E-mail Etiquette

_______________________________________________


"Good manners are made up of petty sacrifices."— Ralph Waldo Emerson
Good E-mail Manners:  E-mail is both less formal than a letter and less personal than a conversation.  So use common sense, consideration for others, integrity and simple courtesy when using e-mail. Here are some simple yet effective tips for using e-mail more efficiently.
Avoid accidentally sending the e-mail before you are ready by composing it in the following order:

· Enter a meaningful, informative subject line;
· Write your message clearly and concisely using active voice; 
· Run spell check and proof-read the e-mail before sending it;
· Attach any document that is referred to in the e-mail; and 
· Enter the TO and CC addresses only when you are ready to send the e-mail.
The subject line or title of the e-mail is mandatory. 
· Write a meaningful short phrase (up to 60 characters) that clearly indicates the purpose of the e-mail. 

· The e-mail subject should be detailed enough to give the recipient an idea about the e-mail content without having to open it. 
· The reader typically sees the subject first and accordingly decides whether to open the e-mail. 
· Avoid using URGENT or IMPORTANT in the subject line.
Addressing an E-mail:
· Carefully select who should be in the TO and CC fields. 
· If you need someone to take an action on this e-mail, that person should be in the TO field.  
· Use Carbon Copy (CC) for officially copying someone in the e-mail. 
· When replying to everyone, make necessary changes to the TO and CC fields accordingly.
· Use Blind Carbon Copy (BCC) option when you need to send an e-mail to multiple people but wish to protect their private e-mail addresses.
Replying to an E-mail:
· Answer e-mails promptly.  Always reply to e-mails that are specifically addressed to you (i.e., your name is in the TO: field). The sender is waiting to hear from you.
· Do not overuse Reply to All.  Do all of the recipients care about your reply or should they be aware of your reply?  If not, do not send to everyone. 
· Maintain the message thread. When replying to an e-mail message, include what the sender wrote, and add your comments at the top of the e-mail (not at the bottom).
· When answering e-mailed questions, be sure to answer all the questions without skipping any. Try to answer fully in order to pre-empt further questions.
· Don't reply to Spam. 
Use proper structure & layout:  
· Start with a courteous salutation.  
· Don't type more than 80 characters in a line.  
· Start the salutation, paragraphs and signature in the first column; there is no need to indent with tabs or spaces. 
· Use proper spelling, grammar and punctuation in the same way that you would in any other document.  
· Do not write in all CAPITALS because this indicates shouting at someone. 
· Use standard fonts:  Some of the standard fonts are Arial, Verdana, Book Antiqua, Tahoma and Courier New.
· Regards, Thanks and Thanks & Regards are the commonly used for closing of professional e-mails. 
· Keep your signatures simple. 
· Do not use flashy, moving and colorful signatures. 
· Do not use special symbol fonts in a signature.  

· Carefully consider whether you want to include your personal mobile number and/or home number in your e-mail signature.  
Writing an E-mail Message:
· Keep your e-mail message short and to the point. Don't forget that there are people who receive hundreds of messages.
· Write in active voice.  For example, it is better to say ‘I read the document’ than ‘Have read the document’.
· Avoid long sentences.
· Keep your language gender neutral.
· Avoid mixing subjects in your e-mail as this might confuse your readers. Set the context of the e-mail first and keep the flow between paragraphs. 
· Write one paragraph for each point. This makes reading, understanding and replying to the e-mail very easy. Recipients tend to miss or ignore some points if the e-mail is cluttered. 

· Take care with abbreviations and emoticons:  Avoid chat language like Neways, b4, kewl, tc, etc. in business e-mails. Do not use sentences like I dunno wat 2 do, 2Ht2Hndl (Too hot to handle) 
· Proof read and run spell check on your e-mail before sending it to be sure that the message you sent is free of grammatical, vocabulary and appropriate usage errors.  
· Since e-mail lacks cues like facial expression, body language and tone of voice, it cannot adequately convey or interpret emotion. To avoid miscommunication, look at what you have written from the recipient's perspective. Read the e-mail aloud in the opposite way you intend, whether serious or sarcastic. If the e-mail makes sense either way, revise it. 

· If you are angry or upset when you write an e-mail, save the draft, wait a while, then re-read it before sending.
Guidelines for attachments:

· Do not attach unnecessary files. 
· Do not send images or attachments over 5MB.  Do not send images or attachments larger than 500KB when sending e-mails to a large number of people.  Make an image smaller and zip large files using a file compression program prior to sending.      
· If you have to send a large file over e-mail, upload it to services like Yousendit and then pass on the link in the e-mail.
· If you have to e-mail more than two documents as attachments, zip them in one file. Doing so would ensure that the recipient won't miss downloading any file.
· When sending attachments, make sure the recipient also is aware of which application or version to use. For example, if you are sending a Visio 2003 document and the recipient may have only Visio 2000 version, it may be difficult to open it. 
Other General Etiquette Rules to follow:

· Do not overuse the high priority option 
· Do not copy a message or attachment without prior permission 

· Never use e-mail to send or discuss confidential information 
· Don't send or forward e-mails containing libelous, defamatory, offensive, racist or obscene remarks 
· Never assume your e-mail messages are private, or that they can be read by only yourself or the recipient.   E-mail should be thought of as a post card.  Would you want the mail carrier to read your message?
· Don't forward junk mail, virus, hoaxes, and chain letters
· Do not ask to recall a message
· Be careful with formatting and HTML.  Reply to e-mail in the same format that it came in.  If an e-mail came to you in plain text format, do not convert it to HTML or rich text because the receiver may not be able to read it, otherwise it will be utter gibberish and vague.
· Do not request a Delivery or a Read Notification Receipt:  Do not make the default option as request delivery receipt and read receipt. 
· If the e-mail is not delivered, you will anyway receive a notification from the SMTP server, so delivery receipt does not do any better. 
· A read receipt does not guarantee that the e-mail is read by the recipient; it only indicates that it was previewed.
· Not all e-mail servers support this feature. [image: image1][image: image2][image: image3][image: image4][image: image5][image: image6]
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