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Did you know that approximately 85% of career success depends on Isoft skillsl while only 15% depends on
technical knowledge? Whether you interact in the boardroom, online, or abroad, effective interpersonal skills will
have the greatest impact on successfully building relationships.

First impressions, making an impact, and achieving your goals are just three benefits of this dynamic course.
During the Mastering Business Etiquette and Protocol course, participants will gain practical knowledge and
advanced skills to help them prepare for key interactions with colleagues.

This course develops the concept of business etiquette and etiquette practices appropriate for various work,
business, and social scenarios. Participants will learn about meeting and entertainment etiquette requirements and
business interaction scenarios via telephone and the Internet. In addition, the course addresses the challenges of
etiquette when doing business in a multicultural situation or meeting.

e Gain advanced skills for gaining social, business, and international exposure.

e Learn principles of international business protocol and professional etiquette.

¢ Understand how to behave correctly in both business and social situations including formal dinners,
networking and online webinars, and social media.

e Learn how to establish effective communication with different types of guests, from different counties and
levels of management.

e Demonstrate appropriate personal and professional conduct and follow both social and business rules.

¢ Understand how to apply proper communication and professional etiquette at all levels and at all times.

¢ Implement different variations in protocol and professional etiquette from different cultures, nations, and
regions.

¢ Plan VIP visits and formal occasions while executing the role of the ideal host.

e Learn International and Local variation in Business Etiquette & Protocol.

* Apply the foundations of meetings and concerts official reception protocol.

e Learn new communication and multi-cultural skills - by telephone, online, email, and face to face.
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¢ Understanding Etiquette and Its Relevance
Self-Assessment of Etiquette Knowledge
Everyday Manners, Courtesy, and Common Mistakes
Best Practice Behaviors for Attending Business Meetings
Principles of Office Etiquette and Work Protocols
Guidelines for Planning and Chairing a Meeting, Event, or Seminar

o Before the Meeting

o On the Day of the Meeting

o Chairing the Meeting

o Following up on Points and Actions
¢ Internet Usage in the Workplace and Netiquette

Behaviors, Rules, and Etiquette for Formal Occasions and Encounters
Formal Dinners and Events: Etiquette, Rules, and Protocol
Dealing with VIPs, Visitors, and Hosting Business Events
Professional Networking: How to Work a Room and Social Etiquette in Business Conferences, External
Meetings, and Events
¢ Business Meals: Basic and Advanced Table Etiquette
o Basics of Table Etiquette
Holding & Resting Utensils
Business Dining Etiquette
Multi-cultural Highlights
Specific Food Etiquette Guidelines

o

o o o

Test Your International Etiquette Skills - Part 1

Understanding and Working Professionally with North Americans

Cultural Differences and Etiquette of Dealing with Europeans

Working with British Colleagues, Contacts, and Suppliers

Cultural Differences of Scandinavia, including Sweden and Denmark

The Russian Way: How to Work with Colleagues from the Soviet Union and Neighboring Countries

Test Your International Etiquette Skills - Part 2

Understanding and Working Professionally with India

Cultural and Legal Differences and Etiquette of Dealing with China

Working with African Colleagues, Contacts, and Suppliers

Cultural Differences of Japan and Other Asian Countries, including Korea and the Philippines
Brazil and South American Cultures and Social Mannerisms
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Day 5

Communication Etiquette and Work Ethics

Guidelines for Receptionists, Security, and Service Staff

Making Introductions, Greeting People, Shaking Hands, and Other Protocols
Dealing with Difficult People and Situations and How to Say No Nicely
Telephone Communication Best Practices and Etiquette

Politeness in Written Communication and Email Etiquette

Day 6
Communication Etiquette and Work Ethics continued

¢ Handling Customer Service and Supplier Communication Etiquette and Common Protocols
¢ Understanding the Role of Ethics in the Workplace
e The Challenge of Diversity, Inclusion, and Equality
¢ Action Planning
Day 7

Advanced Techniques in Business Etiquette

¢ Role-Playing Scenarios for Business Interactions
¢ Practicing Cultural Sensitivity in Mock Situations
e Feedback and Improvement Strategies

Day 8
Advanced Business Protocol and Case Studies
e Advanced Business Protocol Techniques
e Case Studies on Successful Business Etiquette
¢ Crisis Management and Etiquette in Difficult Situations
Day 9
Final Assessment and Certification
¢ Final Assessment and Certification

* Personalized Feedback and Action Plans for Participants
¢ Q&A Session and Wrap-Up
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Blackbird Training Cities

Europe

izmir Podgorica (Montenegro)

Edinburgh (UK)

Dusseldorf (Germany) Paris (France) Barcelona (Spain)

& LS - 4 ) S=
Prague (Czech) Vienna (Austria) Rome (ltaly) Brussels (Belgium) Madrid (Spam)

Berlin (Germany) Lisbon (Portugal) Manchester (UK) Milan (ltaly)

USA & Canada

N\_\“
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Los Angeles (USA) Florida (USA) Online Boston (USA) Washington (USA) Miami(USA)

New York (USA) Toronto (Canada)
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Blackbird Training Cities

Asia

Baku (Azerbaijan) Beijing (China)

Moscow (Russia ) Singapore (Singapore ) Sydney (Australia) Tokyo (Japan) Dubai (UAE) Kuala Lumpur
(Malaysia)

Jakarta (Indonesia)

Africa

Lagos (Nigeria) Marrakesh (Marocco) Nairobi (Kenya)

Cairo (Egypt) Sharm EI-Sheikh (Egypt) Casablanca (Morocco) Tunis (Tunisia)
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Blackbird Training Categories

Management & Admin
Professional Skills

Finance, Accounting, Budgeting
Media & Public Relations

Project Management

Human Resources

Audit & Quality Assurance
Marketing, Sales, Customer Service

Agile and Refinement

Technical Courses
Hospital Management
Public Sector
Special Workshops
Oil & Gas Engineering
Telecom Engineering
IT & IT Engineering
Health & Safety
Law and Contract Management
Customs & Safety
Aviation
C-Suite Training

Secretary & Admin

/\CKB RD

Management & Leadership
T R A

International House 185 Tower Bridge
Road London SE12UF United Kingdom
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