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Enterprise Instant Messaging Etiquette Guide

Welcome to Enterprise Instant Messaging!  Powered by Microsoft Office Live Communications Server 2005 and designed for use in a business environment, Windows Messenger 5 allows you to securely exchange text messages, files, and more, in real time.  It also allows you to share your online presence with your coworkers, customers, and partners. 
This guide provides a set of guidelines and best practices to help you use instant messaging (IM) effectively in an enterprise context. The guidelines within this document are meant to be generally accepted best practices; policies within your organization may vary.  
Messaging with others 

Less intrusive than a phone call and quicker than email, IM use is rapidly increasing in the enterprise.  Here are some tips and guidelines to help you make better decisions faster with IM. 

· Unlike email, IM is conversational, like a face-to-face discussion.  Don’t worry about strictly taking turns, or require that every line in an IM session is perfectly spelled and totally grammatical, as this will artificially slow conversation.
· If you are initiating the IM, your first message should state the topic and ask the other person if they have time to IM with you (e.g., “Got a moment to discuss the Contoso account?”). This may not be necessary with someone you work with frequently and when the question is quick and simple (e.g., “Are you going to join us for the meeting?”)
· Don’t take offense if your contact doesn't respond immediately, as they may be unable to do so, even if they are online.  Assume they will respond when they're free.  Avoid messaging someone repeatedly when they don’t respond.
· Alternately, you may receive a terse response (e.g., "in a meeting - talk later").  While this would be considered a rude response in person, it’s a quick, common and perfectly acceptable way for a contact to let you know they're unavailable to IM right now.
· Use of emoticons – graphical representations of facial expressions – can be useful in providing context around the text of your messages, as they can help support a more natural form of communication.  

· Avoid having too many “goodbyes” as you and your colleague attempt to end the conversation. The first person to indicate an end to the conversation is usually enough.

· If a contact has set their status to 
“Busy”, refrain from sending them a message unless it’s urgent.  
· If a contact has set their status to “On the Phone”, they may be slow to respond, or may not respond at all.  Responses will vary by person and by the nature of the call.

· Make sure the sound accompanying an IM won’t be disturbing to others who might be meeting with you, either in person or on the phone. You may wish to turn off the incoming messages sound while you’re in a meeting (see Figure 1).
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 Figure 1. Alerts.

· Don’t use all capital letters to type your message. As with email, it’s the IM equivalent of shouting. 

· Don’t invite someone to join a multiparty IM session in progress without first asking the others in the session if it’s OK to do so. 

Managing your IM status

· When you need to focus on high priority tasks, set your IM status to “Busy” – that way, co-workers will know to refrain from sending you an IM unless it is urgent. (See Figure 2)
· Setting your status to “On the Phone” indicates that you are on a phone call, but can be reached IM.  However, you may be slow to respond.

· If you absolutely cannot be disturbed (e.g., during a presentation), you can set your status to “Appear Offline”.  Use this sparingly, however; always appearing offline would be similar to never answering your phone or email.  
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Figure 2.  IM status.


Managing contact lists
· When do you need permission to add someone to your contact list? If they are a member 
of your team, your manager, a partner, or someone you work with a great deal, it’s generally considered all right not to ask for permission. 
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Figure 3. Managing Contact lists.

· Don’t be offended if someone removes you from their contact list.  It just means that they are trying to trim their list to those with whom they communicate regularly. Anticipate that your list will be dynamic and that you’ll need to add and delete people as you add new projects and complete old ones.

You’re ready!
We hope that you have found these tips and guidelines useful.  As you’ve seen, IM etiquette is mostly common sense.  Remember, IM is conversational, and the social conventions that apply to face-to-face interaction generally apply to IM, too.  Of course, the quickest way to become comfortable with IM is to use it and see how effective it can make you in connecting with others, sharing ideas and information, and generating better business results.    
If you have any questions about specific rules related to instant messaging usage in your organization, contact your manager or your IT department. 

For more information or for updates to the content within this document, 
please visit: http://www.microsoft.com/windowsmessenger  
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