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PREFACE

Congratulations on picking up this copy of E-mail Etiquette. I’m very proud that this is one of the first books in the ST Training Solutions ‘Success Skills’ series. This series includes several short, practical books on a range of topics that will help you develop your skills and enhance your success at work and in your personal life too.

The ‘Success Skills’ series was originally created to meet the needs of participants of ST Training Solutions public workshops. After attending one of our workshops, many participants expressed a real desire to continue learning, to find out more about the topic, to take it to another level. They were hungry for knowledge. Just the effect I hoped for when I set up ST Training Solutions Pte Ltd in 2007. With the ‘Success Skills’ series of books, the experience and expertise of our trainers can be enjoyed by many more people.

As Series Editor, I’ve enjoyed working with authors to make sure the books are easy-to-read, highly practical, and written in straightforward, simple language. Every book is packed with essential tools and strategies that will make you more effective and successful. We’ve included illustrations that reinforce some key points, because I believe we learn more if we add some fun and humour. You’ll also notice some key features that highlight important learning points:







	Myth Buster
[image: Image]
 

	Here you will find a statement that is not true, with notes on the true facts of the matter.




	Fast Fact
[image: Image]
 

	Useful snippets of information or special points to remember.




	Aha! Moment
[image: Image]
 

	This is a ‘light bulb’ moment, when we note something you may be able to conclude from a discussion. Don’t forget to note your own ‘Aha! Moments’ perhaps when you receive some extra insight that clarifies an important point.




	Try This
[image: Image]
 

	Here you’ll find a suggestion for how you can put a special point into practice, either at home or at work.




	Danger Zone
[image: Image]
 

	You’ll find some words of warning here, such as things to avoid or precautions to take.




	Star Tips
[image: Image]
 

	At the end of each chapter you’ll find a list of Star Tips — important notes to remind you about the key points.





By picking up this book you have already shown a desire to learn more. The solid advice and practical guidelines provided in this book will show you how you can really go from good to great!

Good luck!

[image: Image]

Shirley Taylor
Series Editor
CEO, ST Training Solutions Pte Ltd

[image: Image] ST Training Solutions

www.shirleytaylortraining.com

www.shirleytaylor.com


CONTENTS

 

INTRODUCTION

ASSESS YOURSELF

1.     THE AGE OF E-MAIL

The impact of e-mail on business

Consequences of e-mail

Why do we love e-mail?

Handheld electronic devices

E-mail enhances efficiency

International considerations

Interacting with groups on the Internet

Star Tips for making the most of e-mail

2.     THE PITFALLS AND THE POTENTIAL OF E-MAIL

Seven deadly sins of working with e-mail

What can go wrong with e-mail?

Why don’t we love e-mail?

Top 10 complaints about e-mail in practice

When not to use e-mail

Think twice before you hit ‘Send’

Turning problems into potential

Star Tips for maximising the potential of e-mail

3.     MANAGING YOUR MAILBOX

Seven deadly sins of e-mail management

‘You’ve got mail’ flow chart

Receiving mail

Processing mail

Auto-reply messages

Using folders

Using filters (or rules)

The benefits of being organised

Star Tips for effective e-mail management

4.     LOOKING GOOD ONLINE

Seven deadly sins of message preparation

CC and BCC

SMART subject lines

Greetings (or salutations)

Ending your message

Signatures

Final thoughts on greetings and closings

Disclaimers and confidentiality clauses

Attachments

Star Tips for looking good online

5.     WRITING GREAT E-MAILS

Seven deadly sins of business writing

Traditional versus modern business writing

What goes wrong in written communication?

The ABC of modern business writing

Benefits of the ABC approach

Six rules of good writing

Compose CLEAR messages

Do you down-edit?

Star Tips for writing great e-mails

6.     PLANNING AND STRUCTURING YOUR MESSAGES

Seven deadly sins of planning and structuring your messages

Seven steps to success in planning messages

The Four Point Plan for structuring messages logically

The Four Point Plan in practice

Using lists and bullets

Star Tips for planning and structuring messages

7.     CREATING BONDS AND DEVELOPING RAPPORT

Seven deadly sins of online communication

Using e-mail to build relationships

Creating a real bond

Tips for building great relationships

Let your readers sense your smile

Why should you care what people think?

