
DIRECTIONS: Using the Word Bank on the second page, fill in the blanks below with the appropriate answer.

Components of _____________________ are personality, effective communication, physical presence, human relations, and professional attitude.  What does all this mean?  Each one of these ____________________ plays and integral part in your image; the image that will make you a valuable employee.


Emotional Control – Learn to control your emotions.  Do not reveal ________________ emotions such as anger, envy, and dislike.  An even-tempered person is always treated with __________________.  For a positive approach, be pleasant and gracious.  Have a smile of greeting and a _____________________________ for each client and co-worker.  A good sense of humor is also an important part of maintaining a positive attitude.  A sense of __________________ enriches your life and cushions the disappointments.  When you are able to laugh at yourself, you will have gained the ability to accept and deal positively with _____________________ situations.  

Good manners are important too! - _________________________ reflect your thoughtfulness of others.  Saying “thank you” and “please,” treating other people with respect, exercising care of other people’s property, being ______________________ and understanding of other people’s shortcomings and efforts, and being considerate of those with whom you work all express good manners.  _________________________ is one of the keys to a successful career. 
Bad manners - ________________________ and nervous habits like tapping your foot or playing with your hair and personal items detract from you effectiveness.  Try to conceal yawning and coughing when in the presence of others.  Control body language that reveals negative communication.  For example, ________________________ or disapproving facial grimaces.  Pleasant facial expressions and attractive gestures and actions are goals worth pursuing.


Effective Communication – Communication includes your listening skills, voice, speech, manner of speaking, and ________________________.  Your ability to communicate will have a great influence on your effectiveness as a valuable employee.  Effective communication includes being alert to client’s moods, listening so as to understand the client’s needs, a good voice for greeting people over the ____________________, and speaking like a professional to sell services, products, build business, and make contacts.  
Speak well of others.  When conversing, conversation is to be pleasant, even with other employees.  With your client, let them lead the topic of conversation.  Stay away from personal problems, another client’s behavior, ____________________, and politics.  Remember – no ____________________.


Physical Presentation – Your posture, walk, and movements all make up your physical presentation.  People form an opinion about you by the way you present yourself.  Good _________________________ not only improves your personal appearance by creating an image of confidence; it also prevents ____________________ and many other physical problems.


Human Relationships and Professional Attitude – Human relations are the psychology of getting along well with others.  Your professional attitude is expressed by your own self-esteem, ________________________ in your profession, and by the respect you show others.


Good habits and practices acquired during your school training lay the foundation for a successful career.  A few good habits as an employee are:

1. Always greet client by _______________________.

2. Use _______________________ and diplomacy when dealing with problems you may encounter.

3. Avoid criticizing your ___________________________.

4. Deal with ___________________________ and differences in private.

WORD BANK

YOUR PROFESSIONAL IMAGE





Telephone			Word of welcome		Conversational skills


Gossip				Sarcastic			Fatigue


Tolerant			Religion			Difficult


Confidence			Components			Gum chewing


Good manners			Disputes			Respect


Competitors			Humor				Professionalism


Negative			Courtesy			Name


Posture			Tact








