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1. Be concise and to the point. Do not make an e-mail longer than it needs to be. Remember that reading an 
e-mail is harder than reading printed communications.

2. Answer all questions, and pre-empt further questions.  If you do not answer all the questions in the original 
email, you will receive further e-mails regarding the unanswered questions, which will not only waste your 
time and other people’s time but also cause considerable frustration. 

3. Use proper spelling, grammar and punctuation. This is not only important because improper spelling, 
grammar and punctuation give a bad impression of your organization, it is also important for conveying the 
message properly. E-mails with no full stops or commas are difficult to read and can sometimes even 
change the meaning of the text. 

4. Make it personal. Not only should the e-mail be personally addressed, it should also include personal, 
customized content.

5. Use templates for frequently used responses. Some questions you get over and over again, such as 
directions to your office or how to subscribe to your newsletter.  Save these texts as response templates, 
pasting these into message when needed or use pre-formatted emails.

6. Answer swiftly. People send an e-mail because they wish to receive a quick response. Attempt to reply to 
each e-mail within at least 24 hours, and preferably within the same working day. If the email is 
complicated, send an email back saying that you have received it and that you will get back to them. 

7. Do not attach unnecessary files. Only send attachments when they are productive.

8. Use proper structure & layout. Since reading from a screen is more difficult than reading from paper, the 
structure and lay out is very important for e-mail messages. Use short paragraphs and blank lines between 
each paragraph. When making points, number them or mark each point as separate to keep the overview.

9. Do not overuse the high priority option. If you overuse the high priority option, it will lose its function 
when you really need it.. 

10. Do not write in CAPITALS.  WRITING IN CAPITALS MAKES IT SEEM LIKE YOU ARE SHOUTING. This can 
be annoying and may trigger an unwanted, inflammatory response. 

11. Read the email before you send it.  Apart from ensuring correct spelling and grammar, reading your email 
through the eyes of the recipient will help you send a more effective message and avoid misunderstandings 
and inappropriate comments. Don’t send emails that are emotionally charged.

12. 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.

13. Use the Bcc: field. When sending an email mailing, some people place all the email addresses in the To: 
field. There are two drawbacks to this practice: (1) the recipient knows that you have sent the same message 
to a large number of recipients, and (2) you are publicizing someone else's email address without their 
permission. One way to get round this is to place all addresses in the Bcc: field. 

14. Be careful with using abbreviations, emoticons and insider language. Make sure that all content will be 
easily understood by the recipient.

15. Be careful with formatting. Remember that when you use formatting in your emails, the sender might not 
be able to view formatting, or might see different fonts than you had intended. When using colors, use a 
color that is easy to read on the background.

16. 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. 

17. 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.  Be careful about sending jokes or 
any information that others may find offensive.

18. Use a meaningful subject line. Use a subject that is meaningful to the recipient as well as yourself.  The 
subject line should convey the key message or what you need from the recipient.

19. Use active rather than passive verbs. Try to use the active voice of a verb wherever possible. 

20. Avoid long sentences. Try to keep your sentences to a maximum of 15-20 words.


