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Professionalism: by using proper
email language your company
will convey a professional
image.
Efficiency: emails that get to the
point are much more effective
than poorly worded emails.
Protection from liability:
employee awareness of email
risks will protect your company
from costly law suits.

Why Email Etiquettes?

Identify the purpose of the
message and determining
what the recipient reading
the message has to do.
Focus your objective.
Achieve the five I's: Inform,
Inquire, Influence, Instruct
and Incite.
Focus your content. Don't let
unnecessary ideas impose
on your principal message.

The first step in writing e-mail
message:
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No action or response is expected
of individuals on the Cc The
recipient needs only to read or file
the message.
The individuals whose work is
indirectly affected by the
communication should be included
on the Cc

A feature similar to CC except that
in BCC or blind courtesy copy,
recipients are invisible to the other
recipients.
Use Bcc field cautiously.

To line:

Each individual on the To line is
responsible for response or taking the
action (or part of an action) outlined
on the Subject line and the message
relates directly to them.

Cc line:

Bcc line:
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Subject line should effectively
summarize the message
Not use more than 6 or 7words in
subject line
Never use CAPITAL letter
When replying, change the subject
line when the topic changes.

Dear Sir/Madam
Dear First Name
Dear Mr/Mrs Full name
Dear Mr/Mrs Surname

Subject line should effectively
summarize the message. If the
subject-line is clearly written, each
recipient on the To line will have a
clear understanding of the objective
that the message relates to:

Subject line should effectively
summarize the message

Salutations
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Begin with a line of thanks. Find
any way to thank target receivers.
This will put them at ease, and it
will make you appear more
courteous.

Thank you for contacting Group QA.
Thank you for your prompt
response.

Does it include action required?
Does it require a reply back by a
certain date?
What information is contained that
the reader will find necessary for
their job?  

Opening:

For example:

Composing the Content
In the first 1-3 lines of your email,
specify what this email is about after
composing the mail answer the
following questions:
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Action: recipient has to perform a
physical action (Actions should
always have a deadline). Ex:
"Please provide the Reconcile
report of November’15 by 10th
December’15."

Respond: recipient needs only to
respond to your message. Ex: “Can
you attend the staff meeting on
Saturday?"

Read only: recipient needs only to
read your message. Ex: “Please
read the attached HR action plan
before next HR meeting on Dec
12th."

For Information Only: recipient
needs only to file your message for
future reference. Even reading the
message is optional. Ex: "Enclosed
for your records.

The four most common types of
actions are:
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Before you end your email you can
add some sentence as follows:

Thank you for your patience and
cooperation.

Thank you for your consideration.

Include an accurate follow-up
statement:

I will send you additional
information.
I look forward to receiving your
input.
If you have questions or
concerns, do let me know.
I look forward to hearing from
you.
Please let me know if you need
further assistance on this.
If a response is required,
specify what, when.

What to include in email closures?
Closing lines:
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Full professional name
Job title
Business phone
Business street address
Business website (if any)
A legal disclaimer (if required by
your company)

Answer swiftly: Each e-mail should
be replied to within at least 24
hours and preferably within the
same working day.
If the email is complicated , send
an email saying that you have
received it and that you will get
back to them. This will put the
people’s mind at rest and usually
they will then be very patient!

Signatures: A professional signature
makes it easy to contact you. Your
email account can automatically add
these data to the bottom of the email:

Reply or Reply to all:
Ask yourself: “Does everyone need to
know this information?”
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Respond only to messages that
require one. When replying make
sure that you are adding value to the
conversation, truly moving it
forward.

While replying to an e-mail message
with an attachment, which is to
accompany your reply, you must
forward the message instead of
using the "Reply" or "Reply All"
button. Otherwise, the attachment is
not included with the message.

Be conscious of responding to the
sender or Reply to all Do not
overuse Reply to all.

