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Introduction
Etiquette, manners, and cross cultural, or intercultural communication have become critical
elements required for all International and Global Business executives, managers, and
employees. As international, multinational, transnational, multi domestic, and global business
continues to expand and bring people closer, the most important element of successful
business outcomes may be the appreciation and respect for regional, country, and cultural
differences - known as cultural diversity and requiring good intercultural communication.
The modern tourism and hospitality environment is also experiencing an increasing
internationalization and globalization. The huge development of the hospitality industry over
the past decade has been extensively influenced by advanced technology, communication
systems and transportation. People travel more around the world, and their countries are
integrated into global markets. This leads their exposure to culturally different societies, social
interactions, and cultural exchanges. The fact is that travelling and tourism is growing into a
multicultural environment which obtains both similarities and differences in employee behavior
across cultural borders (Reisinger 2009, 85; Korjala, 2012, 7).
As a resut hospitality industry employees who are in direct daily contact with people from
different cultures have to find the most appropriate and best way how to serve them, how to
fulfil their wishes and how to sell tehir product.
The current guidelines, designed within the Erasmus+ project „Key Skills for European Union
Hotel Staff”, provide an insight in cultural issues of all European countries regarding specific
language skills, communication skills, greeting and meeting traditions, customs, etiquette,
including dining etiquette. Countries are arranged in Alphabetic order and the text provides the
essence of the issues analyzed.
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Albania
Greetings
• Man greeting Man - Men shake hands when greeting one another, while maintaining
steady eye contact. Depending on how close the men are with each other, a kiss on each
cheek may be common as well.
• Woman greeting Woman - A handshake is the norm for acquaintances and first meetings,
a kiss on each cheek for friends, two kisses on each cheek if they are really close to each
other or haven't seen each other in a long time.
• Man greeting Woman - It depends on the relationship; for relatives, a kiss on each cheek
(or two per cheek) is common. With friends or colleagues, normally a light handshake will
do.
Communication Style
• Albanians can be very direct with some things and very indirect with other
subjects/issues/topics. For example, if you appear to be thinner or fatter than the last
time they saw you, they will tell you and rather bluntly. But when asking about deeper
issues, they really tend to skirt around issues.
• They like to uphold the most positive image possible especially regarding their family.
• Albanians tend to bury anything shameful or any bad news they have.
Personal Space & Touching
• Albanians like to grab and hold hands if they meet a friend in the street, especially older
women with others.
• In terms of personal space, Albanians tend to sit close and speak to others in close
proximity. A little less than arm's length is the norm. This space be greater with strangers.
• Touching another person’s arm, shoulder and hands is pretty common if you know each
other. But you would not do this to a stranger. However, if you are a young girl and are
meeting an older woman for the first time, she'll likely pinch your cheeks and rest her
hand on your leg if you're sitting near to each other and she likes you.
• For the most part, if an Albanian man is appropriate and following social norms, they will
not invade a woman's space. However, on buses and mini buses you may come across a
man who is not following the norms. But this is rare.
• Eye contact is acceptable and also appropriate part of conversation.
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• During conversation they prefer sustained eye contact rather than direct.
Views of time
• Many men have a lot of free time because they are without job, so they spend their time
in cafes every day.
• When you go to visit an Albanian friend or family it is polite to be at least five minutes
late.
• They are also flexible for business meetings, they can cancelled at the last minute or start
a half an hour later.
Gestures
• Albanians are very expressive with their hands.
• They often wave with finger pointing back and forth with making sounds with the mouth
– that means that you don’t want something that is being offered.
• Albanians are very curious about any travellers because the country was closed for a long
time. They are very welcoming and hospitable.
• Women have raised their self-confidence; they are keeping up to date with trends in
fashion and electronics.
Business dress code
• For men – formal suits and ties in darker colours. Shoes and their cleanliness are very
important to Albanians.
• For women – dress suits are common and many of them have them tailor made. It is very
important to have your hair and makeup done.
• Albanian professionals definitely like to be addressed with their title.
• Gifts are not usually brought to an initial meeting; however postcards from your country
and anything else that is small would be a welcome gift in a business situation.
• Albanians will usually save gifts to open in private. Wrapping them nicely is a good idea.
Hospitality Manners and Food
 It is good policy to bring a gift if dining in a local's home and the best gifts are items from
your home country or gifts for their children (if they have any).
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 As most Albanians are Muslim, don't give a gift of alcohol; although most Albanian
Muslims do consume alcohol; it is not wise to guess and be incorrect.
 The second important thing to note is that if you're dining in a restaurant with business
partners, or even just locals you'll likely see that there is an odd "payment structure" in
that your host will most likely insist on paying for the first meal, but the next time you
meet you are expected to reciprocate the favor.
 Let your host show you your seat, eat in the continental style (knife in the right hand, fork
in the left), etc.
 It is also likely that you are offered raki, the local alcohol. Not trying this can be offensive
so do take a sip, but be careful as it can be deceivingly strong.
 Tipping has become common practice in Albanian restaurants so if dining out, be sure to
round up so the tip is about 10% of the bill for sit down service at a nice restaurant.
 Some people say tap water is safe to use for small tasks like brushing your teeth, but not
for drinking, although if it is contaminated even a little water will make you sick.
 The best course of action is to be extra cautious and avoid the tap water entirely.
References:
 Language, Culture, Customs and Etiquette in Albania. (2014). Retrieved from:
http://guide.culturecrossing.net/basics_business_student_details.php?Id=19&CID=2
 Safari the Globe. Food, Dining and Drinks in Albania (2014). Retrieved from:
http://www.safaritheglobe.com/albania/culture/food-drinks/
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Austria
Meeting and Greeting
• Greetings are formal.
• A quick, firm handshake is the traditional greeting.
• Maintain eye contact during the greeting.
• Some Austrian men, particularly those who are older, may kiss the hand of a female.
• A male from another country should not kiss an Austrian woman's hand.
• Women may also kiss men, but men never kiss other men.
• Titles are very important and denote respect. Use a person's title and their surname until
invited to use their first name.
• When entering a room, shake hands with everyone individually, including children.
• Business cards are exchanged without formal ritual.
• Have one side of your card translated into German. Although not a business necessity, it
demonstrates an attention to detail.
• Include any advanced academic degrees or honours on your business card.
• If your company has been in business for a long time, include the founding date on your
card as it demonstrates stability.
Communication Style and Conversation
• First impressions are important and you will be judged on your clothing and demeanour.
• Although Austrians prefer third-party introductions, they do not need a personal
relationship in order to do business.
• They will be interested in any advanced university degrees you might have as well as the
amount of time your company has been in business.
• Austrians show deference to people in authority, so it is imperative that they understand
your level relative to their own.
• It is imperative that you exercise good manners in all your business interactions.
• There is little joking or small talk in the office as they are serious and focused on
accomplishing business objectives/goals.
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• Communication is formal and follows strict rules of protocol.
• Always use the formal word for you 'Sie' unless invited to use the informal 'du'. Address
people by their academic title and surname.
• You may be referred to simply by your surname. This is not a culture that uses first names
except with family and close friends.
• Austrians are suspicious of hyperbole, promises that sound too good to be true, or
displays of emotion.
• In many situations, Austrians will be direct to the point of bluntness. This is not an
attempt to be rude, it is simply indicative of their desire to move the discussion along.
• Expect a great deal of written communication, both to back up decisions and to maintain
a record of discussions and outcomes.
Business Meetings
• Appointments are necessary and should be made 3 to 4 weeks in advance when meeting
with private companies.
• Do not try to schedule meetings in August, the two weeks surrounding Christmas, or the
week before Easter.
• Punctuality is taken extremely seriously. If you expect to be delayed, telephone
immediately and offer an explanation.
• It is extremely rude to cancel a meeting at the last minute and it could ruin your business
relationship.
• Meetings are formal.
• Presentations should be accurate and precise.
• Have back-up material and be prepared to defend everything: Austrians are meticulous
about details.
• Meetings adhere to strict agendas, including starting and ending times. If you have an
agenda, it will be followed.
• Follow-up with a letter outlining what was agreed, what the next steps are, and who is
the responsible party.
• Business dress is conservative and follows most European conventions.
• Men should wear dark coloured, conservative business suits with white shirts.
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• Women should wear either business suits or conservative dresses, complimented with
elegant accessories.
Gift Giving Etiquette
• In general, Austrians exchange gifts with family and close friends at Christmas (generally
Christmas Eve) and birthdays.
• Children receive gifts on December 6th, the feast of St. Nicholas.
• If invited to dinner at an Austrian's house, bring a small gift of consumables such as
chocolates.
• If giving flowers, always give an odd number as except for 12, even numbers mean bad
luck.
• Do not give red carnations, lilies, or chrysanthemums.
• Gifts should be nicely wrapped.
• Gifts are usually opened when received.
Hospitality Manners and Food
• More traditional Austrian dishes are rooted in what Austria has always had: meats, dairy,
and a number of hearty vegetables. These ingredients, like cabbage, eggs, and meat still
form the basis for Austrian food today.
• Austria's culinary history was greatly altered with the rise of the Austro-Hungarian Empire
when Vienna was the capital of one of the world's largest and most powerful kingdoms. It
was during this time that different influences from all over their kingdom made their way
to the capital. Influence came from Hungary, Italy, and various Slavic countries among
others and these influences altered the perception of food in Vienna and Austria as a
whole.
• During the Hapsburg rule Austria adopted or integrated new spices into their dishes, they
added new, or increased the popularity of, foods like noodles, and they began to put
more energy into foods that are more pleasure than necessity as their desserts,
particularly their cakes became a well-known guilty pleasure.
• If you are invited to an Austrian’s house, arrive on time. Punctuality is a sign of respect.
• Dress conservatively and elegantly.
• In some houses you may be asked to remove your shoes, although the custom is not as
prevalent as it once was.
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• Remain standing until invited to sit down. You may be shown to a particular seat.
• Table manners are Continental -- the fork is held in the left hand and the knife in the right
while eating.
• Put your napkin on your lap as soon as you sit down.
• Do not begin eating until the hostess says 'Mahlzeit' or 'Guten Appetit'.
• Cut as much of your food with your fork as possible, since this compliments the cook by
saying the food is very tender.
• Finish everything on your plate.
• Indicate you have finished eating by laying your knife and fork parallel on your plate with
the handles facing to the right.
• The host gives the first toast. Everyone lifts and clinks glasses, looks the person making
the toast in the eye and says 'Prost!'.
• An honoured guest offers a toast of thanks to the host at the end of the meal.
• When eating at a sit down restaurant, do not put up a fight over who pays the bill at a
restaurant. Whoever invited everyone out is who pays the bill.
• If you are invited out to dinner during your visit to Austria, reciprocate and invite whoever
invited you to a nice meal.
• Do not discuss business over a meal unless the host initiates it.
• When eating at a sit down restaurant with a server, leave a tip (5%) if you are satisfied
with the service. It is also customary to simply round the bill up.
• Usually a gratuity is included in the bill at restaurants or in taxicabs.
References:
• Austria - Language, Culture, Customs and Etiquette. (2014). Retrieved from:
http://www.kwintessential.co.uk/resources/global-etiquette/austria-country-profile.html
• Safari the Globe. Food, Dining and Drinks in Austria. (2014). Retrieved from:
http://www.safaritheglobe.com/austria/culture/food-drinks/
• Vayama etiquette tips – Austria. (2015). Retrieved from:
http://www.vayama.com/flights/Europe/Austria
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Belgium
Meeting and greeting
 Greetings entail a degree of formality. A brief handshake is the common greeting among
people who do not know each other.
 Once a relationship is developed, three kisses on the cheek may replace the handshake.
This is more a kissing of the air near the person's cheek. Start with the left cheek and
alternate.
 Men never kiss other men; they always shake hands.
Communication style
Direct Communication
Explicit, straight forward; logical and based on reason
Formal
Sensitivity to hierarchy; casualness may be equated with rudeness
Restrained
Emotional displays avoided, modesty is valued
Reserved
Initial contact is reserved; warm and friendly once the ice is broken
Low Context
Little attention is given to non-verbal cues and body language
Planning
Flemish stress planning; Walloons are more flexible and likely to improvise
Business meeting etiquette
 Appointments are necessary
- The person you are meeting will generally set the time for the meeting, usually mid
morning or mid afternoon.
- Avoid scheduling meetings during July and August, which are prime vacation times; the
week before Easter; and the week between Christmas and New Year.
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- Everyone is expected to arrive on time
-Arriving late may brand you as unreliable.
- Meetings are formal
- First appointments are more socially than business oriented, as Belgians prefer to do
business with those they know.
- Do not remove your jacket during a meeting.
Hospitality manners and food
 Belgians socialize in their homes and restaurants, although the home is reserved for
family or close friends.
 If you receive a written invitation, the response must be written as well.
 Wait for your host or hostess to introduce you to the other guests.
 Dress conservatively. Belgians take pride in their appearance and expect you to do the
same.
 Arrive on time. Punctuality demonstrates respect.
 Wait for your host to tell you where to sit.
 Women take their seats before men.
 Table manners are Continental -- the fork is held in the left hand and the knife in the right
while eating.
 Keep your wrists above the table when eating.
 Wait to see if your host offers a toast before sipping your drink.
 The guest of honour may also give a toast.
 Women may offer a toast.
 It is polite to stand for a toast.
 The Flemish raise their glasses twice during a toast. The glass is initially raised during the
toast and then at the completion of the toast.
 Never leave food on your plate. It is seen as both rude and wasteful.
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 Indicate you have finished eating by laying your knife and fork parallel on your plate, tines
facing upwards, with the handles facing to the right.
 Belgians take pride in their cuisine, so praising a meal is a sincere compliment.
References :
 Belgium - Language, Culture, Customs and Business Etiquette. (2014). Retrieved from
http://www.kwintessential.co.uk/resources/global-etiquette/belgium-countryprofile.html
 Cultural Insights: Belgium. (n.d.). Retrieved from http://www.iorworld.com/belgiumpages-546.php
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Bulgaria
Interactional issues
 In Bulgaria, gestures for indicating "yes" and "no" are essentially opposite from those
common in most of the rest of Europe. A sideways shaking of the head indicates "Yes,"
and a short upward and downward movement (nod) of the head indicates "No."
 Besides ethnic Bulgarians, there are several ethnic minorities, the most numerous being
Turks and Gypsies, with smaller numbers of Armenians, Jews, and others. The Turkish
minorities speak Turkish, a Turko-Altaic language. Gypsies speak Romany, an Indic
language of the Indo-European language family. Many Gypsies also speak Turkish, and
some speak Romanian.
 In ethnically-mixed areas, it is considered polite to greet a neighbour or acquaintance in
that person's own language.
 Most ethnic Bulgarians belong to the Bulgarian Orthodox Church, though there are small
numbers of Muslims (Pomaks), Protestants, and Roman Catholics.
 Bulgarians are very proud of their culture and heritage. Traditions are passed from
generation to generation.
 In Bulgaria, families are generally very close and mutually support each other. Families
tend to be large rather than small, and several generations may live under the same roof
(although this is getting less common).
 Bulgarians generally pride themselves on their hospitality and neighbourliness.
 An uninvited visitor will first be greeted with a handshake or verbal greeting at the
outermost doorway or gateway. Depending on the nature of the visit, the visitor will be
invited further into the house.
 At mealtimes, a guest will be offered food and drink, and at other times a drink (often
homemade rakiya); it is impolite not to accept this hospitality.
 The obligation to accept a host's offer extends to situations outside of the home, such as
when invited for a meal or a drink in a restaurant or other establishment.
 On the street or in other public places, strangers will usually avoid making eye contact.
 In public transportation, it is expected that younger people will give up a seat to an older
woman or to a parent with a young child. Failure to do so invites public censure from
other passengers.
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Meeting & Greeting Etiquette in Bulgaria
 Bulgaria on the face of it is still a fairly formal society - initial greetings are therefore
formal and reserved.
 Greetings consist of a firm handshake, direct eye contact and the appropriate greeting for
the time of day.
