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Instruction in busi-
ness etiquette and 

manners should be 
part of standard train-
ing in every company. 
Understanding how to 
better deal with peo-
ple is important in 
helping to conduct 
productive business. 
Firms that do interna-
tional business will 
find that etiquette and 
manners are extreme-
ly important to com-
panies all over the 
world.
It is important that you 

make etiquette a value at 
every level of your organisa-
tion. Everyone plays a role. 
Executives and business 
owners are expected to be 
the model of good manners. 
They will be valued more if 
they treat their employees 
with kindness and respect.  
Every employee must be 
provided with training in 
business etiquette.  Many 
companies recognise and 
reward those employees 
who present themselves 
and the organisation with 
polish and professionalism.

Whether you are aware of 
it or not, first impressions 
do make a major difference 
in achieving business objec-
tives.  

Corporate experts have 
preached the value of know-
ing proper business eti-
quette, including practicing 
good manners, for close to 
fifty years.

In Sri Lanka, we live in a 
business casual world but 
many people forget the first 

word is still 'business.' As 
such, we have to mind our 
manners.  Having good 
manners will help you 
regardless of the business 
you are in.  Any time you 
make contact with a client 
or prospective client, you 
are making a mini-presenta-
tion of yourself, ultimately 
representing your company, 
services and or products.

When you observe prop-

er business etiquette and 
use good manners when 
doing business with people, 
you project a more profes-
sional aura about yourself 
and your company. Being 
able to maintain good man-
ners even in the face of an 
angry client or business 
partner can help to calm 
the situation. If you are 
looking to establish long-
term relationships with 
your business contacts, 
then using proper etiquette 

and manners can help to 
make that relationship 
stronger. Customers pr 
principals would much 
rather deal with someone 
who exercises manners and 
professionalism over an 
individual who prefers to 
be rude.

If you are endeavouring 
to achieve growth in your 
business and establish 
strong business relation-
ships you need to observe 
proper business etiquette 
and manners. One keeps 
hearing more and more 
from top executives that 
people skills are very 
important, in many cases 
even more important than 
technical skills. But how 
can you mind your man-
ners, if you do not know the 
rules.  It is never too late to 
take the initiative to begin 
your own professional 
development.  Here are 

some pointers to keep your 
manners sharp.

Part of good business eti-
quette and manners is 
developing patience. Some-
one who may seem rude at 
first may just have a differ-
ent approach to doing busi-
ness than you do. 

The biggest mistake you 
can make is to jump to con-
clusions after only knowing 
someone for a minute or 
two. Mind your manners 
and engage the person in 

quiet and civil conversa-
tion. Ask questions about 
them and their business, 
and then try to determine 
what is influencing their 
behaviour. 

The person may prefer to 
be the dominant one in a 
conversation. In a case such 
as this it is possible to have 
a productive conversation 

with an overbearing per-
son. The key is to know 
when to move on to a new 
topic. 

If there is a topic of con-
versation that the assertive 
person has a strong belief 
in, then make a note of that 
and move on. Continuing 
to engage a dominant per-
son on a disagreement 
course can cause an argu-
ment. In some cases it is 
pretty common to observe 
people bringing outside 

issues to a business meet-
ing and this causes a dis-
ruptive atmosphere. The 
proper thing to do is to try 
to put the antagonists at 
ease with a calm tone in 
your voice, and avoid ask-
ing any personal questions. 
Business etiquette dictates 
that business comes first in 
a meeting. If the other per-
son needs to get something 
personal off their chest in 
order to continue, then 
politely listen to them and 
then guide the meeting 
back to the agenda.

It is polite to simply 
ignore the event and allow 
the meeting to move on. 
Some cases may not make 
ignoring the event very 
easy, but proper business 
etiquette and manners say 
that ignoring it is the best 
way to handle it. You can 
only hope that the person 
knows their end of the man-
ners equation, and attempts 
to deal with the issue on 
their own. Always arrive on 
time for an appointment. 
Never arrive late.  Arrive no 
more than five minutes 
early. Appropriate business 
etiquette is expected of eve-
ryone, especially at corpo-
rate events. 