Keeping it courteous while keeping it brief

E-mail can affect careers

Star Tips for creating bonds and developing rapport

8.     NURTURING YOUR E-MAIL NETIQUETTE

Seven deadly sins of e-mail netiquette

Spruce up your cyber-grammar skills

Perfect your punctuation

Practise your positivity

Use active not passive voice

Electronic emotions

Abbreviations

Netiquette — A summary

Last word on netiquette

Star Tips for nurturing your e-mail netiquette

9.     PRACTISING SAFE E-MAIL

Seven deadly sins of e-mail abuse

Who goes there? Friend or foe?

Scam spam or hopeful spam?

Spam filters

Flamers and trolls

Mail bombing

Chain letters

Hoaxes

Snooping

Harassment

Jokes and cartoons

Star Tips for practising safe e-mail

10.   SAFETY AND SECURITY

Seven deadly sins of e-mail safety and security

Is my e-mail secret?

Why is security an issue?

Controlled access

Encryption

Digital signatures

Digital certificates

Other techniques to protect your messages

Computer viruses

Star Tips for e-mail safety and security

INDEX

ABOUT THE AUTHOR


[image: image]

E-mail is possibly one of the greatest inventions of our lifetime. It’s having a phenomenal effect on the way we communicate, but that may not always be for the better! Reading, writing and managing e-mail is taking an increasing amount of our time. However, research shows that the major cause of e-mail stress is not its volume but its inappropriate use as a communication tool.

More of us have taken to using e-mail to stay in touch while we are travelling or working from home, using not just desktops and laptops, but also handheld devices. We are using e-mail to communicate with friends and family, as well as with business contacts, both at home and overseas. Perhaps we can relax standards a little in our personal e-mails, but e-mailing for business purposes has reached a new dimension. People whose jobs never used to involve writing skills are now finding themselves replying to dozens of e-mails every day.

Most of us comment about the increasing quantity of the messages we receive and the pressure we are under to respond quickly. But when we are under such pressure, what happens to the quality of the messages we exchange?

The bottom line remains: just as a handshake and eye contact say something about you and your organisation when you meet someone in person, the approach you take in an e-mail gives an impression as well. Whether you are writing a thank you note, a meeting reminder, a proposal or a sales pitch, what you write and how you write it affects what people think of you, and it affects the image of your organisation.

A well-written message that looks and sounds professional will make it easier for people to want to do business with you. It will help people feel good about communicating with you. It will also help you achieve the right results.

The fact that you’ve picked up this book means that you want to make e-mail work for you, not against you. You are interested in improving your reputation as a caring communicator, as someone who uses e-mail thoughtfully. You also want to use e-mail in ways that present you and your organisation in a positive light.

I hope you’ll practice the guidelines I’ve shared in this book, and that you’ll find the techniques useful. It’s a book that I hope you will keep on your bookshelf, dipping into it occasionally as you learn and experience more.

Start turning the pages and enjoy the huge rewards it will bring!

 

Shirley Taylor

www.shirleytaylortraining.com

www.shirleytaylor.com
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What is your current understanding of e-mail?

1.   Why shouldn’t you type your messages in ALL CAPS?

a)   ALL CAPS implies that I am shouting or yelling.

b)   It causes a strain on your eyes and makes reading more difficult.

c)   It makes the writer look lazy and uneducated.

d)   All of the above.

2.   The most important thing to do with every e-mail message is:

a)   Spell check, use full sentences and proper grammar.

b)   Use proper paragraphs and leave a space between paragraphs.

c)   Make sure the e-mail address is correct.

d)   All of the above.

3.   You should only forward an e-mail when:

a)   You feel it is important.

b)   You know the other person should have the information.

c)   You include a personal comment about why you are forwarding this message to this specific person.

d)   The topic is commendable and important for other people to read.

4.   When replying to e-mails you should down-edit your reply by:

a)   Spell checking the sender’s previous e-mail.

b)   Removing previous signature files.

c)   Removing the oldest two e-mails in the sequence.

d)   Removing everything that’s not essential to the ongoing conversation.

5.   If you can’t reply to a message straight away, what should you do?

a)   Send a brief acknowledgement and say you’ll reply as soon as possible.

b)   Carry on with your other work; you’ll get round to it later.

c)   Put it in a special ‘KIV’ or ‘pending’ folder.

d)   Delete it.

6. When is it all right to contact people by e-mail about your business?

a)   When I know they really need my service.

b)   Anytime at all — after all, lots of companies do ‘cold calling’ on the telephone.

c)   Only when they call or e-mail me and ask me for information.

d)   When I know I can save them money.