 If your company/firm has been established a long time (25-50 years) include the founding
date on your business card.
 People should be addressed with their titles (if you know them) or with Mr "Gospodin" /
Mrs "Gospozha" followed by the surname.
 Only friends and family address each other with first names and possibly a hug or kiss.
 It is advisable to wait for their Bulgarian counterparts to determine when it is appropriate
to become this informal.
 When going to a Bulgarian's home for dinner bring some flowers for the hostess and a
bottle of good spirits for the host.
 Chrysanthemums, lilies or gladiolas are used at funerals so buy other flowers. Also ensure
there are an odd number of stems.
 Regarding gifts, they are generally exchanged at Christmas, birthdays and when invited to
someone's house.
 You shouldn’t give overly expensive gifts as this may cause the recipient embarrassment.
 Also, if giving a gift to a newborn, buy only an odd number of presents.
Dining Etiquette
 When invited to sit at the dining table you should wait to be shown your seat.
 Napkins should be left folded next to the plate. If others unfold them and place them on
their laps, do the same - you will be at a more formal meal.
 Wait for the hostess to give the green light before starting to eat.
 Although you may be the guest of honour it is polite to insist that the eldest person at the
table should start proceedings.
 Do not rest your elbows on the table, although your hands should be visible at all times.
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 Eating more food shows appreciation for it, so on the initial serving take little to allow
you a second serving.
 Glasses will always be refilled - leave a mouthful at the bottom of your glass if you don't
want more.
How to behave at business meetings:
 Handshakes are used when meeting and departing.
 Titles are important. Address people with their titles, and when introducing yourself
mention any academic qualifications you may have.
 Business cards are exchanged on initial meetings
 If your company/firm has been established a long time (25-50 years) include the founding
date on your business card.
 If you want to impress recipients, translate your card into Bulgarian.
 Bulgarians do not appreciate too much "talk" so try to avoid overzealous statements.
 Relationship building is important in Bulgaria. Spend some time getting to know people
before starting to talk about serious business.
 Initial meeting are more about getting to know each other. The second meeting will be
more business focused.
 Once focusing on more important matters, meetings will proceed at a much slower pace
as details are digested, scrutinized and discussed.
 Your presentations should be factual and backed with statistics. If possible try to present
information visually.
 When making a presentation or discussing a topic try to make eye contact since it signals
trust and sincerity.
 Bulgarians are not deadline oriented. They prefer to ensure they have comprehensively
covered a topic before bringing proceedings to a close.
 Be patient and do not rush meetings - successful ventures in Bulgaria will never happen
overnight.
 Meetings often last much longer than anticipated. Do not rush the process or be
impatient.
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 Bulgarians like to retain a sense of formality and professionalism. Any slip into casual
behaviour may not be appreciated.
 Bulgarian may avoid giving a direct answered if they consider that what they say might be
used against them alter. If you are asking questions and not getting direct answers try
asking the question in different ways.
References:
 Bulgaria – Language, Culture and Etiquette. (2014). Retrieved from:
http://www.kwintessential.co.uk/resources/global-etiquette/bulgaria.html
 Culture of Bulgaria. (2015). Retrieved from: http://www.everyculture.com/BoCo/Bulgaria.html
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Bosnia and Herzegovina
Meeting and Greeting
• Greetings on initial meetings will be formal and reserved.
• A handshake, direct eye contact and the appropriate greeting for the time of day are
standard.
• Address people with their honorific titles plus surname. If you are unsure of titles use
'Gospodin' for Mr and 'Gospodja' for Mrs and 'Gospodice' For Miss.
• An arms length of personal space is most common when first meeting.
• Kissing is a common form of greeting for both men and women. Three kisses on
alternating cheeks are customary.
• Only close friends and family members use first names. Never jump to first names terms
without being invited.
Communication Style and conversation
• During small talk, be prepared for questions that may be considered personal, such as age
or salary.
• Loud voices and animation are common. This does not signify anger, people just tend to
be expressive.
• They generally tend to be quite direct, even in formal business situations.
• Direct eye contact is expected and appreciated. It is mandatory when toasting.
• You can talk about Bosnian landmarks, investment and development opportunities,
tourist areas, heritage, cultural differences and customs.
Business Meetings
• Bosnia and Herzegovina is home to three main ethnic groups – Bosniaks, Croats and Serbs
as well as three official languages, Bosnian, Serbian and Croatian which are for the most
part the same and mutually understandable. If necessary in a conversation, it is best to
refer to the language as – the local language. Addressing and business correspondence in
any of these languages is acceptable.
• It is important to keep in mind the sensitivities between the different ethnic communities
within Bosnia and Herzegovina although this is becoming less of an issue as time passes.
• Business customs in BiH are a mix of traditional habits and modern business practices.
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• Formality is usually very important at initial business meetings and will generally be
thouroughly maintained until a closer relationship and trust is established.
• Local companies prefer to do business with people they know well.
• Punctuality is expected and appreciated in business settings.
• The exchange of business cards is a common practice.
• It is not unusual to discuss business over coffee or lunch.
• Men will generally wear darker colored suits with conservative ties.
• Womenwill wear conservative, dark colored business suits with few accessories. More
conservative Muslim women may also wear a head scarf, however this is rare in business
settings.
Gift Giving Etiquette
• Chocolates, and various office gadgets with your company logo are appropriate.
• Avoid alcohol and anything containing pork or pig skin.
• Avoid chrysanthemums as they are used at funerals.
• If giving flowers, make sure there is an odd number.
• Gifts are generally opened when received.
Hospitality manners and food
• Historic foods from the Bosnian region were simply boiled in water and many of their
more authentic dishes are still cooked in this method. The traditional ingredients in these
dishes were primarily strong flavored vegetables like garlic, peppers, carrots, mushrooms,
etc. Today, many of these dishes use these leftover cooking liquids as a base for a sauce.
• However, today's Bosnian food is a direct result of the Turks who ruled over the region for
many years. First, many of the Bosnians converted to Islam, immediately altering what
foods can be used, for example, eliminating pork from the diet. More than this though,
Bosnian food essentially became Turkish food, with slight alterations based on what
ingredients were more readily available in Bosnia & Herzegovina.
• Since the time of Turkish rule, the Austria-Hungarians took over the region and spread
some Austrian influence. Some Austrian dishes and spices were introduced or became
more popular under their rule, but these influences didn't alter the cuisine nearly as much
as the Turks did.
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• It is important to note what religion your hosts identify with as the Bosniaks are Muslim,
but both Croats and Serbs are Christian and this will effect dining and food served.
•

If you're invited into a local's home, arrive on time with some sweets like baklava or have
a gift for the family's children if they have any.

• It is common to remove your shoes at the door. Most hosts will offer slippers to guests to
wear.
• When entering a home as a guest, one often brings a small present.
• Dining isn't extraordinarily formal after sitting down; most people, especially in business
settings, eat with the knife in the right hand and fork in the left, however some foods are
eaten with your hands and pork isn't typically served since few Bosniaks consume pork
products.
• If in doubt on the proper way to eat a particular food, watch those around you.
• Before the main course is served you'll most likely be given a number of meats, cheeses,
and other small appetizers; these are simple and tasty, but don't overeat, they are just
the starter.
• If the meal is being accompanied by a beverage, never fill your own glass. Your neighbor
will fill your glass and you are expected to return the favor.
• As you finish all your food, feel free to ask for more, this is a compliment to the host.
• If you're completely done eating (save some room for dessert though), finish all the food
on your plate. Often times dessert will be served and many times coffee or tea is offered
and expected to be accepted.
• If dining out, as the bill comes, the host or inviter should pay for the whole meal.
• If dining without any locals, summon the waiter or waitress by making eye contact;
waving or calling a server over can be considered rude.
• In regards to tipping at sit down restaurants with a waiter or waitress, round up or tip
about 10% of the bill. Small tips to bar tenders are also appreciated, but not necessary.
References:
• Safari the Globe. Food, Dining and Drinks in Bosnia and Herzegovina. (2014). Retrieved
from: http://www.safaritheglobe.com/bosnia-and-herzegovina/culture/food-drinks/
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• Make Europe work – Bosnia Herzegovina (2015). Retrieved from:
http://www.cobcoe.eu/make-europe-work/business-culture-and-etiquette-acrosseurope/bosnia-herzegovina/
 Bosnia and Herezgovina Customs and Etiquette (2015). Retrieved from:
http://www.bosniaherzegovina.alloexpat.com/bosnia_information/customs_etiquettes_
bosnia.php
 Bosnia and Herzegovina (2014). Retrieved from: http://mbjprotocol.com/wpcontent/uploads/2014/02/CE-Bosnia-and-Herzegovia.pdf
 Doing Business in South East Europe – Bosnia and Herzegovina (2012). Retrieved from:
http://www.piartis.com/wp-content/uploads/Piartis-Doing-Business-in-South-EastEurope.pdf
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Croatia
Meeting and Greeting
 Greetings on initial meetings will tend to be formal and reserved.
 A handshake, direct eye contact and the appropriate greeting for the time of day are
standard.
 "Dobro jutro" (good morning), "dobro dan" (good day), and "dobro večer" (good
evening).
 Address people with their honorific titles plus surname. If you are unsure of titles then
use "Gospodin" for Mr, "Gospođa" for Mrs and "Gospođice" for Miss).
 Only close friends and family members tend to use first names. Never jump to first names
terms without being invited to.
 Close friends may greet each other with an embrace and a kiss on each cheek. Again, wait
until the Croatian initiates this form of greeting. Some older
 At social gatherings hosts introduce guests, usually starting with the women and then
moving on to the men in a rough approximation of age order, oldest to youngest.
Communication Style
 Direct and straightforward talk is valued in Croatia, however there is also an emphasis on
choosing your words correctly and being diplomatic so as not to cause upset. Often, the
level of the relationship will determine how direct someone is or can be.
 Croatians tend be straight forward who talk openly about most things. If someone
doesn't like you or disagrees with something that has been said, you can usually tell.
 Soft-spoken people may be seen as lacking in confidence and open to being taken
advantage off. They also may be viewed with suspicion.
 Humor is appreciated and used widely used in communicating. Many people will use a
humor to make light of difficult situations or about someone’s personal flaws. This is not
meant to be offensive and it is common to respond in a similar fashion.
 Avoid making comparisons between Serbians & Croats sometimes between Bosnians and
Croats.
 While people tend to be direct, it is best to avoid talking about the war, economic status,
and politics until a stronger relationship has been established.
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 It is common to hear people speaking in loud voices and becoming animated during
conversations. This usually does not signify anger; people just tend to be expressive.
Views of Time
 Being late is expected in most situations and not usually considered rude. People are
often late. Anything up to 15 minutes late is acceptable in most situations.
 Buses and trains often run late.
 In business situations, people tend to be a bit more aware of the clock, but deadlines are
often not met.
Gift Giving Etiquette
 Some general gift giving tips include:
 If invited to someone’s house, bring flowers for the hostess. The host may be given a box
of chocolates or a bottle of good wine.
 Do not give chrysanthemums as they are used at funerals and for gravestones.
 When giving flowers, make sure there are an odd number of stems.
 Gifts are generally opened when received
Hospitality Manners and Food
 Table manners are relatively casual as people like to eat and chat at meal times. There are
however standards of good behaviour that should be adhered to. Remember, when in
doubt, watch others and copy what they do.
 Wait to be shown where to sit.
 Table manners are Continental, i.e. the fork is held in the left hand and the knife in the
right while eating.
 At formal meals the napkin is unfolded and placed on the lap.
 Do not begin eating until the host signals to begin.
 Refusing second helpings initially is polite. After the host insists you should take more.
 Leaving a small amount of food on your plate indicates that you are finished eating.
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Business Etiquette
Initial meeting
 Business in Croatia is formal and consequently initially reserved. Once a relationship
develops this will change. Initially at least:
 Use the handshake with eye contact and a smile.
 Wait for a woman to extend her hand first.
 Greet the person with the appropriate salutation for the time of day.
 Use professional business titles.
 Business cards are exchanged without formal ritual.
 Include titles and professional qualifications on business cards.
 Although not a absolutely necessary having one side of your business card translated into
Croatian shows some thought.
Business Meetings
 Meeting schedules are not very rigid in Croatia. There may be an agenda but it serves
more as a guideline for the discussion than anything else.
 Be prepared for lengthy meetings. People may go off on tangents plus time is never a
factor to bring a meeting to a close.
 There may be some small talk at the beginning of meetings. This would become more
important as the relationship develops. Never jump straight into business as this may
come across as rude.
 Initially at least, be sure to temper your communication style if you are used to being
quite direct. Building the relationship is more important initially and should be focused
upon.
References:
 Language, Culture, Customs and Etiquette in Croatia. (2014). Retrieved from:
http://www.kwintessential.co.uk/resources/global-etiquette/croatia.html
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Cyprus
An island in two parts
 The island is divided in two. The Cypriot Turks live to the north, the Greek Cypriots to the
south.
Languages
 The population of Cyprus is 736,000. 13% speak Turkish. 84% speak Greek.
 Around 2.7% of each also speaks the minority languages Armenian and Arabic, and most
of these also speak Greek.
Cypriot Culture
 Greeks in Cyprus, like those on the mainland, have an unusual way of expressing "no".
 Whilst most Europeans shake their head once each way, to the left and the right, or vice
versa, Greeks raise their eyebrows and glance upwards, at the same time making a slight
clicking sound by sucking-in air between the tip of the tongue and the upper teeth.
Family Values
 The family is the centre of the social structure. This includes the extended family.
 The extended family is expected to help their relatives.
 Both maternal and paternal grandfathers have strong bonds with their grandchildren.
 Elders are respected and children expect to take care of their parents when they become
old or infirm.
Hierarchical Society
 Cypriots are extremely respectful of hierarchy, which can be traced back to their two
main religions, Islam in Turkish Cyprus and Greek Orthodox in Greek Cyprus.
 People are respected because of their age and position. Older people are viewed as wise
and are granted respect.
 The oldest person in a group is revered and honoured. In a social situation, they are
introduced, and served, first.
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Religion
 Although predominantly Christian and Muslim, freedom of religion is safeguarded in both
parts of the island.
Religion for Greeks
 The majority of Greek Cypriots belong to the Greek Orthodox Church. The Church of
Cyprus is one of the oldest churches and recognizes the patriarch in Constantinople and
retains administrative autonomy under its own archbishop.
 In small villages, women attend services more frequently than men, and elderly family
members are usually responsible for fulfilling religious duties on behalf of the whole
family.
 Church attendance is less frequent in cities and among educated Cypriots.
 For much of the population, religion centres on rituals at home, veneration of icons, and
observance of certain feast days of the Orthodox calendar.
Religion for Turks
 The majority of Turkish Cypriots are Muslims.
 hey are obliged to pray five times a day - at dawn, noon, afternoon, sunset, and evening.
 During the holy month of Ramadan they must fast from dawn to dusk and are only
permitted to work six hours per day. Fasting includes no eating, drinking, cigarette
smoking, or gum chewing. Expatriates are not required to fast; however, they must not
eat, drink, smoke, or chew gum in public.
Meeting Etiquette
 Shake hands, smile, and maintain direct eye contact during the greeting.
 Many Turkish Cypriots lower their eyes during the greeting as a sign of respect.
 Very religious Muslims do not shake hands with women.
 Wait to be invited before using someone's first name.
 At small social gatherings, your hosts will introduce you to the other guests.
 Say goodbye to each person individually when leaving.
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Gift Giving
 Gift giving is not an elaborate event.
 If invited to a Cypriot's house, bring a consumable gift such as pastries.
 Do not give white lilies as they are used at funerals.
 Gifts are not opened when received.
Dining Etiquette
 If you are invited to a Cypriot's house:
 Shake hands with everyone when arriving and leaving.
 Dress casually but well.
 Offer to help the hostess with the preparation or clearing the dishes after the meal.
Table manners
 While eating. the fork is held in the left hand and the knife in the right.
 Remain standing until invited to sit down.
