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In General

I. Use e-mail to request or provide succinct pieces of objective

information ‘
Avoid discussing sensitive issues through e-mail

2
3. Use e-mail to publicly praise, but not to blame emplc:}tees
4. Use e-mail to share insights, not to instigate confrontation
5. Judiciously use blind copy function

3 . -+ . As Sender

Give e-mail a clear and direct subject heading

Get to the point

Avoid hedgers and qualifiers as phrases

If asking a question, be sure to ask the question (don't issue evaluation)
Specify who should respond

Be clear about when you need a response

Provide relevant context

One message, one topic

Provide brief summary when sending an “FYI” or forward e-mail

Don’t use sarcasm
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nt make assumptions about sender’s emotional state

1.
2. Don't escalate by sending an emotionall
_ charged res | n
it; perhaps don't reply by e-mail) ’ 3 PSS
3. Don't respond right away
4. Be careful quoting e-mails out of context in a reply |
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fjrl'l'fff and social Media

od more people today use social media t ]
?.{usu; with friends and family, conduct husinesﬂsﬁ “ o4y
];mmﬂte themﬂﬂgﬁ and I::heir products. Facebook

eor. and LinkedIn are just a few of the social :rn i

E,;unmpliﬂh r,lhESE tasks. Even though these resources do :ndilltgﬂ iu:?;i?imd :
: unicaﬂﬂ“-thef,dﬂ not red_uce or eliminate the need for civil cnmmunicﬁace
- i more than just behaving ?ve]l to others when they are in front of “::":I-
calif style where we always genuinely think about how what we say and ggiﬁ

Jffect other penple.

1o this end, it is instructive to think before posting status updates to Facebook
Ewingaﬂ'-’fﬂt about how you feel regarding an event or issue, or even uploadin :
your resume to LinkedIn. Remember that you need not share everything oﬁ
facebook, and that what you choose to share is now on the Internet. The Internet
is like plastic—it never goes away—so you should make sure that what you post
«ill be acceptable later as well as now. Take care when issuing comments to
sthers as well, and even if you disagree, do so with respect and make sure it's the
position and not the person with which you disagree. There are people who have
lost their jobs over what they posted to Facebook, after all.

Tiwitty

Place T;zs:;? just as many issues for expression and it is, like Facebook, 2
Tﬁmﬂl " “;;Eiﬁraint could come in handy. In late 2011, comedian Bill Maher
Teboy, Othe CKing ﬂ}E religious beliefs of then-Denver Broncos quarterback,

rs have issued similarly scathing tweets that have caused more

Bill Maher
(left) comedian

Tim Tebow
(right) football player
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When negotiating for a new P ary until an offer has been made

[ ' sal
in mi i o not mention or discuss sala ‘ ; . .
:.:-"r E‘; i;:nf;r:rtu;,dhrings it up. Additionally; begin all interactions with greetings

i 1 tions when
i i lly, be prepared with ques

nd conclude them with gratitude. Fina !

:’DU interview, as this reciprocity is expected. TI'Eere are ;’1t1ull:lpll$ir ﬁt}:l;: ;Elimeﬂts
to successful interviewing, and pther courses ilarlll provide you wit L ype of
instruction, but for the purposes of our discussion here just know civility cangoa

long way in the interviewing process.

Civility in News Media

Unfortunately, today we need look no further than the news media and talk radio
for examples of incivility and disrespectful communication, In spring 2012 talk
<how host Rush Limbaugh called a female Georgetown law student a “whore” for
testimony she issued to Congress regarding the cost of contraception for women.
In April 2007, morning talk show host Don Imus referred to the Rutgers University
women's basketball team as “nappy headed
hoes” Finally, just look at all of the news
programs and talk shows that pit members
of opposite sides of an argument against each
other. These shows devolve quickly into, at
best, a recitation of talking points, or, at worst,
a shouting match. In both instances nothing of

substance is ever truly discussed, and emotions
overshadow content.

