logos (sports, etc.)!

✤ Hoodies!

✤ Sportswear



Business Casual Typically is Not

✤ Flip flops!

✤ Sandals & Capris are controversial !

✤ Sundresses!

✤ Tank tops!

✤ Leggings



Business casual can be described, in part, as “Khaki pants, 
Dockers, shirts with no tie, skirts with no blazer.”

–Human Resources Professionals 
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Casual Friday

✤ Even toned, fashionable jeans 
with a nice blouse (not t-shirt)!

✤ Avoiding all items from 
“Business Casual” list, with the 
possible exception of capris 
and sandals
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How your space can 
project your 
professionalism

✤ Disorganized!

✤ “Photo gallery”!

✤ “Food test kitchen”!

✤ “The collector”!

✤ “The hoarder”!

✤ “The stuffed animal shop”
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Design as you 
wish
Just keep it tasteful and in moderation. 
Recognize that your cubicle or office says 
as much about you as your clothing. 
People make assumptions about you 
based on how you keep your workspace. 



Dress for Success
Tips to perfect your professional presence



Dress for Success

✤ Modesty is a virtue!

✤ Dress for the job you want!

✤ Follow your boss’ lead for business casual and casual 
Friday!

✤ Don’t over accessorize !

✤ Your jewelry shouldn’t make noise



Dress for Success

✤ Wear rich colors to portray authority!

✤ Don’t wear strong perfume or cologne!

✤ Don’t be too sexy!

✤ Consider journalists for CNN, Fox, CBS for great 
examples
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Wear a suit
Seriously, consider it



4 Reasons to Wear a Suit  
(from Kristine Sexter of WorkWise Productions)

1. Suits make you look important, so people think you 
are important!!

2. You’ll get better service everywhere you go!!

3. Your career goals will be taken much more seriously 
and you’ll move up more quickly.!

4. If you look good, you feel good!
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Electronic 
Communication 
Etiquette
Skills that set you up for success



What rules apply?

Social Networking
Social networking, Texts & Instant Messages



Social Networking Pointers

✤ Keep your personal and professional social networking 
separate!

✤ If your tweets/posts are controversial, include profanity, etc, 
don’t even mention your company’s name in your profile or 
posts. !

✤ Don’t social network from work computers!

✤ Limit social networking from your phone during work hours.!

✤ Don’t slam your own company in social media. Ever. 



Texting & Instant Messaging

✤ If texting/messaging is the culture in your 
organization, it’s fine to do it.!

✤ Keep your texts/messages brief.!

✤ Keep in mind, anything in writing can be saved, 
shared/forwarded.!

✤ In general, text & message during business hours.
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Email Etiquette
Do’s and Don’ts of Effective 
Communication



Email Help

✤ Don’t give bad news over email!

✤ Don’t copy over someone’s head!

✤ Respond within 1 business day, faster if you can!

✤ Don’t write War and Peace over email!

✤ Know when to break the email thread with a phone call!

✤ Reread for tone!

✤ Use a descriptive subject line
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Descriptive 
subject lines

✤ A/V confirmed for 1/8/14 
meeting!

✤ John, Natalie wants to meet 
today at 3pm!

✤ Luncheon menu attached!

✤ 1:30pm meeting cancelled
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The Telephone

✤ To outside callers, you are the 
company!

✤ For inside callers, you 
represent your boss and your 
department!

✤ Speak with authority and 
confidence!

✤ Speak in a warm and friendly 
tone



Telephone Tips

✤ Smile as you speak!

✤ Speak more slowly than you do in person!

✤ Use the caller’s name!

✤ Give the caller your name!

✤ Try not to interrupt within the first 2-4 seconds!

✤ Attempt Personal Emotional Connection when it makes sense



01

Difficult People 
and Difficult 
Situations 
Strategies to help you



Handling Workplace Conflicts 

✤ Approach the situation professionally (remember, 
people perceive you by the way you act and speak)!

✤ Keep your focus on the issue, not the person!

✤ In the face of conflict, project a positive attitude, 
openness to others’ view points and confidence!

✤ Respond with diplomacy and tact



Start!

Stop!

Continue