Don’t reply to spam
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For a professional email closing
Best Regards,
Regards,
Sincerely,
Thank you,

The Closing:
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For Casual email closing
Best Wishes,
Cheers,

For more formal email closing
Yours Sicerely,
Yours Faithfully

Think, write and think again before
you press the send key

Static, no way to get immediate
feedback, no voice or facial
responses

Use a meaningful subject line
Avoid being a junk mail and
using generic words like ‘Hi”,
‘Hello”, etc

Protect your recipient’s identity
Use To, CC, BCC appropriately

Do’s & Don’ts

What you write and how you use email
can affect whether your email gets
delivered, read or responded to – and
what that response is!!!
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Link to past references
Include copy of past mails and do not
start a fresh mail
Use the read receipt sparingly
Don’t use words like urgent or high
priority
Avoid special coding or formatting or
writing in CAPS
Proof, spell-check, and proper
formatting
Take the time to send a reply
If they didn’t request, don’t send it
Compress or share on drive-avoid
attachments
Write in a positive tone “When you
complete the report.” instead of “If
you complete the report.”
Be concise and to the point: Do not
make an e-mail longer than it needs
to be.
Address all the questions or concerns
to avoid delays: An email reply must
answer all questions, which will not
only save yours and you customer’s
time but also your customer will be
impressed with your efficient service
 



Use proper spelling, grammar &
punctuation: Improper spelling,
grammar and punctuation give a bad
impression of your company, it is
also important for conveying the
message properly.
Read the email before you send it: It
is very important to read the email
before sending as it can prevent it
from spelling and grammatical
mistakes and thus, helps you sending
a more effective message.
Answer all questions, and pre-empt
further questions.
Use a font that has a professional or
neutral look.
People just want to know what you
want, so state that, in the first
sentence.
Provide all supporting information
that will help the recipient complete
an action or respond successfully.
Keep language gender neutral. Apart
from using him/her, you can also use
the neutral gender: ' 'The user should
add a signature by configuring the
email program”.
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Avoid using URGENT and
IMPORTANT: Even more so than the
high-priority option, you must at all-
time try to avoid these types of words
in an email or subject line.
Use proper structure & layout: Use
short paragraphs and blank lines
between each paragraph. When
making points, number them or mark
each point as separate to keep the
overview.
Add disclaimers to your emails: This
can help protect your company from
liability.
Take one last look at your
distribution list – is this email
necessary for all recipients.
Once the email discussion goes
beyond 2-3 replies anyway, it’s time
to pick up the phone.
Check your Inbox just before you
leave office.
Write about one thing
Stick to one subject, with one
request. Once that’s done, you can
send a second one.
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If you write about multiple things,
with multiple requests, it is likely
that:
your email won’t be read or acted on
the receiver will only do one of those
things
Keep flaming under control
Before you send an email message,
ask yourself, “would I say this to this
person’s face?”
Calm down before responding to a
message that offends you. Once you
send the message it is gone.
Read your message twice before you
send it and assume that you may be
misinterpreted when proofreading.
Empathize with the sender’s
frustration and tell them they are
right if that is true.

Do not copy a message or
attachment without permission: Do
not
copy a message or attachment
belonging to another user without
permission of the originator.

Don'ts
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Do not use email to discuss
confidential information: Sending an
email is like sending a postcard. If
you don't want your email to be
displayed on a bulletin board, don't
send it
Do not take your reader by surprise or
press them to the wall.
Do not wait until the end of the day to
introduce a problem or concern via
memo or email.
Avoid writing a litany of concerns
that you have been harboring for a
long period of time.
Don’t overuse the High Priority
function: If you overuse the high
priority option, it will lose its function
when you really need it. We all know
the story of the boy who cried wolf. If
you overuse the high priority option,
it will lose its function when you
really need it. Besides, even if a mail
has high priority, your message will
come across as slightly aggressive if
you flag it as 'high priority'. Likewise,
be careful using the words Urgent or
Important in the subject line.



Never respond if you are upset:
Take some time to cool off and
consider appropriate response.
Don’t Attach unnecessary files-
Wherever possible try to compress
attachments and only send
attachments when they are
productive.
Don’t forget to attach documents: If
you plan to attach a document, do it
as soon as you refer to the
document in the email. So often
people forget to attach even when
they indicate an attachment,
Wagner says. It pays to attach right
away so you don’t have to send a
second email.
Never Use sarcasm or rude jokes as
it a professional/ formal
communication.
Avoid irrelevant information: It can
confuse your reader.
Avoid using long sentences
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Do not write in CAPITALS: WRITING
IN CAPITALS MAKES IT SEEM AS IF
YOU ARE SHOUTING. This can be
highly annoying and might trigger
an unwanted response in the form
of a flame mail. Never send any
email with all text in capitals.
Do not overuse Reply to All: Only
use Reply to all if you really need
your message to be seen by each
person who received the original
message.
Do not use abbreviations: In
business emails, do not use
abbreviations such as Plz (please),
BTW (by the way) and LOL (laugh
out loud). The same goes for
emoticons, such as :-).
Don’t write a long introduction,
don’t tell a story. Skip the niceties.
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