Rutgers University
women's basketball team

These are the models of civility peo

. =N ple are ex '
e el S B e ey o e v
efinitely allow lor this to take place; however, it also n:ails for respect and

understanding, which many of these

shows do not d :
these programs are an example of civil society, the emonstrate for the public If
the wane today. , then civility is most definitely ©

gue and Civility in the news media. Sund

i Ik ing in dj
morning talk shows often bring in diverse viewpoints and ] Iminate i
rarely culm
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pehaviors like this by both instructors and students wil)
siﬂ“’a ment in the classroom more cg
..ri['ﬂﬂ

nducive to leg l'ning, Create an
e TRy
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As we briefly covered e

; ; arlier, you maintain multiple
relationships in your 1

: : fe. These include those with
friends, family, co-workers, and even the barista at

your local Starbucks. Each of these relationships is
an opportunity to connectwitha larger, more robust
community and a chance to learn about different
people, cultures, and experiences. The trouble is
that we all know how difficult these relationships
are to maintain and develop over time, especially
when we have disagreements with members of
each group. That said, practicing civility can help
enhance these relationships in every situation.

At home, you naturally behave with respect toward
brothers, sisters, and significant others, but conflicts often do arise.
ar parenis, ds you also practice a degree of civility, but sometimes you may say
With your 1=nen]-.‘gt1 they might take offense. It is ironic, but people generally are
something to W Iine apologies, but these apologies are also simultaneously the
accepting ?f g?nu s to issue. We do not like admitting when we are wrong, and
hardest thing tc:llr L;dmit it we often qualify the apology with some explanation. i_f
gvell t-.fhen‘ we do ologize, do so earnestly and withouta qualification. Thts civil
youare E:;:Eg;ﬂ:{-'lnngﬂw a},:' toward maintaining healthy relationships with those
pracﬁce

closest to you.

e vou encounter elsewhere but with whom

el e o e o e e
you may not be mur.n ing coffee all deserve the same type of respect and tmyn
wTaT:;eds::a;nily and friends. Sometimes, simply having a t;;ff‘;(’:"'{gzaway
?:which you ask about their day or just say youd H.mmfl;:fant to izcugnize that
tward improving their life in that moment. It is also Im}?e are people too. So, if
peaple in these roles have lives you do not know, BECEY a way that frustrates
someone in one of these roles says something or bEha;efl;ziﬂr or statement and
or upsets you, concentrate your disapproval ea i e to a quicker and more
ot the person. If you do this, you will more !lkt'lbf com or ruining someone
dcceptable resolution, while not unnecessarfly ups Ettl?lg ut being disagreeable.
else's day. This isan example of being able to disagree witho

f.‘ivﬂ@ in Business

in various
1 duct by people I
0 Condyct ecting the time of others by

Il in advance to reschedule

c0 business effectively requires civil con

mm.ns' These behaviors can be as simple as resp

o hf-"“ﬂ late to scheduled meetings, or calling \f-'"-‘ fore e

tahm Necessary. It also includes things like knocking befo es of those pres
Mg calls in the middle of meetings, and learning the nam

ntering offices, not
ent
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,:u“temllﬂl'ﬂf}' Contexts for Civility

his section ofthE.Eha_pter we will briefly discuss et .

ar:JPi? civil cgm_mumf:atmn to impmvg undErstandif:; zit.;l;i ::. ;T“WE can
qur social relationships. We begin with those in your own immediatz e
i lassroom: We then will :Eilscuss how civility can operate and im ra:r.mtue-:-ct.
serpersonal relationships with friends and significant others. Third, we will
okat the pl’ﬂ-f&‘s&lﬂﬂﬁl world which you will enter in just a few short yea[rs Nf;t
we will examine the general lack of civility in news media, before we cuﬁcludé
“,-[m;discussmn of civility in social media.

‘_'_'_'_,_._:—-"_'_ ———
Civility in the Classroom and on Campus™)
I'-,_,.--"'"-___ e - =

.nd the responsibility for creating this falls on both instructors and students. In

Learning for every student in a classroom depends upon a civil atmosphere, H
)

fact, every student at UD has seen and recited the pledge in UD's Commitment to
Community (see Table 11.2). This document represents a collective promise to
engage in behaviors that create a civil, responsible, and connected community
atUD. That promise manifests itself in dormitories, the Student Neighborhood,
and even the classroom. Additionally, both the faculty and students have
responsibilities to uphold this commitment. On the one hand, instructors should
allow students to express their questions, comments, and thoughts about course
content without fear of reprimand or mockery. They also should listen when
students have questions regarding grades or requests for accommodations.
Finally, instructors should welcome student Visits during office hours to discuss

(ourse material and academic progress.