 The oldest person and guest of honour are served first.
 Don't start eating until the hostess has begun, unless invited not to wait.
 Pass dishes with your right hand only.
 Expect to be offered second and even third helpings.
 It is polite to finish everything on your plate.
 If you have not finished eating, cross your knife and fork on your plate with the fork over
the knife.
 Indicate you have finished eating by laying your knife and fork parallel across the right
side of your plate.
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Business Relationships & etiquette
 Cypriots prefer face-to-face meetings rather than doing business by telephone or in
writing. These are regarded as too impersonal.
 It takes time to develop relationships. This is done in the office, over extended lunches
and dinners, and during social outings.
 Once a relationship has developed, their loyalty will be to you personally rather than to
the company you represent.
 If your company changes representatives, the relationship building will need to begin
anew.
 Show deference and respect to those in positions of authority.
 When dealing with people at the same level, communication can be more informal.
 Avoid confrontation. Cypriots do not like publicly admitting they are wrong
 Under no circumstances should you ever let someone think that you don't trust them,
since trust and personal relationships form the cornerstone of business.
Business Meetings
 Appointments are necessary and should be made in advance.
 The initial request should be in writing and may be confirmed by telephone.
 Punctuality is expected, although be prepared to be kept waiting.
 Avoid hyperbole and making exaggerated claims about your products or services.
 Meetings often veer off the agenda.
 Meetings may be interrupted frequently. So: be patient.
 Decisions are not reached at meetings. Meetings are for discussion and for exchanging
ideas.
Business Negotiations
 Personal relationships are the foundation of a successful business relationship.
 Who you know can be more important than what you know.
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 Don't raise your voice or appear upset or emotional while speaking.
 Business discussions can be lengthy.
 Contracts are crucial and will be followed to the letter.
 Cypriots are skilled negotiators.
 Expect a great deal of bargaining.
 Opening bids should leave plenty of room for negotiation and for concessions on both
sides.
Dress Etiquette
 Men should wear dark-coloured, conservative business suits.
 Women should wear a conservative dress or business suit.
References:
 Cyprus Culture & Traditions. (2015). Retrieved from: http://www.cyprustaxi.me/cyprusculture-traditions
 Cultural heritage of Cyprus – Cyprus Traditions & Hospitality. (n.d.). Retrieved from:
http://www.cyprusworld.eu/cyprus_culture.html
 Local traditions and culture in Cyprus. (2015). Retrieved from:
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Czech Republic
Meeting and Greeting
• Initial greetings are formal and reserved.
• Most greetings include a handshake, direct eye contact, and the appropriate greeting for
the time of day.
• Shake hands when greeting someone and again upon leaving. Greeting with a kiss on
each cheek is also common, but usually only among friends.
• Wait to be invited before using someone's first name or an informal greeting, as these are
all signs of friendship.
• The offer to move to the informal is generally offered by the woman, the older person, or
the person of higher status.
• Moving to the informal without an invitation insults the person and may be viewed as an
attempt to humiliate them.
Communication Style and Conversation
• Czechs are both formal and somewhat indirect in their communication.
• They try not to purposely offend and will often go out of their way to protect someone's
feelings.
• If they lower their eyes and become silent they are uncomfortable with something you
have said.
• Talk about sports, especially hockey or soccer.
• Do not discuss politics or the former communist regime.
• Be aware that Czechoslovakia was not part of the Soviet Union or the Russian Empire.
Czechs do not appreciate when people assume that.
• Do not assume that whoever you are conversing with has religious beliefs. The Czech
Republic is largely an atheist and agnostic country and proud of that fact.
Business Meetings
• Appointments are mandatory and should be made in advance.
• Letters should be addressed to the company rather than a specific person. This prevents a
letter from being held up if the person it is addressed to is away from the office.
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• Do not try to schedule meetings on Friday afternoon as many Czechs leave for their
country cottages after lunch.
• Many businesses close during August.
• Punctuality for meetings is taken extremely seriously.
• Initial meetings are scheduled to get to know each other and to see if your Czech
associates believe that you are trustworthy. The first meeting may be with a gatekeeper
rather than the actual decision maker.
• Expect some small talk and getting-to-know-you conversation before business is
discussed.
• Czechs are non-confrontational and often take an indirect approach to business dealings.
• Maintain direct eye contact while speaking.
• Dress modestly and conservatively for business occasions.
• Do not remove your suit jacket unless the highest-ranking Czech does so.
• Presentations should be accurate, detailed and thorough.
• Have charts and figures to back up your claims.
Gift Giving Etiquette
• If you are invited to dinner, bring a box of good quality chocolates, or flowers to the
hostess or a bottle of wine or good brandy to the host
• In general, you should be cautious about giving flowers, since people over the age of 35
often see flowers as having a romantic connotation.
• If you give flowers, give an odd number, but not 13, which is considered unlucky.
• Do not give calla lilies as they are used at funerals.
• Gifts are usually opened when received.
Hospitality Manners and Food
• Czech food is essentially based on their short growing season and German influence. Due
to the short growing season and historic availability of meat, Czech foods are based on
meat and hearty vegetables like cabbage.
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• The Germans brought with them goose and sauerkraut among other foods. Since this
time, these two ingredients have been fully integrated into many traditional Czech dishes
and are now as Czech as they are German.
• The last influence that deserves mention is that of Austria-Hungary, who ruled the region
for a number of years, most recently in the early 1900s. This influence introduced popular
dishes like schnitzel and goulash, which are still readily available; in fact goulash is one of
the country's most popular dishes today, but with alterations from the original Hungarian
version.
• If you are visiting a Czech's house, arrive on time.
• Dress modestly and well.
• Remove your shoes.
• Expect to be treated with great honour and respect.
• Do not discuss business. Czechs separate their business and personal lives.
• Remain standing until invited to sit down. You may be shown to a particular seat.
• Table manners are rather formal in Czech Republic and Continental - the fork is held in
the left hand and the knife in the right while eating.
• Do not begin eating until the hostess starts.
• Unless the meal is formal, the napkin remains folded next to the plate. At formal meals,
the napkin is unfolded and put on your lap.
• The oldest woman or honoured guest is generally served first.
• Compliment the meal while you are eating. This allows the hostess to discuss the food
and ht preparation.
• Indicate you have finished eating by laying your knife and fork parallel across the right
side of your plate.
• When eating at a sit down restaurant with a server ,tip 10%. It is not obligatory, but it is a
nice thing to do if the service was good.
• Tip using cash. Putting the tip on your credit card is considered rude.
References:
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Denmark
Corporate Culture
 Danes take punctuality for business meetings very seriously and expect that you will do
likewise; call with an explanation if you are delayed. Meetings begin and end punctually.
 Danes generally engage in 15 minutes of small talk before getting down to business.
 Agendas are clearly set for meetings with a stated purpose to brief, discuss or decide an
issue.
 Decisions are made after consulting with everyone involved in a project, but
accountability lies with the individual.
 Danes are infamous for informality
Meeting Etiquette
 Greetings are casual, with a firm handshake, direct eye contact, and a smile.
 Shake hands and say good-bye individually when arriving or departing.
 Shake hands with women first.
 Danes tend to introduce themselves with their first names.
 Appointments are necessary. Confirm appointments in writing.
 You should arrive at meetings on time. The Danes you are meeting will be punctual.
 Shake hands with everyone upon arriving and leaving. Handshakes should be very firm
and rather short. Maintain eye contact while being introduced. Always shake hands with
women first.
 Business cards are exchanged. Your business card should have the physical address of
your company and not a post office box.
 Danes use their professional title and their surname. If someone does not have a
professional title, use Herr (Mister), Fru (Misses) or Froken (Miss). Danes move to first
names quickly. Nonetheless, wait to be invited before using someone's first name.
Business Negotiation
 Send an agenda before the meeting and work from it without deviation.
 Decisions are made after consulting with everyone involved.
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 Presentations should be well-organized and factual. Use facts, figures and charts to back
up statements and conclusions.
 Maintain eye contact while speaking.
 There will be a minimal amount of small talk. Danes prefer to get down to business
quickly.
 Communication is direct.
Egalitarianism in Danish Society
 Denmark is an egalitarian society.
 Interestingly this is reflected in their language, which employs gender-neutral words.
 Most Danes are modest about their own accomplishments and are more concerned
about the group than their own individual needs.
 Maternity and paternity leave provisions are particularly generous in Denmark.
 Men are more actively involved in child-rearing activities than in many countries,
although the division of domestic chores is similar to other developed countries.
Hospitality Manners and Food
 The Danish diet is based on Denmark's climate, which provides short growing seasons and
a need to preserve foods for the long winters. These long cold winters also created a need
for heavy dishes, most notably the heavy use of pork. Additionally, fish is common as the
country is nearly surrounded by the sea and seafood is easily accessible.
 In order to preserve foods, many fruits and meats were regularly salted, smoked, pickled,
or dried. These preservation methods are still common today and many dishes use these
foods as opposed to fresh ingredients, even if fresh ingredients are available, as most
traditional recipes evolved from these preserved foods.
 The next great introduction into Denmark came from the Americas with the introduction
of the potato and tomato in the 1700s. The potato has become an essential ingredient in
Danish cuisine and is their only true staple food today.
 The Danes are very punctual and somewhat formal in certain manners. If you get invited
to dine with locals, be on time and if eating in their home, be sure to bring a gift of
flowers, chocolates, or wine. It is also considered polite to offer to assist in the cooking
process by offering to bring a dish to pass. Once you arrive, offer to remove your shoes
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and again offer assistance in the kitchen. You may be shown the home as well before
being shown your seat (generally couples will sit together, with the woman to the right).
 Generally, before dining begins, there will be a toast; during this toast make eye contact
throughout and lift your glass before and after you take your first sip. After that toast,
which will generally end with the word "skol," you are free to eat and drink at will. When
you eat, maintain continental dining style (knife in the right hand, fork in the left), try
everything, and keep your hands in sight by resting your wrists on the table.
 As you finish eating, finish all the food on your plate and place your fork and knife
together on the right side of your plate to indicate you are finished. Also, offering to help
with the cleaning after a meal in a home is a very polite and appreciated gesture.
 If dining out, every bill from a sit down restaurant in Denmark will include a service
charge and this will replace any need to tip the server. If service was outstanding you may
tip above this amount, but few locals will ever do this.
References:
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 Denmark – Language, Culture, Customs and Etiquette. (2014). Retrieved from:
http://www.kwintessential.co.uk/resources/global-etiquette/denmark-countryprofile.html?highlight=YToxOntpOjA7czo3OiJkZW5tYXJrIjt9
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Estonia
Meeting and Greeting
 Greetings can come across as rather formal and rather reserved. Estonians are quite
formal, however, once the relationship warms up the communication style becomes a lot
less stiff.
 Men should initiate greetings with women and the younger person always greets the
older person.
 When meeting someone make sure you are stood up, offer direct eye contact and give a
nice firm handshake.
 The most common greeting is "tere" ("hello").
 Titles are important. "Härra" is for Mr, "Prova" is Mrs and "Preili" is Miss. All should be
followed with the surname.
 Only use first names once you have been invited to do so.
 Handshakes should be firm and confident. Maintain steady eye contact while shaking
hands.
 Wait until invited before moving to a first name basis.
Communication Style
 Estonians mean what they say and do what they say they will do. Estonians are direct
communicators.
 They expect foreign businesspeople to keep their word. Failing to do so can cause
irreparable harm to a business relationship.
 They are generally polite and courteous speakers. Estonians are not fond of
conversational overlap. No interruptions in communication. Turn-taking approach in a
conversation.
 Estonians are somewhat pragmatic and reserved, especially in the early stages of
developing a business relationship.
 Estonians are not emotive speakers.
 Soft voices are the norm. If you have a booming voice, you may wish to moderate it when
conducting business with Estonians.
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 Estonians do not always respond to what has been said, especially if they are
uncomfortable with the subject or if they need more time to organize their thoughts.
 Although they are direct communicators, Estonians temper their directness in order to
protect the feelings of all concerned.
 Passive silence is very much part of the communication style.
 Estonians value their good reputations. Therefore, be careful not to criticize or embarrass
anyone publicly.
Business Meeting Etiquette
 Meetings generally begin with a welcoming speech from the most senior Estonian at the
meeting. The most senior person from your team should respond with a short speech.
 It is common to continue meetings over lunch or dinner, although the conversation will
tend to be social, rather than business oriented. These seemingly social occasions are an
opportunity for your Estonian colleagues to get to know you as an individual and develop
a personal relationship.
 Since this is a culture that prefers to do business with friends, consider time spent at
meals as important as time spent at the negotiating table.
 Estonians dislike an overly casual attitude towards business, especially from foreigners.
 It generally takes several meetings to reach a decision. In most cases, decisions are still
made at the top of the company, so unless you are meeting with the top echelon of the
company, what you propose will have to make its way up the chain of command for
approval.
 Older businesspeople are generally only fluent in Estonian or Russian. Therefore, you may
wish to have an interpreter with you at meetings.
Hospitality Manners and Food
 Estonian food is based on the local rural diet, which was based on pork, whatever
vegetables could be grown in Estonia's short growing season, particularly potatoes (after
they were introduced), basic root vegetables, and hearty grains like barley and rye.
 The Germans took over the region and spread their culinary influence on Estonia, but
without much headway. Still today the Estonian diet is simple and has yet to introduce
much international flair or exotic spices or ingredients.
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 To prepare for a meal with locals in Estonia, dress conservatively, bring a gift like
chocolates, and arrive on time. Estonians are fairly private people so they will probably
take you straight to their dining room without showing you any other part of their house.
Instead of trying to look into adjoining rooms, offer to help your host prepare the meal,
an offer which may be accepted.
 As you sit down your host will show you your seat, but don't actually sit until everyone
sits. The meal will typically consist of a number of dishes, like cold appetizers, a soup, and
the main course, which is often served with bread. Eat in the continental style (knife in
the right hand, fork in the left) and once finished, leave nothing on your plate.
Conversation over a meal should be conservative like the dress; politics, business (even if
at a business dinner), and any controversial subject is off limits.
 When eating at a sit down restaurant with a server, you should round up or tip about 10%
of the bill. In bars a tip is appreciated but not necessary.
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Finland
Relationships & Communication
 Finland is an egalitarian society, which is reflected in their language, which employs
gender-neutral words.
 Finns are transactional and do not need long-standing personal relationships in order to
conduct business.
 The basic business style is formal - i.e. there is relatively little small talk and Finns prefer
people to speak succinctly and to focus purely on business.
 Finns do not require face-to- face contact and, in fact, are quite comfortable using e- mail.
 Finns are excellent time managers who prefer to organize their workday in order to
accomplish as much as possible.
 Finns are interested in long- term relationships.
 Relationship building often takes place outside the office: in a restaurant or the sauna.
 Finns place a great value on speaking plainly and openly.
 What someone says is accepted at face value and this is a culture where "a man's word is
his bond" and will be treated as seriously as a written contract, so verbal commitments
are considered agreements.
 Finns are direct communicators. Expect your colleagues to tell you what they think rather
than what you want to hear.
Business Meeting Etiquette
 Appointments are necessary and should be made in advance by telephone, e-mail, or fax.
 It is difficult to meet with people without a formal appointment.
 Do not schedule meetings between June and August as many Finns take vacation during
the summer.
 You should arrive at meetings on time or slightly early.
 Telephone immediately if you will be detained more than 5 minutes. Being punctual is a
sign of respect and efficiency.
 Expect a bare minimum of small talk, if any, before getting into the business discussion.
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 Send an agenda before the meeting. Meetings begin and end on time.
 Avoid hype, exaggerated claims, or bells and whistles in your presentation.
 Finns seldom ask questions. The presenter is expected to make his/her case with
sufficient detail that their Finnish colleagues do not need to ask questions.
Conversation
 Finns are very minimalistic in giving compliments. After some time, a foreigner gets a
feeling that compliments are almost non-existent. On getting compliments, Finns just
thank and don’t dwell on it. But then in organizational surveys Finns always complain that
they get so little feedback. Compliments are viewed with suspicion if they suspect that it
is too sweet or flattering and has no basis in reality.