7. A good way to check the user-friendliness of your message is to:

a)   Use lots of abbreviations so my message is short and simple.

b)   Run a spell check because that finds all the errors.

c)   Write it all in one paragraph so the message is not too long.

d)   Read it out loud with proper tone as if I am speaking to the recipient.

8. A good subject line is:

a)   Lengthy, to give as much information as possible.

b)   Specific, meaningful, appropriate, relevant and thoughtful.

c)   One or two words only.

d)   You don’t always need to use a subject line.

9. When you receive a spam e-mail message, the best thing to do is:

a)   Read it just in case it’s interesting.

b)   Delete it.

c)   Forward it to my friends.

d)   Reply with an angry, abusive message telling them to stop spamming.

10.   You can create good rapport with clients by:

a)   Always using e-mail instead of picking up the phone.

b)   Using standard phrases and corporate templates.

c)   Using friendly language and a chatty style, as if having a conversation.

d)   Being very serious and formal in all my e-mails.

 

How did you do?

1.   The correct answer is (d). Capitals means much more than shouting. Learn more about what’s right and what’s not in Chapters 2 and 5.

2.   Did you answer (d)? All these things are important. See Chapter 2 for a list of common complaints about e-mail in practice.

3.   It is always good to know why you are receiving a specific e-mail, so please follow the advice in (c). If you need more help, Chapter 3 is for you.

4.   (d) is the correct answer here. Find out more about good e-mail habits in Chapters 5, 6 and 7.

5.   It’s good manners to send a brief acknowledgement, so (a) is the correct answer here. See Chapter 3 for an example.

6.   Please don’t spam. The correct answer is (c). Learn more about practising safe e-mail in Chapter 9.

7.   The golden rule of writing today is to write as if you are speaking, so I do hope you answered (d). Learn more about writing great messages in Chapters 5, 6 and 7.

8.   A good subject line is SMART — so the answer is (b). Spruce up your writing skills by referring to Chapter 4.

9.   Whatever you do, don’t reply. Just hit ‘Delete’, so (b) is the answer. Check out more about the dreaded scourge of the Internet in Chapter 9.

10.   You will create a good rapport with everyone if you use a chatty style as if you are having a conversation. Find out more about building great relationships with your readers in Chapter 8.
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The Internet is rapidly developing its own unique culture formed by a diverse group of people of various religions, nationalities, genders and experiences. The Internet, commonly known as cyberspace, is a worldwide melting pot of opinions and ideas, used by people known as netizens (network citizens). Netizens are part of a social and cultural evolution in a new community of people. They are adventurers on an electronic frontier, where their individual voices can be heard, and can change and shape the future of electronic communication as we know it.

The Internet is a place where global information and communication is constantly expanding and evolving. Just as with any culture, there are customs that provide guidelines and cohesiveness to the people involved. That’s what this book is all about — helping you understand the rules of the road for e-mail.

The impact of e-mail on business

E-mail is the most popular facility available through the Internet. Relatively cheap to use, messages can be sent anywhere in the world at a cost of no more than a local telephone call. One of the most profound effects of e-mail has been the way it’s changed the way people work. Let’s look at some of the changes that have taken place in the way businesses operate — some of which are good, and others, not so good.

• Traditionally, secretaries would open their employer’s mail and could keep up-to-date on everything. Now that many managers read their own e-mail, a secretary’s role could be quite frustrating unless a good understanding has been achieved with employers and some good ground rules laid down.

• Since many executives read their own mail, it is often possible to contact powerful people directly. But remember, not all CEOs are keen to receive information directly. Even if you know your CEO’s e-mail address, it doesn’t always mean that he wants to hear directly from just anyone. Your own line manager may also be unhappy with you for going over his or her head in such a way.

• Some people get so used to doing everything over e-mail that they ignore, forget about or don’t give as much importance to paper mail. Make sure you check and deal with your snail mail at least once a day.

• Some people receive dozens of messages every day, some that are important, others that are being sent to them ‘just in case’, when they don’t really need to see them. As a result, many people find they are spending more than half their time dealing with e-mail. We can all do our part to ease this problem by learning to respect other people’s time, and only forward e-mails to the people who really need to see them.

• Some people send the same message several times because of errors they spotted the first (or second) time after they’ve sent an e-mail out. Correct your mistakes before you hit the ‘Send’ button. You will look a whole lot better to your readers if you get it right the first time.