;'f_udmts also bear a significant portion of the burden for creatinga civil classroom
‘mate. Students should not argue with instructors for the sake of arguing, nor
“QUate instructor experience and knowledge with opinion. Students should also
oin ©mails and visits to the office with cordial introductions and cﬂncluFle
rﬁ‘:&;ﬂth a genuine note of gratitude. They also should treat each other with
B ;nd listen to peers when they offer qu estions and commentary ;nd rat‘r}er
: 3’*&8'3 them for their ideas, engage them to understand the thinking behind
Policie :;‘”“'25 their peers make. Finally, students should follow course rules and
hone u;t!med in the syllabus, particularly those re_gardmg lfiptnp and cell
theih 1 E]I‘[g on the Internet or textlng 3 f['i.E'[‘jd dunng class is very rude to

Tand your fellow classmates.
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create a culture of civility.
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Gender Gap

In addition to culture and power gender al
also important to note that gender and sex

so plays a role in our interactions. Itis
are two different things. Gender refers

is that power is not static; '
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to the socially constructe
which vary between cultur

between men and women. In fact, men and women communicate in significantl

different ways. In order to be civil and respect others, then, it is important thati
you understand the differences between the genders and how they approach§
communication, Inshort, you should not expect everyone to communicate the wa
you do, and appreciating that fact can lead to more civil relationships with those

around us. Let’s take a moment and briefly discuss some of these differences.

One of the key differences between how men and women communicate involvesg
what role they attribute to communication in relationships. Women tend tgg

view communication as the primary vehicle for expressions of intimacy and the
maintenance of close bonds between partners. Men, on the other hand, viey
communication more as a tool used to accomplish tasks and complete projects

In short, women use communication to express feelings; men use it to acco mplisi

tasks.

This difference can often lead to problems in relationships, for when men liste 3

to women express feelings and di
offering solutions. On thg su rfa-::a.a-l stit::sc:;ﬂszfnr? ?i;lg ::allenges they res ;Lnnd t
ks oI o tracon nheseatons men s
e jumping to the conclusion that there i s T
?nlved, S0 they can understand what their conversati ere is a problem to !
interaction. This does cut both ways, though, in that fwlarltlgin; - wantifm:lhi
, or men who exnit

this behavior, ;hﬂuld to appreciate the fact that wh '
way of expressing support. Here we see the im when men offer solutions its

an effort to have a more civil interaction, portance of listening attentively

d expectations and roles that accompany a particular sex,
es. Sex, on the other hand, is a biological distinctiong
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< ha ways been the case, however. Given our definition of civili i
;:'jth}, society depends gpnn a balance between collectivistic and indif.r;\:;g'ti?: BERESSIEEE
values. In the mid-twentieth century some of the most popular groups were the
iwanis, Knights of Columbus, and other suchsocial and service clubs. Additionally,
qgmmunities worked together to maintain their neighborhoods and raise families,
and often went bowling together. Today, in places like Las Vegas, homes are built
with large stone walls blocking homes from neighbors, and, more significantly,
55 author Robert Putnam notes in his book Bowling Alone, membership in social
rastically dropped off from just a few decades ago. People today just
th each other the way they used to, and this lack of connection
dividualistic society and a culture where

groups has d
do not interact wi
contributes to both an exaggerated in
avility is less prevalent than in prior times.

Power Distance

Yo matter how hard we may try, there is always 2 P
relationship. Just think of some of the clichés bandied ab
like “the customer is always right.” Power exists in any relations
doesaffect our ability to be civil with each other. Sometimes we Speax
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ent it does no
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person's argum
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 cagreement are not “all or N0

are always mﬁedlf,ﬁpucated than they appear and wedn:-’:t be able_ Biber,

ey jo oW = agree and dISapree with somegp,
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.o to devalué everything he or she hag IE

0

By detailing both
. nt without seeming 1
person’s argume willingness 10 express themselves while a5,

say. This respe
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ing” prﬂpositiDnS, In fact thin
» Siigs

Agreement a

of civility, we will explore how it hag

Now that we h i
functioned in human history- The idea of respect for ﬂt}“‘-[‘ people and ourselyes
is nothing new, and has played a role throughout human history. In the next part
of this chapter wé will briefly explore the practice of civility today.