 Finns are private people who tend to avoid public displays of emotion. Unlike
neighbouring Russians, Finns are not very touchy, especially the men. Backslapping is
rarely seen in Finland and is perceived as very patronising.
 When talking to a Finn, remember not to group Finns together with citizens of other
Nordic countries, particularly not Sweden.
 Many foreigners find the Finns' tolerance of silence strange. Finns avoid small talk as they
feel uncomfortable with small talk.
 Finns never interrupt when someone is speaking and tend to distrust those who talk too
much.
Let’s Make a Deal!
 The working style is individualistic, and people are used to working alone and hard. Team
working is becoming more common, though, and interest in social and communication
skills is growing.
 Finns believe in a meritocratic system, but connections are important and they can open
doors.
 Business cards can be printed in English alone, but also in English and in Finnish on the
reverse. Exchanging cards is an abrupt affair with no rituals.
 Nowadays, it is common practice to have lawyers go over all business contracts. Finnish
lawyers are experienced in dealing with foreigners and fluent in English.
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 Finns believe in continuous learning and work very hard to upgrade their skills
continuously. Usually Finns are rather pragmatic and not very conservative when it comes
to new ideas as long as the ideas make sense.
 Meetings are usually matter of fact where everyone who wants to speak should present
their case factually. In Finnish meetings, people state facts, even unpleasant ones, rather
bluntly without any softening or beating about the bush.
 Brochures and promotional materials are usually printed in Finnish, but nowadays in the
metropolitan area of Helsinki, solely English language materials are also frequently used.
 Presentations in Finland typically consist of Power Point recitals with facts presented in
bullet points and the presenter talking. The other people in the meetings listen quietly
while taking notes and interrupt only occasionally. Questions and comments are left for
the session after the presentation when there is discussion.
 The typical pace of business in Finland is rather brisk with things happening in clearly
visible phases. Finns at work are thorough and sincere. A saying that gives a good picture
is “Everything that is worth doing is worth doing well”.
 An agreement is considered final when a paper contract is signed. The country has an
independent and well functioning judiciary to take care of contract disputes.
 Finns are typically analytical thinkers and tend to focus more on technical facts rather
than emotional appeal.
 Company policy is followed rather strictly and exceptions are not made easily. When
there is overwhelming evidence that the policy has to be changed, it is changed. This
change is transparent and publicly visible.
Hospitality Manners and Food
 Finland's food had essentially no outside influences until the fast food industry and
immigrants arrived in the late 1900s. Well, the Swedes and Russians also influenced
Finnish cuisine, but didn't make too many significant changes.
 The Finns have almost no growing season so the people traditionally ate wild game like
fish, elk, reindeer, and small ground animals, plus any wild grains, berries, and fruits they
could find. Due to the limited number of ingredients and the cold winters, soups and
stews were the most commonly consumed dishes.
 In the past few decades, fast foods, both local chains as well as international chains and
international ethnic foods have become popular. There has been a small immigrant
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population, but with a strong demand for new foods and creative cuisine, dozens of
ethnic restaurants have opened, primarily in large cities like Helsinki.
 In general, dining in Finland is relaxed and social. You're expected to have your hands
above the table at all times and to eat everything (but bread) with silverware (cutlery) in
the continental style (knife in the right hand, fork in the left), but this isn't as important as
socializing.
 After you finish all the food on your plate (leaving food on your plate is considered
wasteful) you may drink and talk for another hour or two. Excusing yourself before these
casual conversations are finished is considered rude so make sure you don't have plans
after dinner.
 If you're in a business setting, don't discuss business over dinner. In some situations,
business can be discussed over lunch, but let your Finnish host bring up the topic to avoid
offending them.
 When eating at a sit down restaurant with a server, you should round up or tip about 10%
of the bill. In bars a tip is appreciated but not necessary.
References:
 Finland – Language, Culture, Customs and Etiquette. (2014). Retrieved from:
http://www.kwintessential.co.uk/resources/global-etiquette/finland-countryprofile.html?highlight=YToxOntpOjA7czo3OiJmaW5sYW5kIjt9
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France
Meeting and greeting
 The handshake is a common form of greeting.
 Friends may greet each other by lightly kissing on the cheeks, once on the left cheek and
once on the right cheek.
 First names are reserved for family and close friends. Wait until invited before using
someone's first name.
 You are expected to say 'bonjour' or 'bonsoir' (good morning and good evening) with the
honorific title Monsieur or Madame when entering a shop and 'au revoir' (good-bye)
when leaving.
 If you live in an apartment building, it is polite to greet your neighbours with the same
appellation.
Communication style
 French communication style often feels direct because people are not afraid to share
their opinions and argue for their positions. The message itself, however, may not be
expressed directly in the words. Reading between the lines is often necessary to find the
full message.
 The way a message is communicated may be determined by relationship, rank, status and
position of the individuals. The way someone speaks, dresses and behaves also
communicates who that person is.
 Sitting quietly and not participating may show lack of interest or commitment. Sharing
opinions, and demonstrating a passionate, well-presented position earn respect.
 -Use of title is the norm until a relationship has developed. New acquaintances address
each other with “vous” until it is agreed that they will switch to the familiar “tu.” This is
relaxing with the younger generations; however it is still prominent in traditional business
or government settings.
 The French generally value their personal space. Eye contact and physical contact
between strangers is not common. People will usually apologize if they bump into or
accidentally touch another.
Business meeting etiquette
 Appointments are necessary and should be made at least 2 weeks in advance.
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 Appointments may be made in writing or by telephone and, depending upon the level of
the person you are meeting, are often handled by the secretary.
 Do not try to schedule meetings during July or August, as this is a common vacation
period.
 If you expect to be delayed, telephone immediately and offer an explanation.
 Meetings are to discuss issues, not to make decisions.
 Avoid exaggerated claims, as the French do not appreciate hyperbole.
 French business emphasizes courtesy and a fair degree of formality.
 Wait to be told where to sit.
 Maintain direct eye contact while speaking.
 Business is conducted slowly. You will have to be patient and not appear ruffled by the
strict adherence to protocol.
 Avoid confrontational behaviour or high-pressure tactics. It can be counterproductive.
 The French will carefully analyze every detail of a proposal, regardless of how minute.
 Business is hierarchical. Decisions are generally made at the top of the company.
 The French are often impressed with good debating skills that demonstrate an intellectual
grasp of the situation and all the ramifications.
 Never attempt to be overly friendly. The French generally compartmentalize their
business and personal lives.
Hospitality manners and food
 The first thing to remember is that food is of paramount importance in French society:
the appreciation of food, its aesthetic qualities, its presentation, taste and, above all, the
surroundings in which it is served.
 In big cities people invite guests to restaurants, partly for reasons of space, partly for
reasons of time, and invitations to a private house are infrequent. Outside the cities the
home is much more a place for entertainment, but the pressure of producing and hosting
a big meal means that people are unwilling to invite you to their house unless they can
get things exactly right
 So what is the alternative? It's the apéritif. People will often invite you for an apéro or
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aperitif to give them a chance to get to know you for an hour or two over a drink. An
apéro might take place at lunch time or early in the evening, and is reasonably informal.
 If you're invited into a French house you should always take a small gift - flowers, a plant
or chocolates.
 If you take flowers they should be odd numbers (seven is fine, but never thirteen) and be
sure to unwrap them before presenting them.
 The French are an artistic nation. They will appreciate a book, a CD, or a picture that
appeals to their aesthetic sense.
 The French culinary and wine tradition means that items of foreign food and drink are not
necessarily well received - unless it's something like Scotch whiskey. Do not take wine
unless it is very special, and, of course, is French.
References:
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Germany
Meeting and Greeting
• Greetings are formal.
• A quick, firm handshake is the traditional greeting.
• Titles are very important and denote respect. Use a person's title and their surname until
invited to use their first name.
• You should say Herr or Frau and the person's title and their surname.
• In general, wait for your host or hostess to introduce you to a group
• When entering a room, shake hands with everyone individually, including children.
Communication Style and Conversation
• Germans do not need a personal relationship in order to do business.
• They will be interested in your academic credentials and the amount of time your
company has been in business
• Germans display great deference to people in authority, so it is imperative that they
understand your level relative to their own.
• Germans do not have an open-door policy. People often work with their office door
closed. Knock and wait to be invited in before entering.
• German communication is formal.
• Following the established protocol is critical to building and maintaining business
relationships.
• As a group, Germans are suspicious of hyperbole, promises that sound too good to be
true, or displays of emotion.
• Germans will be direct to the point of bluntness.
• Expect a great deal of written communication, both to back up decisions and to maintain
a record of discussions and outcomes.
Business Meetings
• Appointments are mandatory and should be made 1 to 2 weeks in advance.
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• Letters should be addressed to the top person in the functional area, including the
person's name as well as their proper business title.
• If you write to schedule an appointment, the letter should be written in German.
• Punctuality is taken extremely seriously. If you expect to be delayed, telephone
immediately and offer an explanation.
• It is extremely rude to cancel a meeting at the last minute and it could jeopardize your
business relationship
• Meetings are generally formal.
• Initial meetings are used to get to know each other. They allow your German colleagues
to determine if you are trustworthy.
• Meetings adhere to strict agendas, including starting and ending times.
• Maintain direct eye contact while speaking.
• Although English may be spoken, it is a good idea to hire an interpreter so as to avoid any
misunderstandings.
• At the end of a meeting, some Germans signal their approval by rapping their knuckles on
the tabletop.
• There is a strict protocol to follow when entering a room: The eldest or highest ranking
person enters the room first.
• Men enter before women, if their age and status are roughly equivalent.
• Business dress is understated, formal and conservative.
• Men should wear dark coloured, conservative business suits.
• Women should wear either business suits or conservative dresses.
• Do not wear ostentatious jewellery or accessories
• Do not sit until invited and told where to sit. There is a rigid protocol to be followed.
• Treat the process with the formality that it deserves.
• Germany is heavily regulated and extremely bureaucratic.
• Germans prefer to get down to business and only engage in the briefest of small talk.
They will be interested in your credentials.
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• Make sure your printed material is available in both English and German.
• You must be patient and not appear ruffled by the strict adherence to protocol. Germans
are detail- oriented and want to understand every innuendo before coming to an
agreement.
• Avoid confrontational behaviour or high- pressure tactics. It can be counterproductive.
• Once a decision is made, it will not be changed.
• Contracts are strictly followed.
Gift Giving Etiquette
• If you are invited to a German's house, bring a gift such as chocolates or flowers.
• Yellow roses or tea roses are always well received.
• Do not give red roses as they symbolize romantic intentions.
• Do not give carnations as they symbolize mourning.
• Do not give lilies or chrysanthemums as they areused at funerals.
• Gifts are usually opened when received.
Hospitality manners and food
• German food is based on the country's location and climate. Due to a short growing
season and long winters, their food tends to be heavier and more meat-focused. Plus, the
best growing plants are hardy grains like wheat and barley. They also rely on animals for
both meat and animal byproducts such as milk and cheese.
• Germany's most recent additions are two foods which suit their menu quite well: rice and
potatoes. These have only been in Germany for a couple hundred years, but, like much of
their food, are heavier foods that go well with pork, sausages, and other meats.
• If you are invited to a German’s house, arrive on time as punctuality indicates proper
planning. Never arrive early.
• Never arrive more than 15 minutes later than invited without telephoning to explain you
have been detained.
• Send a handwritten thank you note the following day to thank your hostess for her
hospitality.
• Remain standing until invited to sit down. You may be shown to a particular seat.
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• Table manners are continental -- the fork is held in the left hand and the knife in the right
while eating.
• Do not begin eating until the hostess says 'Guten Appetit'.
• Do not rest your elbows on the table.
• Cut as much of your food with your fork as possible, since this compliments the cook by
saying the food is very tender.
• Finish everything on your plate.
• Rolls should be broken apart by hand.
• Indicate you have finished eating by laying your knife and fork parallel across the right
side of your plate, with the fork over the knife.
• The host gives the first toast.
• An honoured guest should return the toast later in the meal.
• The most common toast with wine is 'Zum Wohl!'.
• The most common toast with beer is 'Prost!'.
• When eating at a sit down restaurant, leave a tip if you appreciated the service. In
Germany, service staff is always paid by the hour, but tipping is still considered polite.
• It is customary to leave a tip of 5-10% at a restaurant or pub if the service was good.
• Leave a larger tip around Christmas time.
References:
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http://www.kwintessential.co.uk/resources/global-etiquette/germany-countryprofile.html
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Greece
Greek Society & Culture
 Greeks are proud of their cultural heritage and their contribution to world civilization.
 Their pride in being Greek surpasses the ethnic satisfaction of every other European
nation.
 Plays continue to be staged in the theatres where they were originally performed.
Religion
 The Greek Orthodox Church is the national religion and is practiced by the majority of the
population.
 Religion is integral to life in Greece and is evidenced in the respect for hierarchy and view
of the family as a single unit of strength.
 Most holidays and festivals are religious in nature.
 Younger people are less devout church-goers as their parents and grandparents, yet most
will still turn to the church for weddings and funerals.
 Easter is the main religious holiday. It is more important than Christmas to most Greeks
 The Church plays a greater role in political, civic, and governmental affairs than in more
secular countries.
Gift Giving
 In general, Greeks exchange gifts with family and friends at Christmas and for 'namedays'. This is the birth date of the saint they are named after.
 Their own birthdays are less important.
 Gifts need not be expensive. Since gifts are generally reciprocated, giving something of
great value could put a burden on the recipient since they would feel obligated to give
you something of equivalent value.
 When invited to dinner at a Greek home, bring something small.
 Flowers may be sent in advance of the actual event.
 Gifts should be wrapped.
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 Gifts are usually opened when received.
Dining Etiquette
 If you are invited to a Greek home:
 Arriving 30 minutes late is considered punctual!
 Dress well. This demonstrates respect for your hosts.
 Offer to help the hostess with the preparation or clearing up after the meal. Your offer
may not be accepted, but it will be appreciated.
 Expect to be treated like royalty!
 Compliment them on their house.
 Remain standing until invited to sit down. You may be shown to a particular seat.
 While eating, the fork is held in the left hand and the knife in the right.
 The oldest person is generally served first.
 Don't begin eating until the hostess starts.
 Keep your elbows off the table and your hands above the table when eating.
 Accepting a second helping pays a compliment to the host.
 Expect a great deal of discussion. Meals are a time for socializing.
 It is considered polite to soak up gravy or sauce with a piece of bread.
 People often share food from their plate.
 Finish everything on your plate.
 Put your napkin next to your plate when you have finished eating.
 Indicate you have finished eating by laying your knife and fork parallel on your plate with
the handles facing to the right.
 The host gives the first toast.
 An honoured guest should return the toast later in the meal.
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 The most common toast is "to your health", which is "stinygiasou" in informal situations
and "eisigíansas" at formal functions.
Business Etiquette and Relationships
 Relationships are the linchpin of business dealings.
 Greeks prefer to do business with people they know and trust.
 They maintain an intricate web of family and friends to call upon for business assistance
since they know they can be trusted
 Nepotism is not viewed negatively and it is very common for relatives to work for the
same company.
 Greeks prefer face-to-face meetings rather than doing business by telephone, email or
letters. These are seen to be too impersonal.
 It takes time to develop relationships: this can be done in the office, and over extended
lunches, dinners, and social outings.
 Never say or do anything that can be construed as challenging the honour or integrity of a
business colleague.
 Never publicly question someone's statements.
 Greeks do not like people who are pretentious or standoffish.
 Although business is relaxed, it is also serious.
 Acting informally before a relationship has developed is considered discourteous.
 If your Greek business colleagues become quiet and withdrawn, you may have said or
done something to upset them.
Business Meeting Etiquette
 Appointments are necessary and should be made 1 to 2 weeks in advance.
 Confirm meetings a day in advance by telephone.
 Most Greeks eat lunch between 1.0 and 3 p.m., so this is not a good time for a meeting.