• Very often, working with e-mail means you have to develop a good memory. We tend not to print out as many messages as we perhaps should. Also, many companies implement a system whereby old messages (say 30 days old) may be deleted automatically from your workstation so that the hard disk is not clogged up unnecessarily. Protect yourself by saving paper copies of important messages.

• Many people are sending e-mail messages instead of picking up the phone. This is a common complaint when I talk to clients to discuss potential in-house training. They really want to impress on their staff that sometimes it is best to speak to people directly. On e-mail it may take several back and forth messages to reach a satisfactory conclusion when the issue could be resolved in one phone call.

• E-mail enables people to work from home more effectively while staying in touch with the office. Many workers, particularly those with young children, value the flexibility that working from home offers.

• There has been an increase in the number of ‘virtual workers’. Because it’s so easy to keep in touch, people are choosing a home office, and working with staff who also prefer to work from their own home office. Regular discussion over the phone and on e-mail means everyone can be kept up-to-date on projects, and of course traditional office costs are reduced. One thing home workers need much more of, however, is self-discipline and motivation.

• Commuting time, on flights and train journeys, can be usefully spent dealing with your e-mail messages and sorting out your inbox.

As there have been no real guidelines laid down on how to work with e-mail or how to write e-mail messages, some frustrations are inevitable. A major problem for some people is simply being unable to adjust their communication styles to this new medium. When e-mail is used effectively it can be very powerful indeed. However, when it is used ineffectively it can be costly, annoying and damaging to a company’s reputation.

[image: image] Aha! Moment


E-mail is a ‘double-edged sword’. There are many favourable and unfavourable consequences that result from the emergence of e-mail.
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Current statistics show that there are around 210 billion e-mails being sent every day — that means more than 2 million e-mails per second. And get this: approximately 70 per cent of them are probably spam and viruses! Genuine e-mails are sent by around 1.3 billion e-mail users.



Consequences of e-mail

Internal consequences

Traditionally, internal communication in business was hierarchical, with messages being passed up and down the chain, often with secretaries acting as a filter between managers and staff. Flatter company structures have changed the whole spectrum of internal communication. A network has now replaced the hierarchical model. With e-mail, every member of staff is able to communicate directly with everyone else — up, down and across the organisation. This flatter organisation structure, and new power of employees to communicate company-wide, has meant that information can be distributed more efficiently around the organisation. However, because of the relative ease of sending e-mail, messages may sometimes be sent without due thought and consideration.

External consequences

E-mail has undoubtedly helped us to establish and maintain business relationships with branches, clients and suppliers. Relationships with customers and co-workers can be improved and productivity can be enhanced considerably through effective use of e-mail.

An external e-mail message in particular is as much an ambassador for your organisation as a business letter. The impression you make comes from more than just the words you use too. Your readers will also be looking at the language you use, as well as the tone you use to convey your message. The way you display your message visually and the way you structure the paragraphs will also have a significant impact on your reader’s ability to pick out the main points.

[image: image]

If we are to earn the trust and confidence of our readers when sending e-mails, it’s important to pay attention to all these things, as well as one other key ingredient — style. Style in written communication means attention to proper spelling and punctuation, proper sentence construction instead of non-sentences, full spellings instead of abbreviations suitable only for sms. Style means being creative in what you write and how you write. It also means making your communication look visually-attractive (i.e. leaving a line space between paragraphs, using numbered points or bullets, also consistency).
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If we are to achieve our objectives and get the right results from our e-mails, we need to pay real attention to much more than the words we use.



[image: image] Myth Buster


We don’t need training in how to use e-mail. We can pick it up with experience.

Wrong! Many organisations provide a wide range of training for employees — from supervisory training to communication skills, from leadership skills to powerful presentations. In view of the increasing impact that communication has on business, I’m glad to see that many companies are providing training in effective business writing — not only for business letters and reports, but also for e-mail.



Why do we love e-mail?

In terms of the time factor alone, it’s easy to see why e-mail is the preferred choice for written communication. Let’s take a look at some more reasons why we love e-mail:

• It’s written. You can edit and check it before you send it. The recipient can read it, forward it to someone else, print it out and file it away.

• It’s time-zone friendly. E-mail is great for international communication over different time zones.

• It’s quick. Messages are usually delivered in seconds. (They may not be read so quickly, but they will be in the recipient’s inbox.)

• It’s cheap. Of course you need to buy a computer and a modem, and (sometimes) pay an Internet service provider. But no matter where your recipient is, each message should cost no more than a local phone call.

