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Importance of E-mail Etiquette:
· We interact with printed words as though it has a personality and that makes a positive or negative impression upon us
· Without immediate feedback, e-mails can be misinterpreted by the reader – readers assign meaning to everything that people write and perceive it as concrete because it is in black and white
· Crucial to follow basic rules of etiquette to construct an appropriate tone

Elements of E-mail Etiquette
General Format:
· Basics
· Use salutations – to be personable and extend good will (i.e. Dear, Hello, Hi)
· Keep the e-mail brief (1 screen length)
· Return e-mails within the same time you would a phone call
· Check for punctuation, spelling and grammatical errors
· Use CAPS when appropriate
· Format e-mail for plain text, not HTML
· Use font with a neutral look
· Character spacing
· Keep line length at 80 characters or less
· If message is likely to be FWD, 60 characters or less
· Lists and bullets
· If you are writing directions or want to emphasize important points
· To organize information within an e-mail
· Makes information flow more logically
· Helps reader to know proper order of the information in the e-mail
· Tone – helps create a document that sounds friendly and “nonverbally” open
· Write in a positive tone (i.e. “When you complete the report…” instead of  “If you complete the report…”)
· Avoid negative words (i.e. begin with un-, non- or ex- OR end with 
-less)
· Use emoticons only when appropriate
· Use contradictions to add a friendly tone
· Addresses
· Avoid sending e-mails to > 4 addresses at once
· Create a mailing list

Writing Long Messages:
· “Elevator” summary/executive summary – summary that can be given to an employer or coworker in the short time to get from the ground floor to 3rd floor on an elevator; bare essentials of the message
· Table of contents – friendly gesture; allows readers to skip to sections that apply to them and avoid areas that do not
· If you require a response, request it in the first paragraph of your e-mail
· Headings for each major section


Attachments:
· Tell respondent what the name of the file is, what program it is saved in and the version of the program
· Recipient must know the sender meant for an attachment to be included with the message and what kind of attachment it is

Curse of Surprises:
· Do not wait until the end of the day to introduce a problem
· Compromises complaint’s effectiveness
· Alienates the writer from their reader which results in coworkers/employers from expressing any empathy toward the writer
· Concern may not be addressed in timely manner, ignored or may receive a dismissive e-mail
· Avoid writing a list of concerns you have been harboring for a long period of time
· Ensure you have permission to communicate with professors via e-mail
· Complaints about grades and projects should be discussed in person
· Post concerns or questions in a timely manner

Flaming - virtual term for venting or sending inflammatory messages via e-mail
· Tends to create conflict that spirals out of control
· Flame fights = food fights which affect observers in a negative way
· Before you send an e-mail, ask yourself “would I say this to this person’s face?”
· Calm down before responding to an e-mail that offends you
· Read your message before you send it and assume that you may be misinterpreted when proofreading
· Do not use obscene/abusive language or flame in a public forum (i.e. message group or electronic mailing list)
· Responding to a flame:
· Empathize with sender’s frustration - remain professional and neutral
· If you feel you are right, thank them for bringing the matter to your attention
· Explain what led to the problem in question
· Avoid details and minor arguments
· Apologize if necessary
· If message is inappropriate to deliver over e-mail, use the phone or talk face-to-face

Delivering Information:
· Include an elevator summary and table of contents with headings
· Provide as much information as possible – on conferences, corporate orientations and new policies/procedures
· Effort to save paper
· Offer reader opportunity to receive information via mail, if e-mail is too confusing

Delivering Bad News:
· Deliver news up front
· Avoid blaming statements
· Weasel words, Angell & Heslop – words that appear cowardly, ambiguous or indirect to stall potentially negative repercussions; beating around the bush will only lead to frustration from the reader and will not serve the messenger well 
· Maintain a positive resolve
Electronic Mailing Lists: public conversations
· Avoid discussing private concerns and issues
· Change subject heading to match content of your message
· If conflict arises, speak in person and privately with the one you are in conflict with

Writing a Complaint:
· Briefly state history of problem to provide context to reader - writing a complaint via e-mail has a lot of room for misinterpretations and misunderstanding
· Explain previously-made attempts to resolve the problem – takes on positive tone that is received with greater ease and optimism by the reader(s)
· Show why it is critical for the problem to be resolved by your reader – reduces possibility of disagreement between writer and reader; must be clearly defined in a way that can foster solutions
· Offer suggestions on ways it can be resolved or how you are willing to help –writers should admit they may have overlooked other options on ways to resolve the problem and show they are willing to participate in solution by suggesting willingness to meet with a 3rd party or others
· If problem is urgent, must be indicated in elevator summary and let recipient know they need a response ASAP
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