 Quite often it is not until the third meeting that business is actually conducted.
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 During the first meeting your Greek business colleagues will want to get to know
something about you as a person.
 The second meeting is used to develop trust and mutual respect.
 Have printed material available in both English and Greek.
 Meetings are often interrupted. Several people may speak at the same time.
 Greeks will deviate from agendas. They view agendas as starting points for discussions.
 Although some business people speak English, it is useful to hire an interpreter.
Business Negotiations
 Forming a personal relationship is critical to developing a successful business relationship.
 Companies are hierarchical. Greeks respect age and position.
 Business is conducted slowly. Be patient and try not to appear ruffled.
 Demonstrate how your product or service enhances your colleague's reputation.
 Don't lose your temper or appear irritated during business discussions.
 Greeks are skilled negotiators. They quite haggling.
 Decisions are made at the top of the company.
 Imposing a deadline for reaching a decision may end the negotiations.
 Contracts are often quite simple. This allows personal relationship to make modifications
on either side should the need arise.
Business Dress
 Men should wear dark coloured, conservative business suits.
 Women should wear business suits or tasteful dresses, preferably in dark or subtle
colours.
Business Cards
 Business cards are exchanged without formality.

This project has been funded with support from the European Commission. This publication [communication] reflects the views only
of the author, and the Commission cannot be held responsible for any use which may be made of the information contained therein.
Page 55

 Have one side of your business card translated into Greek.
 Present your card so the Greek side faces the recipient.
References:
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Hungary
Meeting Etiquette
 Don’t be more than 5 minutes late (traffic is a good excuse)
 Both men and women greet by shaking hands, although a man should usually wait for the
women to extend her hand.
 The older generation may still bow to woman.
 Close friends kiss one another lightly on both cheeks, starting with the left cheek.
 In the business context is safest to address people by their titles and surnames.
 If you are invited to somebody’s house: expect to be asked to take off your shoes, bring
chocolate or flowers for the host and don’t bring wine (Hungarians are proud of their own
wine).
Relationships & Communication
 Although Hungarians are transactional and do not require long-standing personal
relationships in order to conduct business, being introduced by someone they know and
trust can often help
 Socializing is an important part of the relationship building process. Expect many
invitations to dinner or cultural events. If you have the time, reciprocate invitations.
 Hungarians prefer face-to-face meetings rather than more impersonal vehicles of
communication such as letters.
 Hungarians are emotive speakers who say what they think and expect you to do the
same.
 They do not like euphemisms or vague statements.
 Hungarians often use stories, anecdotes, and jokes to prove their points.
 Hungarians are suspicious of people who are reticent and not willing to share their
innermost thoughts.
 Hungarians view eye contact as indicative of sincerity and believe that people who cannot
look them in the eye while speaking have something to hide.
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Business Meeting Etiquette
 Appointments are necessary and should be made 2 weeks in advance in writing.
 It is often difficult to schedule meetings on Friday afternoon or from mid-July to midAugust. Also avoid scheduling meetings from mid-December to mid-January.
 Punctuality for all social situations is taken extremely seriously. If you expect to be
delayed, telephone immediately and offer an explanation. It is considered extremely rude
to cancel a meeting at the last minute and could ruin your business relationship.
 Business cards are exchanged without formal ritual.
 Expect some small talk and getting-to-know-you conversation before business is
discussed. Do not move the conversation to business yourself.
 Do not remove your suit jacket without asking permission.
 If you have an agenda, it may be used as a springboard to further discussion and not
followed item by item.
 Business dress is formal and conservative. Men should wear dark business suits with a
white shirt and tie. Women should wear either business suits or elegant dresses,
complimented with good quality accessories.
Business Negotiating Etiquette
 Deals in Hungary cannot be finalized without a lot of eating, drinking and entertaining.
 Hungarians are very detail-oriented and want to understand everything before reaching
an agreement.
 Contracts should be clear and concise.
 Hungarians are skilled negotiators.
 Avoid confrontational behaviour or high-pressure sales tactics.
Dining Etiquette
 In Hungary, hospitality is judged on the amount of food the host prepares and serves at a
meal so be prepared and arrive on time for a full meal.
 Arrive on time if invited for dinner, although a 5-minute grace period is granted.
 If invited to a party or other large gathering, arrive no more than 30 minutes later than
invited.
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 You may be asked to remove your outdoor shoes before entering the house.
 Do not ask for a tour of the house.
 If there is toasting involved, you, as the guest are expected to give the first toast, but
fortunately it should be a standard toast to the health of those present.
 If there's no drinking involved, wait to eat until after your host begins.
 As you eat in Hungary, keep your knife in your right hand, fork in the left, and try
everything; turning down food is like rejecting your host's hospitality.
 Also, throughout the meal your wine glass will be refilled as soon as it is half empty, so if
you're finished drinking, leave at least half your glass full so it's not refilled.
 If eating in a restaurant, particularly with business associates, the event is more formal. In
these situations the inviter is expected to pay for everyone in a discreet manner, by
excusing him or herself and paying the server directly.
 If it is just a dinner with friends, the bill is typically divided evenly.
 Tipping is more common in Hungary than in most of Europe. When eating at a sit down
restaurant, you should tip about 10% of the bill.
 When you pay your waiter or waitress at a restaurant, tell him or her how much change
you want back so your payment includes both the bill and tip.
Table manners
 Table manners are formal in Hungary.
 Table manners are Continental -- the fork is held in the left hand and the knife in the right
while eating.
 The host/hostess will wish the guests a hearty appetite/enjoy your meal at the start of
each course.
 If you have not finished eating, cross your knife and fork across your plate.
 Indicate you have finished eating by laying your knife and fork parallel across the right
side of your plate.
 Don’t clink glasses if drinking beer.
 Don’t discuss business during an informal/non-business meal.
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Iceland
Meeting and Greeting
 The handshake is the traditional form of greeting when meeting with your Icelandic hosts
both at the start and completion of meetings and you should ensure that you shake hands
with all meeting attendees. Ensure that this is coupled with good eye contact and that
your handshake is firm.
 Very few Icelanders have original surnames and for this reason telephone directories list
individuals by their first names. Surnames are based on the father's Christian name plus
'son' or 'daughter' (e.g. Matthew, the son of Magnus, would be called Matthew
Magnusson whilst Jane would be known as Jane Magnusdóttir). Individuals address each
other as Fru (Mrs) and Herra (Mr).
 It is common practice to exchange business cards when you meet your hosts for the first
time.
 Individuals in Iceland take great care over their appearance and it is certainly expected
that you should dress smartly for any formal occasion when doing business in Iceland.
Although you may see a small number of Icelandic individuals dressed casually within the
business environment, it is recommended that you personally dress formally. Part of this
is driven by the Western expectations that outside visitors should dress in appropriate
business wear.
Communication
 It is normal for individuals in Iceland to be direct in their speech. This should be expected
therefore and not taken offensively.
 English is widely spoken in business forums.
Meetings and negotiations
 You should ensure that appointments are made in advance and that you state the
intended meeting time using the 24-hour clock as this ensures that potential
misunderstandings in respect to the language used (e.g. the use of half / quarter past / to)
are avoided.
 Individuals in Iceland place great value on punctuality and for this reason it is strongly
advised that you contact your respective meeting host if you are likely to be late. Always
arrive in advance of the start time so that you are in a position to participate in the
meeting at the agreed start time.
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 If you use any presentations or other supporting information during the meeting then you
should ensure that any information used is precise and to the point with relevant data
included where necessary.
 Avoid setting false expectations or making promises that you cannot keep as honesty (and
straight talking) are respected in Iceland.
Hospitality Manners and Food
 Iceland's culinary history is rather brief since the island has only been inhabited for about
1200 years. Their diet begins with the local fishing waters around the island, which
includes whale and shark, although today numerous other fish are more popular.
 Although Iceland is known as an expensive country, they are a very informal country
whose dining rules are based on family dining rather than on formal receptions or events.
 Being invited into a local's home (particularly for business) is somewhat common, but you
are expected then to follow their protocol. This begins with a nice bottle of foreign wine
as a gift, followed by removing your shoes at the door.
 Whether in a home or at a restaurant, you will be considered a guest and their lax dining
rules will be given even more flexibility for you as a foreigner, but do try to follow suit.
Dining is similar to other Nordic countries and Europe. Eat in the continental style (knife
in the right hand, fork in the left), keep your hands visible by resting your wrists on the
table, and finish all the food on your plate.
 If there are shared dishes, don't take the last of the food from a plate unless you first ask
and are granted permission.
 At sit down restaurants, a service charge will be included and no additional tip is
necessary. In fact, if you try to tip them, they may think you just over paid or forgot your
money and may try to return it.
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Ireland
Language
 Traditionally the people spoke Irish Gaelic but most people these days speak English, but
with a pronounced Irish accent. Irish Gaelic plays an important traditional part in their
sense of Irishness. It is recognized as one of the languages of the EU.
Humour
 The Irish have a reputation for their wit and humour. They are quick-tongued with jokes
and they make eloquent and witty speakers.
 They pride themselves on being able to find humour in most situations. It is often selfdeprecating or ironic. It is common for the Irish to trade insults, and tease one another,
with people they are close to. If you are teased, it is important to take it well and not see
it as personal.
 The Irish have a rich history in storytelling which was used to pass information down
through the generations.
Meeting and Greeting
 The basic greeting is a handshake and "hello" or salutation appropriate for the time of
day.
 Eye contact denotes trust and is maintained during a greeting.
 It is customary to shake hands with older children. Greetings tend to be warm and
friendly and often turn into conversations.
 Irish business people are generally less formal and more outwardly friendly than in many
European countries.
 Shake hands with everyone at the meeting, while smiling and maintaining eye contact.
 Handshakes should be firm and confident.
 Shake hands again at the end of a meeting.
 The Irish are generally rather casual and quickly move to first names.
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Gift-giving
 A gift need not be expensive. It is generally the thought that counts - giving something
personal
 If giving flowers, do not give lilies as they are used at religious festivities. Do not give
white flowers as they are used at funerals.
 Gifts are usually opened when received.
Hospitality Manners and Food
 If you are invited to an Irish home be on time. The food has probably been cooked and
being late could spoil it.
 Bring a box of chocolates and a bottle of wine for the host.
 Offer to help with clearing the dishes after a meal.
 Table manners are relatively relaxed and informal.
 The more formal the occasion, the stricter the protocol. When in doubt, watch what
others are doing.
 When eating, the fork is held in the left hand and the knife in the right.
 Don't rest your elbows on the table. Your hands should remain visible and not be in your
lap.
Communication and conversation
 The Irish have turned speaking into an art form. Their tendency to be lyrical and poetic
has resulted in a verbal eloquence. They use stories and anecdotes to relay information
and value a well-crafted message. How you speak says a lot about you in Ireland.
 The Irish appreciate modesty and can be suspicious of people who are loud and tend to
brag. They dislike a superiority complex.
 When discussing your professional achievements it is best to insert the information in
short snippets casually during several conversations rather than a long self-centred
outline of your successes.
 There is a cultural tendency for people to view politeness as more important than telling
the absolute truth. This means that you may not easily receive a negative response.
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 A great deal may be implied, beyond what is actually being said.
 If someone becomes silent before agreeing, they have probably said "no".
 They may also give a non-committal response. This may be due to the fact that the Gaelic
language does not have words for "yes" or "no". There is a tendency to use
understatement or indirect communication rather than say something that might be
contentious.
 The Irish do not like confrontation and prefer to avoid conflict, which they attempt to
avoid by being humorous and showing good manners.
Business Meetings
 Business cards are exchanged without formal ritual after the initial introductions.
 Many business people do not have business cards, so you should not be offended if you
are not offered one in return.
 Meetings are often relaxed, with a period of small talk before the actual meeting. This is
where a rapport is built up to take forward into the meeting.
 Meetings are often held in a restaurant or pub. This allows all participants to be on an
equal footing.
 Expect a great deal of discussion at meetings. Everyone is expected to participate and
they do, often at great length. The Irish like to engage in verbal banter and pride
themselves on being able to view a problem from every angle.
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Italy
Meeting and greeting
 Greetings are enthusiastic yet rather formal.
 The usual handshake with direct eye contact and a smile suffices between strangers.
 Once a relationship develops, air-kissing on both cheeks, starting with the left is often
added as well as a pat on the back between men.
 Wait until invited to move to a first name basis.
 Italians are guided by first impressions, so it is important that you demonstrate propriety
and respect when greeting people, especially when meeting them for the first time.
 Many Italians use calling cards in social situations. These are slightly larger than
traditional business cards and include the person's name, address, title or academic
honours, and their telephone number.
 If you are staying in Italy for an extended period of time, it is a good idea to have calling
cards made. Never give your business card in lieu of a calling card in a social situation.
Communication style
 Italians tend to be gregarious, expressive and animated. While they speak loudly and
interruptions are to be expected, they tend also to be quite eloquent.
 Appropriate topics of conversation in the Italian workplace include Italian history,
architecture, art and culture, sports (especially football/soccer), food and wine, and
current events.
 It is advisable to avoid religion, politics and the Mafia, which is considered a negative
stereotype of Italy. Personal questions on income are also inappropriate
 On the other hand, Italians are quite keen to speak about their families.
 Non-verbal communication is extremely important in Italy, and it is quite acceptable to
use one’s hands in conversation.
 Italians have very little concept of personal space and tend to stand quite close when
talking. They are known for using more physical contact than most other Europeans
during conversation.
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Business meeting etiquette
 Appointments are mandatory and should be made in writing (in Italian) 2 to 3 weeks in
advance.
 Reconfirm the meeting by telephone or fax (again in Italian).
 Many companies are closed in August, and if they are open many Italians take vacations
at this time, so it is best not to try to schedule meetings then.
 In the north, punctuality is viewed as a virtue and your business associates will most likely
be on time.
 The goal of the initial meeting is to develop a sense of respect and trust with your Italian
business colleagues.
 Have all your printed material available in both English and Italian.
 Hire an interpreter if you are not fluent in Italian.
 It is common to be interrupted while speaking or for several people to speak at once.
 People often raise their voice to be heard over other speakers, not because they are
angry.
 Although written agendas are frequently provided, they may not be followed. They serve
as a jumping off point for further discussions.
 Decisions are not reached in meetings. Meetings are meant for a free flow of ideas and to
let everyone have their say.
Hospitality manners and food
 If you’re invited to dinner by an Italian family, you should take along a small present of
flowers, pastries or chocolates. Gifts of foreign food or drink aren’t generally well
received unless they’re highly prized in Italy such as single malt whisky.
 Some people say you must never take wine, although this obviously depends on your
hosts and how well you know them. If you do bring wine, it’s unlikely to be served with
the meal, as the wine will have already been chosen.
 Flowers can be tricky, as some people associate them with certain things (e.g.
chrysanthemums for cemeteries), but a florist will be able to advise you. It’s common for
Italians to send a small note or gift the following day to thank people for their hospitality
or kindness.
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 Italians say ‘good appetite’ (buon appetito) before starting a meal. If you’re offered a
glass of wine, wait until your host has made a toast (salute!) before drinking.
 If you aren’t offered another drink, it’s time to go home. You should, however, go easy on
the wine and other alcohol, as if you drink to excess you’re unlikely to be invited back!
 It’s common in Italy to invite people to come after dinner (dopo cena), e.g. from 9.30pm,
for dessert and wine.
 Enjoying your meal slowly and comfortably at the table, more or less at the same time
every day, is something given for granted.
 Pasta is never a side dish as is rice in many Asian cuisines. This implies that you can’t put
pasta next to your steak.
 Spaghetti should never be cut. Instead, learn the basic skill of twirling.
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Kosovo
Communication Style and conversation
• Direct and straightforward talk is valued in Kosovo, however there is also an emphasis on
choosing your words correctly and being diplomatic so as not to cause upset.
• Often the level of the relationship will determine how direct someone is or can be.
• For newly established relationships diplomacy is the key, so you may find people are not
always willing to speak their minds.