The event host spends 
significant time and 
resources to plan and exe-
cute an event, so most peo-
ple know the answer to this 
question: Be on time! If you 
are a representative of the 
host, the answer is that you 
should arrive up to 30 min-
utes early.

If you are a guest, under-

stand that the organiser has 
been selective with the invi-
tation list. Many invitations 
will include a brief agenda 
that highlights when guests 
may arrive for the event, 
typically providing a win-
dow of 15 to 30 minutes for 
registration and welcome 
reception times.

However, few are trained 
in the art of good manners. 
That means most people 
learn meeting etiquette and 
how to conduct themselves 
at business events 'on the 
job.' Of course, not every-
one is completely at ease 
with knowing whether they 
are conveying proper busi-
ness etiquette to corporate 
hosts, colleagues and other 
guests. 

Keep in mind, the pur-
pose of etiquette is to cre-
ate an environment that 
allows everyone to feel 
comfortable.

Also, it is important to 
stay as long as possible or 
to the conclusion of an 
event. 

In the best of times, eti-
quette can give you the 
edge over your competi-
tion. In difficult times, man-
ners will set you apart. 
There are any number of 
companies that can offer 
the same services and prod-
ucts as you. 

The critical difference is 
ultimately how you make 
people feel when they do 
business with you. Manners 
are the missing link. Excel-
lence in etiquette will send 
you over the top.
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"Looks like the king does not want me anymore," 
thought the she elephant Bhadravatika.

She was dismayed by the neglectful attitude on the 
part of the king Udena, who loved her so much in the 
days gone by. Bhadravatika roamed in various places 
looking for food.

She was ageing.
People were saddened by her appearance. She was 

kind to other elephants as well as other animals. Gradu-
ally as she was walking slowly towards the jungle, she 
saw to her surprise, the Buddha pacing from the other 
direction with a retinue of monks. Bhadravatika knew 
she was lucky.

"Is not it that Bhadravatika, the royal elephant?"
The Buddha reflected and asked his monks to stop 

and see what she is doing.
Bhadravatika knelt down before the Buddha. She was 

lifting her trunk, as if to say that she salutes the Buddha 
and the monks. The Buddha looked at her ageing eyes.

The eyes were welling with tears. The Buddha sensed 
she had something to say. He read the creature's mind:

"The king does not care for me anymore. Nobody 
wants me now. I am left alone to die."

"I know what you need," the Buddha said, and invited 
her to follow him. Bhadravatika was pacing slowly 
behind the Buddha and the retinue of monks. The Bud-
dha was an advisor to King Udena. Upon reaching the 
royal gates, the Buddha and the retinue were allowed to 
go beyond. The Buddha informed the keeper to let the 
elephant in too. The king wanted to know why the Bud-
dha visited him untimely. Venerating the Buddha, the 
king requested him to have alms at the palace.

"We may willingly accept your offer. But we are here 
over a different matter," the king said.

The king ordered the royal courtiers to arrange the 
alms hall, and sat in a comfortable position to listen to 
the Buddha. He was eagerly waiting for the Buddha and 
the retinue to be done and reveal the matter.

"Do you have any problems these days?" The Buddha 
inquired.

"No, Great Sir."
"Do you see that she elephant over there?"
"Yes, Great Sir."
"Is that the royal elephant who serves you?"
"She used to serve me in the past."
"Was it a splendid service?"
"Yes."
"Is she abandoned now?"
The king was silent.
"Looks like you have abandoned her and let her live a 

strenuous life," the 
Buddha resumed.

The king could 
not respond. He was 
listening to the Bud-
dha.

"Go take a closer 
look at her."

King Udena 
walked towards the 
elephant, and looked 
at her face. The king 
seemed to under-
stand what the Bud-
dha said.

"She needs your 
service now," the 
Buddha said.

"She is quite old 
now, and she cannot 
do any hard work," 
said the king.

