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T 
he more automated and 
technology-driven business gets, 
the more important etiquette 
becomes. It is no longer enough 

to consider etiquette and protocol as so�  
skills. � ey are a speci� c set of hard skills 
that need to be mastered and correctly 
applied for e� ective interaction with 
customers and colleagues. 

A good command of etiquette helps you 
present yourself as a credible, trustworthy, 
authoritative and appealing person with 
whom to conduct business. Moreover, 
the skills enable you to hold your own in 
competitive business environments and 
provide you with the tools to manage 
your personal brand.  

At first glance
Sad as it may seem, when it comes to 
assessing one another, the idiom “judge a 
book by its cover” applies to people. We are 
judged daily by others, whether they are 
clients, colleagues, friends or family. Being 
subject to judgement – and judging others 
in return – is not a conscious decision; it 
happens unconsciously. It takes just � ve 
seconds to form a � rst impression on every 
occasion you come in contact with others – 
whether physically or remotely, via digital 
or printed communication. 

An important aspect of business etiquette 
is to know how to create a favourable � rst 
impression. � e good news is that you can 
in� uence the impression you make on 
others by focussing on four main business 
etiquette skills and competencies. � ese are 

facial expressions and eye contact, dress 
code, body language and posture, and tone 
and manner of communication (including 
written communication).

How do you do?
Good initial etiquette includes establishing 
and maintaining three to four seconds eye 
contact when you meet someone. Register 
the colour of the other person’s eyes and 
do not look over his or her shoulder while 
speaking to him or her. A simple smile 
has the power to relax other people, which 
means friendliness is key in etiquette – but 
be authentic when you smile.

A � rm handshake, executed from a 
standing position (do not remain seated 
when shaking hands) is essential for both 
men and women. Use people’s names 
correctly and address them by name or by 
title. Most people like to be acknowledged 

Etiquette – the set of manners and behaviours viewed as acceptable to people in a particular culture 
– has arguably never been more important to business than it now is writes, Koos Jérard Louw

Koos Jérard Louw is a licensed corporate 
etiquette and international protocol trainer 

and advisor who teaches and advises corporate 
teams about business and social skills

 Manners 
maketh good business sense

with a simple Sir, Ma’am, Ntate, etc. 
Such acknowledgements illustrate respect 
and humbleness. 

O� er and receive business cards with 
respect. � e print on your card should face 
the receiver and shouldn’t be obstructed 
by your � ngers when you o� er it. Treat 
others’ cards with respect. Don’t stu�  them 
into your pocket or write on them in the 
presence of the other person. 

 
How do you master etiquette?
From my experience, humbleness and 
friendliness are the cornerstones of 
mastering etiquette. I am always amazed 
to see how humble the most powerful and 
successful people are in comparison to 
‘wannabe’ tycoons, celebrities and the like. 
� ink of humble and friendly leaders such 
as our own Nelson Mandela, Canada’s 
Justin Trudeau, Prince Harry and some 
of the South African business tycoons, 
including Patrice Motsepe, Maria Ramos, 
Sim Tshabalala and Wendy Luhabe.

Advertising and communication guru, 
Reg Lascaris taught me another important 
etiquette lesson when he pointed out that 
‘silent’ and ‘listen’ have the same letters and 
that you cannot listen without becoming silent.

How do you get etiquette?
� e good news is that anyone can learn 
etiquette and protocol. One way of learning 
it is by observing people who clearly displays 
this in their behaviour. 

One of my business etiquette skills 
mantras is, ‘Show, don’t tell’.  IM
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