• Be careful about non-verbal communication. Nodding your head means 'No' and shaking
your head means'Yes'.
• Don't talk about politics.
Business Meetings
• Greetings on initial meetings include a handshake and sometimes kissing.
• Meeting schedules as well as nature of meetings are very flexible.
• There may be an agenda but it serves more as a basic guideline for the discussion than
anything specific.
• Small talk about general topics can be quite long to create a friendly and relaxed
atmosphere. Then they start talking about business directly.
• Building the relationship is more important initially and should be focused upon.
• After a business meeting in the company lunch or dinner can follow to celebrate the deal.
• The business partners will invite you to their favourite restaurant and pay for the lunch or
dinner.
• Next time they will expect you to do the same.
• Different social events, such as lunch or dinner, can be an opportunity for business deals
or negotiations.
• Older businessmen take their time and are late for business meeting.
• Younger businessmen are always on time for business meetings.
• Business cards are mainly used by younger businessmen.
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• Business cards are extremely important for younger businessmen as a status symbol so
don't put them right away in your back trouser pocket as if you don't care.
• Business meetings are interrupted many times due to phone calls.
• The language used for business meetings is either Albanian or Serbian, with younger
businessmen English.
• Younger businessmen wear dark conservative suits and ties.
• A bottle of wine or cognac is an appropriate business gift.
Hospitality manners and food
• Kosovo's menu is based on the seasons as heavy dishes are more common in winter than
in summer and in the summer the ripe fruits and vegetables tend to dominate the cuisine.
However, meat has historically been expensive so most dishes are based on beans,
peppers, and dairy products no matter the season. Also staying true to their historic
roots, most food today is still prepared in traditional fashion, primarily by roasting it.
• Over time, many of Kosovo's neighbors influenced them including the Turks, Serbs,
Greeks, and Italians among others. Even today many Turkish desserts are consumed as is
pasta along with Greek herbs and olive oil. Perhaps the most lasting and noticeable
influence the Turks had was that many people converted to Islam, which forbids the
consumption of pork products.
• Another relatively recent addition to the menu is the potato, which is now commonly
consumed in the country. Since that introduction, meat has also become more readily
available and for less money, meaning meat has become more popular and has been
incorporated into many traditional dishes.
• The most important thing to note when dining in Kosovo is the ethnicity of your hosts.
Generally speaking, the ethnic Serbs and the ethnic Albanians use similar table manners,
but the conversation can be vastly different based on your host's ethnicity so be sure to
note this before saying something offensive.
• When visiting a Kosovar home, you will be expected to remove your shoes; you may be
offered slippers.
• It is polite to take a small gift – chocolate, sweets etc – when visiting a Kosovar family. If
you are given a gift by your hosts in return, accept it graciously.
• On the dining front itself though, rules are similar to the rest of Europe.
• Wait to be shown a seat.
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• Take your host's lead on when to begin and eat in the continental style (knife in the right
hand, fork in the left).
• Your local hosts may offer you an alcoholic beverage of raki, which would be rude to turn
down; remember though that it can be quite strong, so sip carefully.
• At sit down restaurants with a server, a tip of about 10% is expected.
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Latvia
The Latvian Communication Style
 Latvians are polite and courteous. They can be extremely reserved. Latvians are not very
comfortable making small talk. They often appear to have little difficulty accepting what
would be considered awkward silences in other cultures. Once a relationship has
developed though, some of the veneer will disappear. Personal matters are seldom
touched upon in business.
 Latvians are not especially emotive speakers. If you are from a culture where hand
gestures are robust, you may wish to moderate them to conform to local practices. At the
same time, they can be extremely direct speakers and task focused. Soft voices are
expected. If you have a booming voice, you may wish to moderate it when conducting
business with Latvians.
 Latvians can be direct communicators, although they often temper their words to protect
the feelings of the other person.
 Since good manners dictates that you do not publicly embarrass another person, it is
important not to criticize someone in a public venue.
 Latvia is a low context communication culture. They do not require a great deal of
background information and may become irritated if you attempt to explain too much.
When asking questions, strive to be specific and ensure that the question is germane to
the subject at hand. Do not ask questions for the sake of asking them.
Business Meetings
 Meetings often begin with a welcoming speech from the most senior Latvian at the
meeting. If this occurs, the most senior person from your team should respond with a
short speech.
 Decisions are made at the top of the company and information flows downward like a
funnel.
 It is common to continue meetings over lunch or dinner, although the conversation will
tend to be social rather than business-oriented. Use these occasions as a chance for you
to get to know your Latvian colleagues and for them to get to know you as an individual.
 Latvian meetings are formal affairs. Latvians take business quite seriously and expect
others to do the same. Appearing too relaxed or informal, even after a night’s drinking,
could hurt your professional reputation.
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 It generally takes several meetings to reach a decision. In most cases, decisions are still
made at the top of the company, so unless you are meeting with the top echelon of the
company, what you propose will have to make its way up the chain of command for
approval.
Meeting and Greeting
 A quick, firm handshake with direct eye contact is the traditional greeting.
 Latvians have rather controlled facial expressions and are not quick to smile.
 Their initial reserve warms up after they get to know you.
 When greeting a close friend or family member, some Latvians offer a light kiss on the
cheek, although many do not, so it is not a universal measure of the intimacy of the
relationship.
 Titles are very important and denote respect.
 When introducing someone, it is common to state their first and surname with the
honorific title "kungs" for a man and "kundze" for a woman appended.
 Wait until invited to use their first name.
 Business behavior – in general - similar to that in the rest of Europe.
 Exchange business cards. See that you have a sufficient quantity of business cards.
 The acceptable dress for a business meeting is a business suit for men. Women are
recommended to dress fashionably, but not loudly.
 Most business people (esp. under the age of 30) - a good command of English.
 A few words in Latvian will turn the meeting into a warm and friendly encounter.
 Proud of Latvian culture. Jokes that are detrimental to Latvian culture should be avoided.
Conversations
 It is best to stick to general topics of introduction in first meetings. Latvians can be
reserved and will probably not divulge a great deal of personal information immediately,
so while subjects like family and work will not offend, do not be surprised if the
conversation does not go very far on these subjects at first.
 Latvians are very proud of their country, especially in light of its recent independence.
Good introductory topics could focus on questions about Latvia and asking your new
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acquaintance’s opinion on important places to see, cultural events to attend such as
opera and theatre and a bit about general history.
Hospitality Manners and Food
 Latvian cuisine is based on animal products. Meat, dairy, eggs, and animal fats are
commonly used and featured in most dishes. Additionally, the people historically
integrated potatoes, wheat, and other heavy vegetables.
 After falling under Polish and German control pork has been more significantly integrated
into the Latvian diet. Today, little has changed in Latvian cuisine other than a few new
ingredients and ingredient combinations.
 If dining at a Latvian's home, dress nicely, arrive on time, and bring a gift like chocolates,
or better, something authentically from your home country. Once you arrive, remove
your shoes at the door and get ready for the formalities.
 When eating in Latvia, always error on the side of being more conservative and more
formal. You will be shown a seat and are expected to eat with your knife in your right
hand and fork in the left. Your napkin is meant to remain on the table where you found it,
only being used to clean your mouth or plate. The host will take the first bite of food or
will let you know when to begin.
 If at a business dinner, don't discuss business. Meal time is meant to socialize and
improve relations, not to close a deal or finalize details.
 When eating at a sit down restaurant with a server, you should round up or tip about 10%
of the bill. In bars a tip is appreciated but not necessary.
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Lithuania
Meeting and Greeting
 The most common greeting is the handshake, with direct eye contact, and a smile. Once a
relationship has been established, greetings may become more unreserved and include a
hug.
 Wait for your Lithuanian friends to determine when your friendship has reached this level
of intimacy.
 People are addressed by their honorific title and their surname. Wait until invited before
moving to a first name basis.
Building Relationships & Communication
 Lithuanians prefer face-to-face meetings, as they need to build relationships of mutual
understanding.
 They prefer to turn business relationships into friendships.
 Accept offers of hospitality and reciprocate, as this is the sign of a true friend. Once a
friendship has developed, Lithuanians are willing to discuss business.
 Although they are industrious and hard working, most Lithuanians are very modest.
People who brag are deemed arrogant.
 Lithuanians speak softly.
 They are not particularly emotive speakers.
 They do not touch others while speaking and can appear standoffish and reserved upon
the initial meeting.
 They do not interrupt others while they are speaking, and patiently wait for their turn.
Business Meetings & Negotiations
 Appointments are necessary and should be scheduled 2 to 3 weeks in advance. Send a list
of the people who will be attending and their titles so the Lithuanians can assemble a
team of similar level people.
 Arrive on time for meetings. Punctuality is important.
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 Meetings are formal. There will be a period of small-talk while your colleagues get to
know you and decide if you are the type of person with whom they wish to enter into a
business relationship level.
 Data-oriented people. Presentations should be thorough, clear, and concise and include
back-up analysis to support your position.
 Expect to discuss each point thoroughly before moving on to the next. Lithuanians will
not be rushed into making a deal. They must think it is in their best interest before
agreeing.
 Meetings often conclude with a summary of the discussion and a toast to future dealings.
Conversations
 For business meetings personal topics should be reserved for later.
 Subjects that should be avoided include potentially divisive ones such as politics. Saying
anything insulting, condescending, unfair or hurtful to the dignity of Lithuanians is not
advised.
 There should be an arm’s length distance when communicating. Eye contact is similar to
that in other countries of Baltic States; two sayings related to the eyes are (translated):
"You can tell a person by their eyes" and "Eyes are the soul of a person". Staring should
be avoided.
 Lithuania is a low-contact society. Touching is non-advised. Women tend not to shake
hands, although this might be changing. Lithuanians tend to conceal their emotions, be
reserved until they get to know you. Lithuanians can be facially expressive.
Hospitality Manners and Food
 Lithuanian cuisine is a result of their climate and short growing season. They have limited
vegetables and produce available, but have access to the Baltic Sea, making a base of fish
and hearty crops. They have also traditionally been involved in animal husbandry so have
integrated a number of dairy products into their diet.
 However, today's cuisine is more a result of adopting nearby ethnic foods. Poland, Russia,
Scandinavia, and Germany have all had great influence in Lithuania and the Lithuanians
have integrated ingredients or foods from each of these groups. These groups have also
increased the popularity of pork and potatoes, which are common ingredients in both
Poland and Germany.
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 Dining in Lithuania is respectful, but informal. Instead of hard-fast rules, etiquette is more
based on respect and politeness. Unlike many southern European countries, dining in
Lithuania isn't an overly social event.
 Before seating yourself, many families have a regular seating order so let your host show
you to your seat. After being seated, keep your napkin on the table and eat in the
continental style (knife in the right hand, fork in the left). Also, take small portions at first,
since you'll most likely be offered a second helping.
 In some households, or more likely, on some occasions or holidays, dinner will be served
with hard liquor, which should be drunk after toasts. The host will begin the toasting and
you may or may not be invited to give a toast later in the meal.
 When eating at a sit down restaurant with a server, you should round up or tip about 10%
of the bill. In bars a tip is appreciated but not necessary.
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Luxembourg
 Although friendly and informal with close friends and family, Luxembourgers are often
reserved and formal when dealing with outsiders.
 They are private people and do not put their possessions or emotions on display.
 Luxembourgers do not ask personal questions and will refuse to answer should you
intrude on their privacy. Personal life is kept separate from business
Meeting and Greeting
 Greetings are reserved and formal until a relationship has been established.
 The most common greeting is a brief handshake.
 Very close friends greet each other by lightly kissing on the cheeks three times, starting
with the left cheek and alternating.
 This can be between women or a man and a woman.
 Men never kiss other men; they always shake hands.
 Surnames with the honorific titles Monsieur or Madame are used in most social
situations.
 Wait to be invited before using someone's first name and always use the formal pronoun
for you, "vous" rather than the informal "tu".
Gift Giving Etiquette
 If you are invited to someone's home, bring a box of good chocolates or flowers to the
hostess.
 Invitations to tea are formal and require the same gift as would a dinner party.
 Flowers should be given in odd numbers, but not 13, which is considered an unlucky
number. Do not give chrysanthemums as they are used at funerals.
 A small gift for the children is always appreciated. Gifts are not usually opened when
received if there are other guests present.
Business Meetings Etiquette
 Appointments are necessary and should be made 1 to 2 weeks in advance if handled by
telephone and 1 month in advance if arranged by letter.
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 It is sometimes difficult to schedule meetings in July and August, which are common
vacation times, the week between Christmas and New Year, and Easter week.
 Punctuality for meetings is taken extremely seriously.
 If you will be more than 5 minutes late, telephone and offer your apologies and an
explanation.
 Arriving late may brand you as unreliable, since how can you be trusted to meet a
deadline if you are late for a meeting?
 Send an agenda before the meeting. Belgians like their meetings to be well focused and
to know what will be covered.
 Do not sit down until you are invited to do so.
 Meetings adhere to strict timetables.
 Meetings commence with a minimum amount of small talk.
 Once a meeting starts it will continue without interruption until it is finished.
 Maintain direct eye contact while speaking.
 Do not remove your jacket during a meeting.
 Presentations should be accurate and precise. Avoid making exaggerated claims.
 Present as much technical information as possible to support your position.
Negotiating
 Business is hierarchical. Decisions are made at the top of the company.
 Decisions are made in private.
 Decisions are reached slowly since Luxembourgers study both the long-term and the
immediate effects.
 Business is conducted slowly. Be patient and do not appear ruffled by the adherence to
protocol.
 Do not appear overly friendly. Luxembourgers compartmentalize their business and
personal lives.
 Avoid confrontational behaviour or high-pressure tactics.
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Hospitality manners and food
Table manners are formal in Luxembourg.
 There is a proper protocol to follow and you will be expected to demonstrate good
manners at all times.
 Remain standing until invited to sit down. You may be shown to a particular seat.
 Table manners are Continental -- the fork is held in the left hand and the knife in the right
while eating.
 Meals are often served family-style.
 Do not rest your elbows on the table, although your hands should be visible and not in
your lap.
 Do not begin eating until the hostess begins.
 Most food is eaten with utensils, including sandwiches.
 If you have not finished eating, cross your knife and fork on your plate with the fork over
the knife.
 Finish everything on your plate.
 Indicate you have finished eating by laying your knife and fork parallel across the right
side of your plate.
 The host gives the first toast.
 An honoured guest should return the toast later in the meal.
References:
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Malta
Traditions
 Largely rooted in rural folklore and religion, Maltese customs are still clearly visible in
everyday life, most notably, the village festa.
 This is a colourful celebration of the local village’s patron saint started over five centuries
ago, during the reign of the Knights of St. John.
 The best-known is the Feast of St. Peter and St. Paul, or Mnarja.
Business etiquette
 Understanding business etiquette is vital. Ignorance of it could affect the success in
business with the Maltese.
 Scheduling an appointment before a business meeting is very important. You should
phone to request the meeting at least two weeks in advance and establish the time and
the place with your Maltese counterpart Punctuality is expected although it is not a rigid
rule.
 Small or symbolic gifts such as a corporate gift or something typical of your country are
very much appreciated, in particular desserts, socks or drinks. However if you come to a
meeting empty handed it is not a problem.
Gift giving
 Small or symbolic gifts such as a corporate gift or something typical of your country are
much appreciated, in particular desserts, socks or beverages. But if you come to a
meeting empty handed it is not a problem.
 You should dress conservatively for business meetings. Men should wear a suit or jacket
and tie and women should wear an elegant suit in a dark or subtle colour.
 Less formal clothing is acceptable in some business sectors such as advertising, public
relations, IT or other creative industries.
References:
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Montenegro
Greetings
 Men greeting Men – A handshake for initial introductions, thereafter anything between a
handshake, a hug or a hug and kiss (once or twice on the cheek).
 Women greeting Women - A handshake for initial introductions, thereafter anything
between a handshake, or a kiss (once or twice on the cheek).