"That exactly is 
the issue. But in the 
past she used to do a 

lot for you. You practically depended on her. Now the 
time has come when she needs to depend on you. Do not 
you see that she is hungry?"

"Yes Great Sir,"
"Do not you think she needs better care?"
"Yes Great Sir."
"Do not you think that she wants maternal care above 

other things?"
"Yes Great Sir."
That became the subject the Buddha discussed with 

the king. The king's heart melted. He perceived the need 
to take care of the she elephant Bhadravatika, who 
served him in the past. The king ordered a special unit 
of courtiers to look after her.

Since then Bhadravatika enjoyed her time of retire-
ment in a better state of health. She lived for a few more 
years in the special stable built for her. Children in the 
village were allowed to visit her with all sorts of plants, 
fruits and any other rituals. The children were fond of 
Bhadravatika and they went into the forest with her fear-
lessly.

A she elephant’s 
story

11. Roald Dahl not only created lively animal characters, 
but also other fantastic or horrible characters that included 
giants and witches. In his last book, published posthumously 
in 1991, a young boy named Little Billy goes exploring the 
nearby forest, climbs up a tree and discovers a whole city of 
little people living inside the tree. The name of these little 
people was also the name of the book. What was it?

12. When he was just three, Roald Dahl lost his father, 
Harald. It was his mother, Sofie, who raise two stepchildren 
and her own four children among whom Roald was her only 
son. He later recalled how his mother as “a real rock, always 
on your side whatever you had done. It gave me the most 
tremendous feeling of security.” Years later, as a literary trib-
ute, Dahl based a grandmother’s character in one of his sto-
ries on his own mother. In which Dahl’s books was this char-
acter found?

13. An Australian billionaire, who made his money in min-
ing, has commissioned a Chinese state-owned company to 
build a 21st Century version of the Titanic. Construction is to 
start in 2013, and it is expected to be ready to set sail in 2016. 
“It will be every bit as luxurious as the original Titanic but of 
course it will have state-of-the-art 21st Century technology 
and the latest navigation and safety systems,” he said in April 
2012, announcing the project on the centenary of the original 
Titanic’s sinking. Who is this billionaire?

14. Name the American author, cartoonist and celebrated 
wit who once said: “The wit makes fun of other persons; the 
satirist makes fun of the world; the humourist makes fun of 
himself.”

15. He was a soccer player who made a stunning impact 
on the 1990 FIFA World Cup at the age of 38. Having made 
80 appearances for Cameroon, he was persuaded out of retire-
ment and helped Cameroon become the first African country 
to reach the quarter finals. He scored four goals, becoming 
the oldest player to do so in a World Cup. Incredibly, he bet-
tered that feat in 1994, when he came on as a substitute to 
score against Russia at the age of 42. Who is he?
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An offsite workshop was 
held recently by Leo Bur-
nett to enhance the general 
skills of its young execu-
tives to fuel their growth 
and to equip them to be 
empowered to face the chal-
lenges of the demanding 
environment around us.

“In our business people 
are our biggest and most 
important asset. Therefore, 
their development is criti-
cal to the company’s suc-
cess. 

Professional Develop-
ment is a critical factor of 
the Leo Burnett culture. We 
strongly believe that such 
continuous learning will 
help ensure the successes 

we are pursuing,”stated 
Managing Director, Leo 
Burnett Solutions Inc.,Ranil 
de Silva.

A cross functional team 
of 30 executives spent a day 
away from the office engag-
ing in a wide cross section 
of learning ranging from 
understanding about the 
business to sessions on lis-
tening skills, negotiations 
and team work. “At Leo 
Burnett we always put our 
people at the core of the 
company’s pursuits; thus 
creating a foundation with-
in the company which 
revolves around our people 
and their performance,” he 
further added.

Chief Operating Officer,Chrishani Kotalawela Members of the team during a session

Fueling the young

Ranil de Silva training the team

Chief Creative Officer,Sachin Ambekar emphasizing on what 
an idea is

The team working together
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