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Course Introduction / Overview:

In today's fast-paced digital landscape, the quality of written communication is a direct reflection of
professional competence and organizational brand identity. Mastering the art of professional email
and business messaging is no longer an optional skill but a fundamental necessity for success.
This course is meticulously designed to transform participants' digital communication from a
potential liability into a powerful asset. Drawing on principles articulated by communication experts
like David Shipley and Will Schwalbe in their influential book, "Send: Why People Email So Badly
and How to Do It Better," this program delves into the nuances of crafting messages that are clear,
concise, and correct. BIG BEN Training Center provides a comprehensive framework that covers
everything from foundational email etiquette to the strategic use of modern messaging platforms.
Participants will learn to navigate complex communication scenarios, manage digital
correspondence efficiently, and avoid common pitfalls that can lead to misinterpretation and
damaged professional relationships. This training course equips professionals with the tools to
build credibility, enhance productivity, and foster positive interactions in every digital exchange.

Target Audience / This training course is suitable for:
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Professionals at all levels who rely on digital communication.

Administrative assistants and executive support staff.

Customer service and support representatives.

Sales and marketing teams.

Project managers and team leaders.

Human resources professionals.

Recent graduates and new entrants to the workforce.

Anyone seeking to enhance their professional writing and communication skills.

Target Sectors and Industries:

e Technology and Information Technology.

Banking, Finance, and Insurance.

Healthcare and Pharmaceutical.

Consulting and Professional Services.

Retail and E-commerce.

Government agencies and public sector organizations.

Education and Academia.

Manufacturing and Engineering.

Target Organizations Departments:

Human Resources.

Sales and Marketing.

Customer Support and Client Services.

Administration and Operations.

Project Management Office.

Internal and Corporate Communications.

Legal and Compliance.

Information Technology.
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Course Offerings:

By the end of this course, the participants will have able to:

e Master the fundamental principles of professional email etiquette.

Write clear, concise, and action-oriented subject lines and messages.

Adopt the appropriate tone and style for different audiences and contexts.

Effectively manage email volume and reduce inbox clutter.

Understand the correct use of CC, BCC, and Reply All functions.

Navigate the etiquette of instant messaging and other business communication platforms.

Recognize and avoid common digital communication errors and misunderstandings.

Apply best practices for attachments and data security in electronic messaging.

Communicate effectively across different cultural contexts in writing.

Course Methodology:
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This training course from BIG BEN Training Center employs a dynamic and interactive learning

methodology to ensure maximum skill retention and practical application. We believe that adult
learning is most effective when it is engaging, relevant, and hands-on. The program is built around
a blend of expert-led instruction, real-world case study analysis, and interactive group discussions
where participants can share experiences and insights. A significant portion of the training is
dedicated to practical exercises, including email writing simulations and message-crafting
workshops, allowing participants to apply learned concepts in a controlled environment. Role-
playing scenarios will challenge attendees to handle difficult communication situations, such as
delivering bad news or managing conflict via email. Constructive feedback from both the instructor
and peers is a core component, fostering a supportive learning atmosphere. This blended
approach ensures that participants not only understand the theory of professional business
messaging but also leave with the confidence and ability to implement these skills immediately in
their workplace.

Course Agenda (Course Units):

Unit One: Foundations of Professional Digital Communication

e The impact of digital communication on professional reputation.

Understanding the core principles of business etiquette.

Common communication pitfalls and how to avoid them.

Differentiating between formal, semi-formal, and informal business writing.

The psychology of digital misinterpretation.

Establishing credibility and trust through written communication.

An overview of different business messaging platforms.
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Unit Two: Crafting the Perfect Professional Email

e Deconstructing the elements of an effective email.

Writing powerful and informative subject lines.

Structuring the email body for clarity and readability.

Mastering tone, politeness, and professional language.

Techniques for achieving conciseness without sacrificing clarity.

The art of the professional opening and closing.

Proofreading and editing strategies for error-free messages.

Unit Three: Advanced Email Etiquette and Management

¢ Strategic use of To, CC, and BCC fields.

Best practices for using the "Reply All" function.

Guidelines for sending and receiving attachments.

Managing expectations for response times.

Developing effective email organization and filing systems.

Techniques for managing a high-volume inbox and avoiding email overload.

Crafting professional out-of-office replies and automated responses.

Unit Four: Beyond Email: Etiquette for Modern Business Messaging

¢ Principles of professional instant messaging (IM) in the workplace.

Etiquette for collaboration platforms like Slack and Microsoft Teams.

Navigating communication in virtual meetings and video calls.

Professionalism in text messaging for business purposes.

Maintaining a professional persona on internal social networks.

Understanding the permanence of digital conversations.

Balancing speed and professionalism in real-time messaging.

Unit Five: Security, Legal, and Cross-Cultural Considerations
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Understanding privacy and confidentiality in digital communication.

Legal implications of business emails and messages.

Best practices for data security and avoiding phishing scams.

Navigating cross-cultural differences in communication styles.

Writing for a global audience with clarity and sensitivity.

Developing a personal action plan for improved digital communication.

Final review and comprehensive Q&A session.

FAQ:

Qualifications required for registering to this course?

There are no requirements.

How long is each daily session, and what is the total number of training hours
for the course?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including
breaks and interactive activities, bringing the total duration to 20 - 25 training hours.

Something to think about:

In an era of increasingly informal digital communication, how can an organization maintain a
standard of professionalism without stifling efficiency and authentic expression?

What unique qualities does this course offer compared to
other courses?
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This training course distinguishes itself by adopting a holistic and strategic approach to digital

communication, moving beyond a simple list of etiquette rules. While other courses may focus
narrowly on email, this program provides a comprehensive framework that encompasses the full
spectrum of modern business messaging, including instant messaging and collaboration platforms.
We emphasize the "why" behind the "what," exploring the psychological and reputational impact of
every message sent. The curriculum is deeply practical, built on real-world case studies and
interactive simulations that mirror the challenges professionals face daily. A key differentiator is the
dedicated unit on legal, security, and cross-cultural considerations, equipping participants with the
knowledge to navigate the complexities of a global and regulated business environment. The
course is not just about writing correctly; it is about communicating with intent, influence, and
intelligence, transforming a routine task into a strategic tool for professional advancement and
organizational success.
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