 Greetings between Men & Women – A handshake for initial introductions, thereafter
anything between a handshake, a hug or a kiss (once or twice on the cheek amongst the
liberally minded).
Communication Style
 People tend to be very direct in their communication style.
 It is a good idea to arrive on time for meetings although the locals will most likely not
return the compliment.
 Your behaviour should begin with modesty as being loud, rude, showing off wealth, or
dressing provocatively will get you stares. Likewise, placing yourself above others or
boasting is viewed negatively.
Personal Space & Touching
 Usually, personal space isn’t highly regarded. People often hug and tap each other on the
shoulder or touch lightly while conversing.
 There is more than occasional touching between members of the same sex, but any
touching members of the opposite sex is usually frowned upon.
Views of Time
 One saying goes that Montenegrin clocks have only one hand and for the most part
punctuality is not highly valued. However, in the case of Court hearings, things are very
punctual.
Meetings
 It is a good idea to arrive on time for meetings although the locals will most likely not
return the compliment.
 Meetings usually start with small talk.
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 Never conduct business without your lawyer (a member of the Bar Association) in tow
and it is best to let them handle the transition to more serious subjects.
 Meetings usually start with small talk.
 Never conduct business without your lawyer (a member of the Bar Association) in tow
and it is best to let them handle the transition to more serious subjects. Foreign visitors
may be surprised by the influence of religion on sex. Birth control is considered
interference with God's work and therefore sinful (so is castration of pet animals, by the
way).
 Bargaining is expected and it’s best to not show emotion.
 People will try to manoeuvre you into a snap decision but is unwise to do so.
Hospitality Manners and Food
 Dining in Montenegro has few rules other than to be social. The atmosphere is relaxed
and casual and if you break every rule few people will get offended, but not talking and
rushing out the door after the meal will get strange looks and is considered rude.
 To make your hosts talk about your visit for months after your visit however, try to follow
a couple rules.
 First, bring a bottle of wine for you host and take off your shoes before entering their
house, or leave your shoes at the door immediately after entering.
 You'll most likely be served multiple courses beginning with a soup and salad.
 You should accept every offering, but take small portions since there will be plenty of
food and you'll probably be offered second helpings.
 If you really don't want more food, it will be a challenge to convince your hosts that
you've eaten enough since the Montenegrins don't take "no" very well when it comes to
food.
 If you're in a business dinner setting the rules are very similar, but it's important to avoid
business conversations. You hosts may bring up business over a lunch, but rarely over
dinner.
 At sit down restaurants with a waiter or waitress, round up or tip about 10% of the bill.
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Netherlands
Egalitarianism
 The Dutch are egalitarian and highly tolerant of individual differences. This egalitarian
outlook is carried over into the workplace. Even in hierarchical organizations, every
person has a right to their opinion and to have it heard. Everyone is valued and shown
respect.
Meeting and Greeting
 DO introduce older people first, as it is a sign of respect.
 DO stand when someone is being introduced to you.
 The handshake is the common form of greeting. It is firm and swift, accompanied by a
smile, and repetition of your name. Shake hands with everyone individually including
children.
 DO shake hands upon meeting someone.
 Very close friends may greet each other by air kissing near the cheek three times, starting
with the left cheek.
 DO kiss three times on alternating cheeks (left, right, left) when greeting someone as well
as bidding farewell. This is a custom typically for people of the opposite sex, although
some people of the same sex do this as well. Familiar business partners also greet each
other in that fashion. Even if you feel uncomfortable partaking in this greeting, you should
go along with it because it could be seen as insulting if you refuse.
 Most Dutch only use first names with family and close friends. Wait until invited before
moving to a first-name basis.
Language Etiquette
 DO try speaking Dutch if you wish, but note that according to a census, 85% of Dutch
people can speak a reasonable amount of English.
Body Gestures
 DON'T tap the center of your forehead with your index finger. It's the sign for “crazy” and
is considered an impolite gesture.
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Business Meeting
 DON'T drop by a colleague's workplace. The Dutch do business only by appointment.
Schedule an appointment in advance.
 DO be on time. Punctuality is important to business.
 DON'T make small talk once the meeting has begun.
 DO expect meetings to be conducted in the office, as opposed to a restaurant. Business
meals are usually a break from a meeting or to celebrate.
 DON'T use hyperbole or make your business associates feel pressured.
 DON'T cancel or attempt to reschedule your meeting at the last minute.
Gift Giving and Accepting Gifts
 DO give gifts such as high-quality chocolate, a plant, book, or flowers.
 DO give flowers in odd numbers, except for unlucky number thirteen. Avoid white lilies or
chrysanthemums, because those are generally for funerals.
 DON'T give wine as a gift if invited to dinner, because your host might have already
bought wine for the meal.
 DO open your gift when you receive it.
Dining Manners
 DO expect to “go Dutch” when dining out (they call it “Going American” in the
Netherlands). Unless you were invited to a meal and the host told you that it was their
treat, you should pay your portion of the bill or expect the bill to be divided up evenly.
 Dining is fairly formal in the Netherlands.
 Table manners are Continental -- the fork is held in the left hand and the knife in the right
while eating.
 Remain standing until invited to sit down. You may be shown to a particular seat.
 Men generally remain standing until all the women have taken their seats.
 If you have not finished eating, cross your knife and fork in the middle of the plate with
the fork over the knife.
 Do not begin eating until the hostess starts.
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 Most food is eaten with utensils, including sandwiches.
 The host gives the first toast. An honoured guest should return the toast later in the meal.
 Salad is not cut; fold the lettuce on your fork.
 Always start with small amounts so you may accept second helpings.
 Finish everything on your plate. It is offensive to waste food in the Netherlands.
 Indicate you have finished eating by laying your knife and fork parallel across the right
side of your plate.
References:
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Poland
Polish Culture and Society
 Poland is ethnically quite homogeneous;
 Ukrainian, Belorussian, Slovakian, and Lithuanian minorities reside along the borders;
 German minority is concentrated near the southwest city of Opole
Religion
 plays an important role in the Polish society and is deeply intertwined with Polish culture
 Catholicism is the most widely practiced religion.
 Religious holidays are considered national holidays when most businesses are closed
(Christmas, All Saints’ Day)
Personal Meeting and Greeting
 Greetings are generally reserved yet courteous.
 When greeting someone a good handshake, direct eye contact, a smile and the
appropriate greeting for that time of day will suffice.
 Good morning/afternoon is "dzien dobry" and good evening is "dobry wieczor".
 Address people by their honorific title, “Pan” for a man and “Pani” for a woman, and their
surname.
 Do not use first names until invited to.
 At parties or other social gatherings, your hosts will introduce you, usually starting with
the women and then moving on to the men.
Gift Giving Etiquette
 The usual times for present giving are birthdays, name days and Christmas.
 Do not give gifts that are overly expensive; this may embarrass the recipient.
 Employees bring cake and champagne to the office to celebrate their name day.
 If invited to a Pole's home for dinner, bring wine, flowers, pastries or sweets for the
hostess.
 Give an odd numbers of flowers.

This project has been funded with support from the European Commission. This publication [communication] reflects the views only
of the author, and the Commission cannot be held responsible for any use which may be made of the information contained therein.
Page 89

 Do not give yellow chrysanthemums as they are used for funerals. Do not give red or
white flowers, especially carnations and lilies.
 Gifts are generally opened when received.
Business Meeting & Greeting
 Polish businesspeople initially take a formal approach to business.
 Shake hands with everyone upon arriving and leaving.
 Handshakes are quite firm and eye contact is valued.
 Wait for a woman to extend her hand.
 Some older businessmen may kiss a woman's hand upon meeting. Do not imitate this
behaviour as it may be seen as you poking fun.
 Titles are considered prestigious. Academic or professional titles are used with the
honorific titles with or without the surname.
 Wait to be invited before moving to first names. You may do business with people for
years and not be on a first name basis.
Conversations
 A good place to start a conversation would be either family or workplace. Admiring things
that are Polish are exceptional icebreakers, so too is an effort to speak Polish.
 After four decades of Soviet domination, things Russian are still not popular.
 Be aware that several Polish and Russian words are somewhat similar in pronunciation.
You could damage the good will you have established by biding your Polish counterpart
dasvidanya (das-vidania [goodbye]) instead of do widzenia (do veed-zehnia) upon
departing.
 Likewise if you bring a gift to your Polish associate, avoid bringing vodka. Give other
liquors, gourmet coffee or perfume.
 Conversations about food, sports and the beauty of Poland are positive topics of
discussion, while the Second World War, the Soviet occupation, sex and religion are not.
Dress, Punctuality & Formality
 You should wear office clothes, which for men means a suit and tie. For women, business
clothes are also expected.
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 In most firms that employ foreigners, people are on first name basis.
 However, Polish employees at your level will address their superiors as Pani/Pan
(Mrs/Mr). Calling somebody Mr. Piotr (his first name) is more familiar that Mr. Nowak (his
last name).
 It is generally safe to use people’s titles if they have them (eg. Doctors, professors) and
advisable use Pani/Pan with strangers.
 Deadlines are generally observed but insuring that through gentle reminders is OK.
 People are generally punctual. While people turn up to work on time, they leave exactly
the second their eight hours of work are up.
 Foreign businesswomen should not be surprised or offended if a Polish man (particularly
an older gentleman) kisses their hand in greeting. It considered a sign of respect.
 As a foreigner you will be expected to arrive on time for business meetings that may
begin as early as 8:00 a.m.
Dining Etiquette
 You should arrive on time and be dressed quite conservatively.
 Once inside be sure to offer your assistance with food preparation; the offer will be very
much appreciated.
 As the food is served, let your host take the lead as dinner may begin simply by eating, a
prayer, or a toast.
 You should try everything you're served as turning down food may make your host feel
like he or she must make a new dish for you.
 Poles eat in the continental style (knife in the right hand, fork in the left).
 On some occasions a meal will be interrupted regularly with toasts and drinking vodka.
 On business meeting the inviter is expected to pay for the entire meal, although it is
expected that you offer to assist with the bill.
 When eating at a sit down restaurant, tipping about 5-10% of the bill is appropriate.
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Drinks
 When it comes to vodkas the country is quite original; in fact, the first historical reference
to vodka comes from Poland and many agree that vodka was founded in Poland by the
ancestors of today's Poles.
 Vodka distilled from rye is their national drink.
References:
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Portugal
Meeting and greeting
 Initial greetings are reserved, yet polite and gracious.
 The handshake accompanied by direct eye contact and the appropriate greeting for the
time of day.
 Once a personal relationship has developed, greetings become more personal: men may
greet each other with a hug and a handshake and women kiss each other twice on the
cheek starting with the right.
 The proper form of address is the honorific title 'senhor' and 'senhora' with the surname.
 Anyone with a university degree is referred to with the honorific title, plus 'doutour' or
'doutoura' ('doctor') with or without their surname.
 Wait until invited before moving to a first-name basis.
 Use the formal rather than the informal case until your Portuguese friend suggests
otherwise.
 Although the Portuguese are not emotive speakers and do not use hand gestures, they
may be demonstrative when greeting friends. If you tend to use hand gestures while
speaking, you may wish to moderate your behaviour since it may incorrectly be viewed as
overtly demonstrative.
Communication style
 In Portuguese society appearance is very important, especially in the cities.
 Portuguese are traditional and conservative.
 They are a people who retain a sense of formality when dealing with each other, which is
displayed in the form of extreme politeness.
 It is better to start too formally and then drop to casual, as there can be sector,
generational and regional variations.
 Touching – arm, hand – during a conversation is acceptable but not necessary.
 The Portuguese are generally reserved and pacific and do not like confrontation or verbal
directness. It may take a few circumlocutions to get to the point and you will have often
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to read between the lines. Nevertheless, do insist (politely) if you’re not sure what is
going on.
 They’ll always forgive a foreigner, as long as he or she is polite. The important thing to
remember here is even if you tell them clearly what you think you probably won’t get the
same in return.
 Most Portuguese are tolerant, difficult to offend and used to dealing with people from
other cultures, so don’t worry too much about the details. These are hints not
unbreakable rules.
 Avoid personal comments or compliments early on. Don’t discuss people’s positions,
careers, salaries (this one – never!) unless it comes up.
 The Portuguese appreciate humor and it is useful to break the ice, although going straight
into anecdotes and backslapping is not a good idea. Political humor is well liked.
 The family is important here, so feel free to talk about your family and home. This is very
child friendly society and so it is normal to talk about your children, bring them for a visit
into the office and so on.
 Welcome topics of conversation are: soccer and golf, food and wine, family, politics, with
care, movies, travel, music, literature.
 Topics to avoid are: religion and all the usual controversial subjects, people’s personal
finances, salary, etc. money is not a usual topic of conversation.
Business meeting etiquette
 The Portuguese prefer face-to-face meetings rather than written or telephonic
communication, which are seen as too impersonal.
 Communication is formal and relies on strict rules of protocol.
 If your Portuguese business colleagues have questions or want clarification during a
presentation, they will wait until you have finished speaking and not interrupt.
 Although honest, the Portuguese do not volunteer information unless solicited, especially
if remaining silent is in their best interest.
 Portugal is a hierarchical culture that respects age and position.
 They have a more relaxed attitude towards time and do not see deadlines as crucial as
people from many other cultures do.
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 They do not appreciate direct criticism, even if you consider it to be justified.
 Appointments are mandatory and should be made 1 to 2 weeks in advance.
 Reconfirm the meeting a few days in advance.
 Since most Portuguese take vacation during August, it is not an ideal time to try to
schedule meetings. It is also best not to plan meetings during the week between
Christmas and New Year.
 You should arrive on time for meetings. In many circles, 5 minutes late is considered on
time.
 Punctuality displays respect for the person you are meeting. If you are kept waiting, it is
important that you not appear irritated.
 People from the north are generally more punctual than those in the south.
 Agendas serve as starting points for discussions; they do not serve as schedules.
 Decisions are not reached at meetings.
 Maintain eye contact when speaking.
 Do not remove your jacket unless your business associates do so.
 Portuguese put great importance on the character of the person with whom they do
business, so they will take time to get to know you.
 Wait for your Portuguese colleagues to bring up business. Never rush the relationshipbuilding process.
 Business is conducted slowly. You must not appear impatient.
 Do not use high-pressure sales tactics. Portuguese are offended by aggressive behaviour.
Hospitality manners and food
 If you are invited to a Portuguese home for dinner, bring flowers, good quality chocolates
or candy to the hostess.
 Do not bring wine unless you know which wines your hosts prefer.
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 Do not give 13 flowers. The number is considered unlucky. Do not give lilies or
chrysanthemums since they are used at funerals. Do not give red flowers since red is the
symbol of the revolution.
 Gifts are usually opened when received.
 If invited to a dinner arrive no more than 15 minutes after the stipulated time.
 You may arrive between 30 minutes and one hour later than the stipulated time when
invited to a party or other large social gathering.
 Dress conservatively. There is little difference between business and social attire.
 Do not discuss business in social situations.
 If you did not bring a gift to the hostess, send flowers the next day.
 Table manners are formal.
 Remain standing until invited to sit down. You may be shown to a particular seat.
 Table manners are Continental -- the fork is held in the left hand and the knife in the right
while eating.
 Do not begin eating until the hostess says "bom apetite".
 Do not rest your elbows on the table, although your hands should be visible at all times.
 Most food is eaten with utensils, including fruit and cheese.
 Keep your napkin to the left of your plate while eating. Do not place the napkin in your
lap. When you have finished eating, move your napkin to the right of your plate.
 If you have not finished eating, cross your knife and fork on your plate with the fork over
the knife.
 Leave some food on your plate when you have finished eating.
 Indicate you have finished eating by laying your knife and fork parallel on your plate, tines
facing up, with the handles facing to the right.
 Tips in Portugal are generally small and reserved for nice restaurants, no matter the cost
of the meal. Rounding up or adding 5% of the bill is standard, although for excellent
service that number can increase to 10%.
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Romania
Meeting and Greeting
 Initial greetings are formal and reserved: a handshake, direct eye contact, and the
appropriate greeting for the time of day.