• It’s flexible. You can forward or send multiple copies of messages easily, and attach documents to messages without any hassle.

• You can attach files. As long as your recipient has the software to open it, you can attach a spreadsheet, a report, photographs, a game, a video — virtually anything!

• It’s non-intrusive. You decide when to read your mail and when to reply.

• It can be prioritised. When you open your e-mail first thing in the morning you can prioritise your e-mail-related work for the day. Simple or urgent tasks can be dealt with quickly before getting involved in more heavy-duty or non-urgent work.

• You see the history of each communication. This is a great tool so you can scroll down and remind yourself about previous discussions on the topic.

[image: image] Danger Zone


Avoid the temptation of keeping your e-mail alert switched on the whole time. If you are working on an important report or spreadsheet, you need to focus. You can’t concentrate if your pop-up keeps popping up every few minutes, or if that ‘ding’ keeps ‘dinging’! Be sensible and switch off your e-mail alert when you need to concentrate.
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Handheld electronic devices

E-mail doesn’t only come to our desks. Many of us now carry e-mail around with us on our mobile phones. This often results in being on call 24 hours a day, every day, even on weekends. Apart from never being free from the demands of work, this also leads to another problem: messages typed with our thumbs often contain errors and can end up becoming quite terse. You might include a tagline such as ‘Sent from my Blackberry handheld’, thinking that your recipient may be more forgiving of mistakes or brusqueness. However, I’m not convinced that this will always work.

A friend recently told me that he now does 75 per cent of his e-mailing through his Blackberry and that he has to adapt his language for this new medium. Things he would not normally do on his computer, such as abbreviating words or not starting off with a greeting, he is actually doing on his electronic device.

Consider this message that he may have sent if he’d been sitting at his computer:

Hi John

Great to hear from you. I’m glad you can come down to Singapore next week to discuss this exciting project. If you can let me have your proposal within the next couple of days, I can discuss it with our management and send you any urgent questions for your consideration before we meet.

Look forward to seeing you.
Michael

If sending this same message from his electronic device, the message would become:

Pls send yr proposal so I can put to mgnt and send you any q’s. Tnks.

(Sent from my Blackberry Wireless Handheld)

You can see what I mean about the message becoming terse, not to mention abbreviated. It could actually ruin the personal rapport that he may have built up with this recipient. Such abbreviated messages may also lead to more back and forth e-mailing for clarification, which may not be necessary if he had either picked up the phone or waited till he could give the message a more considered response.

Another concern is the tendency to become addicted to checking our handhelds constantly. Imagine you are down town on your way to an appointment and you bump into a client. While you’re standing on the street side having a discussion with her, she sneaks a peak at her electronic device. How are you going to feel about that? Not impressed, right? Never underestimate the importance of body language, especially in making eye contact (and that means with the other person, not with your Blackberry!)

It’s worse if you check your e-mail on your electronic device in formal meetings, or sneakily try to send a text message imagining that no one will notice. Everyone notices!

[image: image] Danger Zone


Etiquette applies to handhelds too. Avoid checking your handheld during dinner, at a cinema or concert, in a meeting, in the playground with your children, or when out on a date!



E-mail enhances efficiency

It’s important to continually keep up with technology that makes it easier to stay in touch with customers and colleagues. But e-mail should not be taken for granted. This fabulous technology should be looked upon as a tool to enhance communication rather than a replacement for communication. E-mail is a wonderful tool that makes it possible for us to achieve more, with greater efficiency and professionalism. Remember though, that e-mail is only a supplement and should never replace human interaction.

Let’s look at just a few other ways in which e-mail is helping us to increase our efficiency:

• Connection to people and information. E-mail helps you to stay informed and keeps other people informed more effectively than would be possible if we didn’t have it.

• Improved project management. With such a global community these days, working together on a project can prove to be quite difficult when people are in different companies, places and time zones. E-mail makes this process so much easier.

• Team building. E-mail is helping to make group work more effective. All team members must be briefed with a common set of objectives so that they realise the importance of replying promptly to all team mail. They also need compatible software so that they can attach and read all the documents that will be sent among members.

• Global communication. With Internet connections, it’s possible to reach out way beyond the boundaries of your organisation. You can join discussion groups and mailing lists relating to your specific interests, and subsequently engage in discussions with thousands of people around the world.