Bchaviors for a Civil Interaction

Describe instead of evaluate

Focus on the problem, not controlling the outcome |
Acknowledge the feelings of others |
Be prc-visional instead of certain

Control your own facial expressions !

Do not interrupt someone when they are speaking

Do not disparage others when they are not present B
ith which you disagree and |

When disagreeing, describe the points wi :
agree | §
I ¥

CiviLiry ToDAY

vl plppe s ety affects our quality of lfe in myriad
2 it takes is a small effort to take the feeli '

Mo . _ _ ngs of others into

CEE}'J?;ZS;" ;:fnrfhamng or speaking. To be sure, every area of our lives B i
technnlﬂsicélly a-:li:ra : dbuardmﬂm to the dining room table. But in today’s
taking a moment tunflfi :%ﬂd where we are all so closely and quickly connected,
approach is more necessr:l :hfum we speak and incorporating civility into
some foundational dimen:!"F e !" this part of the chapter we will discuss
and then briefly explore h;?:fv:en:a:a“ables_ of every interpersonal interaction.
become more civil in our dealings withr ?JEE?;ZE hess et oL g S =

Foundatio i i
nal Dimensions of Interpersonal Interactions

In every relationshi :

multiple variah]e;hi!r?t"ll.t;:?'sT ﬂt.]l-:! business world to the classroom to the homé:

Gl o slozarordisms e the way we interact with each other. All of "°%

civility into our approach must be attuned to in order to effectivel incurrlﬂr‘“e
ch to others. The first of these involves lli..:.rhal: we wil

broadly call cul
: tural val .
third relates to gender. ues, the second involves the power one wields, and the
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o
E, ,inﬂl's book we di?ltgssed ]istening and how

i nce is much broader than si : ¢ speaki
wtit:‘f In To be civil we must listen to what the Gthe;ngata Messages in formal
gatl? o our undivided attention. We may beljeye WI: c!;ty Is saying, in effect
gﬂ"‘“% on to multiple things at once, but this is a myth. In h’i‘smh‘;‘:!l:aﬂsk and pay
#eP o dina explains that it is actually physically impossible for o "L’" ines,
joh? on two things at once,'” making paying attention to more th e s
ﬂf“; tical in addition to uncivil. an one person
imp

it to others to give then} our attention when we expect the same in ret

We speak. The idea ‘uf listening transcends conversations and speak'»;;n

uations: to include e-mails, text messages, and phone conversations. We aﬁ

ave had situations in which we tried to do something else while on the phone

-+ o friend, but when we do that we are not truly listening. It would be much

1o actually say we needed to do something else and arrange another time

ptalk or to even have a shorter more focused conversation in which we actually

. ven to the other party. Genuine listening is the manifestation of respecting
other people and being there with them.

istening also entails the ability to come to an understanding of what the other
n is saying. This may require asking clarifying questions, paraphrasing

s, or other forms of perception checking. Remember that making sure
understand the other person is a hallmark of genuine listening, and not a
rude behavior. It does not mean, however, that you agree with the other person,
just that you understand them. In fact, the third and final civil behavior we will

discuss in this section involves the ability to assert disagreement.

it related to publi

Tisagree without Being Disagreeable

b —

As we mentioned earlier, civility requires us to express ourselves and assert our
positions. This does not limit itself to moments of agreement. We also must be
able to express ourselves when we disagree. Unfortunately, people tend to view
agreement and disagreement as the only two options available, when in fact they
are not absolutes. More often than not we find ourselves wanting to agree with
parts of a person’s argument while disagreeing with other aspects of it.

To express such complicated positions in which we both agree and disagree with
Eﬂiﬁr‘p#@q at the same time calls for specific and delicate skills. In order
is :t:lasl;|l't is important to first stress areas of agreement j.nnth the other part;}r;
Parties tg ishes a more comfortable climate for the m_terqctmn and enable§ bot
Teasofan the exchange in a positive and constructive light. When focusing on
u -;ﬂmemmt‘ be as detailed as you would be with those th_mgs wgth Whlll:h
you diﬁeg:: Then, after expressing agreement, detail those things wat1h which
YU lstepeg and explain why. The explanation is important because 1t shm;s
SCussion [:J the other party, but have information of your own to offer to th e
*ement ;‘Ein:'“ Ore tense situations it may also be necessary to conclude with a
orcing that just because you disagree with all or parts of the other