• Better record management. With e-mail now often replacing telephone conversations, letters and memos, much of the information is in one place, so it becomes easier to manage. All messages regarding a specific topic can be kept in a special folder. Alternatively a search will quickly call up all the messages that meet certain criteria.

• Virtual meetings. Before e-mail came about, many more meetings took place. It is sometimes quite difficult to get lots of people together at the same venue and time, and with pressures of work, it could be a week or more before everyone involved could get together. E-mail solves this problem. A message can be sent to everyone involved, the issue or problem can be discussed with everyone being copied, and a lot of time can be saved.

• Collaborative work. E-mail makes it easy and cheap to share photographs, graphics, files, even video. Whether your colleague is in the next office or at the other side of the world, distance is no longer an issue. As long as everyone has compatible versions of the necessary software, it’s easy to attach anything to an e-mail message.

[image: image] Aha! Moment


While it’s important to keep up-to-date with new technology, this shouldn’t be taken to the extent that we avoid talking to our customers and colleagues personally. E-mail is a supplement to, not a replacement for, interaction. It’s a useful tool that helps us to create more time and more opportunities for everyone in the organisation to do even better.



International considerations

In my workshops I’m often asked what it means when someone begins an e-mail with, “I hope this e-mail finds you well.” This seems to be a very misunderstood greeting, but it simply means, “I hope you are fine today.” This emphasises the importance of using appropriate language when e-mailing people from another country, or whose mother tongue may not be English. Be cautious about overusing idiomatic phrases that everyone around you understands but may be difficult to understand by someone not absolutely fluent in your language.

In general, when e-mailing people whose mother tongue is not English, it is best to use short, simple sentences that will be much easier to understand. Keep your messages as short as possible without letting meaning suffer and use simple words instead of long ones. Niceties are acceptable, to a point, but please don’t overdo it. Learn more about simplifying your language in Chapter 5.

When crossing international boundaries with your e-mails, it’s better to err on the side of caution and use a more formal tone for your messages at first. It will then be easy to progress from formal to friendly as you get to know your recipient better. It would weaken your position if you have to step backwards from friendly to formal.

Interacting with groups on the Internet

The term ‘netiquette’ means, in essence, ‘network etiquette’ — social conventions that facilitate interaction over networks. This includes mailing lists, blogs, discussion groups, forums, and of course, e-mail. In this book we are mainly covering e-mail etiquette. However, it may be useful to mention various other forms of interaction here because these also involve sending messages via our keyboards.

• Discussion groups

The growth of the Internet has given rise to many online discussion sites, which are also known as Internet forums or message boards. They are the modern equivalent of a traditional bulletin board. These forums consist of a group of contributors who usually must be registered with the system and who become known as ‘members’. Individual members submit topics for discussion (known as ‘threads’) and they communicate with each other using ‘posts’ (publicly visible messages), or private messaging (messages sent from a member to one or more other members). People participating in an Internet forum will usually develop connections with each other, and interest groups usually form around discussion on specific topics. The term ‘community’ has become known as the segment of online users participating in the activities of the website they reside in. This is also used to refer to the group rather than just the site.

• Chat rooms

A ‘chat room’ is a place where you can have an interactive conversation. You key in messages on your screen and they will be seen by all other people in the same chat room, and of course vice versa. Chat room services are provided by some organisations as a way to provide online help and to serve as a two-way exchange with customers.

• Blogs

The word ‘blog’ is a contraction of the term ‘web log’. Blogs are usually maintained by individuals who regularly enter commentary and articles. Some blogs provide information and news on a specific subject, while others serve more as online diaries. An important part of blogging is the interactive format where readers can leave comments.

In general, people who take part in discussion groups, chat rooms and blogs generally use a more casual style of writing. Abbreviations and emoticons are considered acceptable, and grammatical and spelling errors are forgiven more easily than on e-mail.
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	Star Tips for making the most of e-mail





1. Adapt your communication style to make e-mail work for you, not against you.

2. Use e-mail appropriately to enhance your reputation and your organisation’s image.

3. Switch off your e-mail alert when you need to concentrate or focus on an important project.

4. Consider if a quick word with a colleague or a simple phone call to a client could resolve an issue more efficiently than using e-mail.

5. Enhance relationships with colleagues and clients by using e-mail effectively.

6. Pay attention to the tone, language and structure of e-mails, as all these impact your reader.

7. Don’t let e-mail be a replacement for communication. It is a tool for enhancing communication.

8. When e-mailing across cultures, keep your language simple and your sentences short.




End of sample
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