 Close friends may kiss and hug each other when they meet. When kissing, expect to kiss
twice, once on each cheek starting with the left cheek. Allow your Romanian friends to
determine when your relationship has reached this level of intimacy.
Business Meeting Etiquette
 Appointments are necessary and should be scheduled 2 to 3 weeks in advance, preferably
by letter. It is often difficult to schedule meetings in July and August, which is a common
vacation time. Businesspeople are often unavailable during the two weeks before and
after Christmas and the week before and after Easter.
 Arrive on time and be prepared to wait. Punctuality is common in entrepreneurial
companies or those that frequently do business in the international arena. When dealing
with state-run companies, you will most likely be kept waiting.
 Wait to be told where to sit. There is often a strict protocol to be followed.
 Do not remove your suit jacket without permission or until the most senior ranking
Romanian does.
 Expect to spend time getting to know people before delving into the business purpose of
your visit.
 Most decisions require several layers of approval. It may take several visits to accomplish
a simple task.
Hospitality Manners and Food
 If you are invited to a Romanian's home, bring flowers, chocolates, or imported liquor to
the hosts. Give an odd number of flowers. Even numbers are used for funerals. Roses and
carnations are always well received.A gift for the children is always appreciated. Gifts are
generally opened when received.
 Arrive on time if invited to dinner. You may arrive up to 15 minutes late for a party.
 Dress in clothes you might wear to the office.
 Expect to be treated with great honour and respect.
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Dining Etiquette
 The Romanians are somewhat formal in many ways and this includes dining. Dress
conservatively, but more on the formal side and arrive on time. Some households may
request that you leave your shoes at the door, so if you see shoes there, take them off to
save the host an awkward request.
 After you're shown a seat, sit only when everyone else sits down. You'll probably be
served a number of courses, typically beginning with soup and the words pofta buna
(good appetite). Leave your napkin on the table while eating, keep your hands on the
table, and dine in the continental style, which means you keep the knife in the right hand
and fork in your left.
 If you finish your plate, you will surely be offered seconds and thirds. Turn down this food
at first; only after your host's insistence should you succumb to their offerings. If you truly
are done, place your knife and fork together.
 If eating at a restaurant, the inviter pays for everyone, but you should offer to assist,
although this will most likely be turned down.
 At sit down restaurants with a waiter or waitress, round up or tip about 10% of the bill,
but tip at your discretion and in Romania you'll probably need your discretion since
service isn't one of the country's strong suites.
Drinks
 Romania has all the world's most popular drinks, but adds a couple more unique
beverages. Many people distill alcohol at home using different fruits and berries. For
example, palinca, is a fruit brandy with an alcohol content well over 50%. Wine and beer
are also popular, particularly beer among the ethnic Romanians and wine among the
ethnic Hungarians. In addition to these, all popular alcoholic beverages are widely
available.
 Generally speaking, the tap water is safe to drink in Romania, but check with locals for
any particular regional differences. Also, many people may have troubles adjusting to the
local tap water, as it will most certainly be different from what your system is used to.
References:
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Serbia
Greetings
 Man greeting Man - Men shake hands when greeting one another and maintain direct eye
contact. A relatively firm handshake is the way to go. Light hugs are common between
good friends and family.
 Woman greeting Woman - A kiss on each cheek is common if two women know each
other. A light handshake is the norm if they are meeting for the first time.
 Greeting between Men & Women - At a first meeting a handshake will do. A kiss on each
cheek is common between good friends.
Personal Space & Touching
 Usually, personal space isn’t highly regarded. People often hug and tap each other on the
shoulder or touch lightly while conversing.
Views of Time
 Punctuality is a desirable trait, although people are often late.
Dress Code
 More “Western style” formal meetings are usually difficult sessions, held more towards
the end of a business relationship or when serious problems arise. Be aware, the homely
atmosphere does not mean casual clothes. Hosts dress to impress and guests are
expected to do the same. Wearing a tie, especially at the beginning of a business
relationship, is much appreciated.
Meetings
 In fact, the first time you meet your future business partner, you may not even be at their
office. Don’t be surprised if they invite you for coffee at their favourite café. “Let’s go for
coffee” is a local code for “let’s have an informal meeting”. One should be aware that this
form of meeting usually breeds more tangible results in cementing relationships, while a
formal meeting will still be necessary to conclude the deal reached.
 Café culture and, oftentimes, informal meetings should not be regarded as a lack of
professionalism, as they are a kind of invitation to a more intimate circle. It’s as if your
business partners want to test if you could be their friend too. This practice has its
positive aspects which we encourage you to explore.

This project has been funded with support from the European Commission. This publication [communication] reflects the views only
of the author, and the Commission cannot be held responsible for any use which may be made of the information contained therein.
Page 100

 Eating is not usual at Serbian meetings, coffee and non-alcoholic beverages are. You
might, and often will, be invited to a meal afterwards. A careful business planner should
anticipate this as rejection is usually considered by locals as a sign that something went
wrong at the meeting.
 Gifts are often presented to guests at the end, and your host will be pleasantly surprised
if you do the same. The best gifts are those with a personal story behind them – a photo
book about your region, business accessories and gizmos with your logo, and even
alcoholic beverages (if special to your region, made by your family or similar). Rejecting
these is considered an insult, not offering them as a guest is not.
 Other do’s and don’ts include never putting your bag on the floor (jinx for no money), no
sitting at the table corner (no marriage for you), and obligatory eye-to-eye contact when
toasting. One thing people find interesting about Serbia is how bad weather (as in rain,
snow and extreme heat) is considered a perfectly understandable reason for moving a
pre-set meeting.
Hospitality Manners and Food
 Serbs are inviting people and enjoy hosting, but you are expected to thank their
hospitality by means of a small gift, like wine and the courtesy of removing your shoes
before entering their house.
 As soon as you get in the door you'll probably be offered small appetizers, including
slatko, a popular strawberry preserve which can be served before or after a meal. This will
be just the first course and you'll commonly be served multiple courses.
 The other side of dining is drinking and in Serbia drinks are commonly served with dinner.
Toasts are common (make and keep eye contact while toasting) and you may be served
any number of drinks, including rakija or sljivovica, which can be excessively strong,
especially if they are homemade. Getting too intoxicated is inappropriate so leave some
liquid in your glass to avoid having it refilled.
 If you're dining in public, the host is expected to pay for the entire bill. If you're not the
host, don't offer to pay though since this can be very rude; instead invite your host to
dinner at a later date.
 At sit down restaurants with a waiter or waitress, round up or tip about 10% of the bill.
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Slovakia
Meeting and Greeting
 Greetings are warm but not effusive.
 The most common greeting will be a handshake, direct eye contact and the relevant
greeting for the time of day. A weak handshake means that you are weak and no direct
eye contact could be taken to mean that you are hiding something. Both men and women
shake right hands with acquaintances and newly introduced strangers. Wait for a woman
to extend her hand.
 People are generally introduced by the honorific titles "Mr." or "Mrs." and their
surname. Close friends may refer to each other using the honorific title and first names.
 Always wait to be invited before using someone’s first name.
The Slovakian Communication Style
 While direct communication is valued in Slovakia, there is also an emphasis placed on
finessing what is being said so that information is delivered in a sensitive way.
 Often, the level of the relationship will determine how direct someone is. For newly
established and more formal relationships, a great deal of emphasis will be placed on
diplomacy. But once a relationship has passed through the initial phases, people feel
more comfortable speaking frankly with each other.
 Slovaks do not need a tremendous amount of background information to feel
comfortable proceeding with a transaction, although they do require some information
and may ask questions until they feel comfortable and are able to proceed satisfactorily.
 Body language, body posture and tonal delivery are important enhancements to the
verbal message, adding emphasis or additional meaning to the words.
 Slovaks maintain a typically Western distance (about three feet) when conversing.
Building Relationships & Communication
 Slovaks value their privacy. It takes a while for them to open up to and trust new people.
As a result they can seem overly formal and reserved.
 They are not exuberant and are not given to emotional displays. Once you develop a
personal relationship Slovaks will start to open up.
 Although always polite, they seldom move to a first-name basis with people outside their
extended family or very close friends.
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 The Slovaks are very well aware of the world around them as well as the differences in
opinions and behaviors. Because of this they quite understand the various cultures and
foreigners so odd behaviors are generally accepted (but not encouraged).
 Your behavior should begin with modesty as being loud, rude, showing off wealth, or
dressing provocatively will get you stares. Likewise, placing yourself above others or
boasting is viewed negatively.
 As regarding gift giving, do not give chrysanthemums or calla lilies as gifts because these
are traditional funeral flowers.
Business Etiquette and Protocol
 Punctuality for meetings is taken extremely seriously.
 Slovaks are non-confrontational and often take an indirect approach to business dealings.
 Slovak businesspeople initially take a formal and distant approach to people in business.
Be prepared for a seemingly cold reception at first. This approach is however changing
and a younger generation becomes more involved in business. They are more willing to
dispense of protocol and a slightly less level of formality will be used. It is best to let your
colleagues determine the level of formality used.
 Handshakes should be firm and confident.
 Include the appropriate greeting for the time of day.
 Academic and professional titles are commonly used in business situations; if the person
does not have such a title, the honorific titles “Mr.” or “Mrs.” and the surname are used.
 First names are rarely used until a personal relationship has developed, and even then
they are seldom used in business.
 In meetings or presentations do not raise politics first and avoid Slovak-Hungarian topics
unless you know your hosts opinion on this matter.
Business Meetings
 Generally meetings are conducted by the most senior person present who sets the
agenda, the content, and the pace.
 The purpose is usually to communicate information and decisions that have already been
made rather than to brainstorm or discuss.
 Meeting schedules are not very rigid in Slovakia. There may be an agenda, but it serves as
a guideline for the discussion and acts as a springboard to other related business ideas.
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 As relationships are highly important in this culture, there may be some time in the
meeting devoted to non-business discussions.
 Time is not considered more important than completing a meeting satisfactorily, so
meetings will go on until they come to a natural ending.
Hospitality Manners and Food
 Reciprocating any hospitality you receive goes towards strengthening a relationship.
 Table manners are rather formal in Slovakia. Table manners are Continental, i.e. hold the
fork in the left hand and the knife in the right while eating.
 You must always keep three things on the table: your hands (which must remain in sight
at all times), your napkin, and your bread. Your napkin should remain on the table and
only used to clean your mouth if needed; your bread should also remain on the table
itself, not on your plate.
 Bread is served with every meal.
 At the table, the oldest woman or most honored guest is served first.
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Slovenia
Meeting and Greeting
• Slovenians are somewhat reserved and may not initially appear friendly to people from
informal cultures. This reserve disappears rapidly once they a relationship is built.
• Greetings are initially quite formal and reserved.
• When meeting someone for the first time the most common greeting is a handshake and
a welcoming smile. Handshakes should be firm and confident.
• Shake hands at the beginning and end of meetings. It is customary to shake hands with
women first.
• It is customary to maintain eye contact during the greeting process.
• Close friends and family may kiss twice on the cheek.
• First names are only used among close friends and family.
• Professional or academic titles are commonly used with the surname as they denote
personal achievement.
• Others are addressed using the honorific titles “Gospa” (Madam), “Gospodična” (Miss), or
“Gospod” (Sir).
• Do not use a person’s first name until invited to do so as this is considered rude and
presumptuous.
Communication Style and Conversation
• Slovenians are egalitarian, yet interestingly their natural communication style tends to be
indirect.
• Slovenians are naturally soft-spoken and do not raise their voices when conversing. They
are also polite, courteous, and respectful of others.
• They do not interrupt a speaker, preferring to wait for their turn to enter the
conversation.
• They are very tolerant of differences and view it as rude behaviour to publicly criticize or
complain about people.
• Do not consider Slovenia as part of “Eastern Europe.” Slovenians relate more to the West
due to their geography and history.
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• Try to learn a few basic Slovenian words to impress those around you.
Business Meetings
• Expect your Slovene business colleagues to be somewhat reserved and formal initially. It
may take several meetings to establish a sense of rapport and relaxed attitude between
people.
• Business decisions are often based on personal sentiments about the other person.
Therefore, it is a good idea to spend time in relationship building.
• Expect some chit-chat before getting down to business. It is important not to rush this,
because it is part of building the relationship.
• Slovenians admire modesty and humility in business associates. They dislike people who
boast about their accomplishments and achievements.
• They tend to prefer non-confrontational business dealings when possible. This means that
even when giving a straightforward response, they will generally proceed cautiously
rather than hurt another person’s feelings.
• Exchange business cards after introductions.
• It is a nice touch to have one side of your card translated into Slovenian.
• Bring a small gift, such as wine or pens.
• Avoid scheduling meetings in July and August, which are common vacation times.
• Dress appropriately for business occasions. Men should wear suits and women should
wear fashionable attire.
Gift Giving Etiquette
• Slovenians exchange gifts with family and close friends at Christmas and birthdays.
• Members of the Orthodox Church may also celebrate their name day (birth date of the
saint after whom they are named).
• This is a culture where it is the thought that counts so the cost of the gift is not important.
• If invited to dinner at a Slovene’s house, it is considered good manners to bring flowers to
the hostess and a bottle of wine to the host.
• Gifts should be nicely wrapped; there are no real colour prohibitions.
• Gifts are usually opened when received.
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Hospitality Manners and Food
• Slovenia's foods are almost entirely unoriginal; however this is because they wisely
borrowed foods from their neighbors, then made slight adjustments to cater to local
tastes.
• Slovenia's cuisine is extremely varied, particularly considering its size, giving the country
as a whole no true staple. In areas where the diet is influenced by the Austrians, potatoes
and meat are typically served, while in Italian influenced areas pastas are more common.
• If you are invited to a Slovenian's house, arrive on time or within 5 minutes of the
stipulated time as this demonstrates respect for your hosts.
• Dress conservatively and in clothes you might wear to the office.
• It is common to remove your shoes at the door. Most hosts will offer slippers to guests to
wear.
• Slovenians tend to separate their business and personal lives. Therefore, it is a good idea
to refrain from initiating business discussions in social situations.
• Expect to be offered some form of refreshments, even if you have not been specifically
invited to a meal.
• It is common for the host to accompany guests to their car when they leave.
• When eating at a sit down restaurant with a server, do not leave the money on the table
after paying a bill at a restaurant. Make sure it goes directly to the server.
• Do not feel obligated to tip. It is not customary, but many people will simply round up
their bill at a restaurant.
References:
 Slovenia - Language, Culture, Customs and Etiquette. (2014). Retrieved from:
http://www.kwintessential.co.uk/resources/global-etiquette/slovenia.html
 Safari the Globe. Food, Dining and Drinks in Slovenia. (2014). Retrieved from:
http://www.safaritheglobe.com/slovenia/culture/food-drinks/
 Vayama etiquette tips – Slovenia. (2015). Retrieved from:
http://www.vayama.com/flights/Europe/Slovenia

This project has been funded with support from the European Commission. This publication [communication] reflects the views only
of the author, and the Commission cannot be held responsible for any use which may be made of the information contained therein.
Page 108

Spain
Meeting and greeting
 Spanish people can be quite formal until they are introduced. After that, the rules are
relaxed.
 When introduced expect to shake hands.
 Women should greet each other and men with a kiss on both cheeks. Men shake hands,
and they hug close friends, loudly slapping each other on the back at the same
time. Many men use a two-handed shake where the left hand is placed on the right
forearm of the other person.
 Once a relationship is established, men may embrace and pat each other on the
shoulder.
 People are often referred to as Don or Dona and their first name when in formal occasion
as a general rule.
Communication style
 Spaniards are generally very tactile people. They will often touch your arm to emphasise a
point or a joke.
 Once you are considered a friend, you will be treated in a warm and familiar way, and
polite formulas will not be necessary.
 The ability to be amusing and entertaining is much prized and humour plays an important
part even in business discussions.
 Personal banter is acceptable but not any kind of sarcasm that might offend the Spanish
sense of honour and so undermine the respect and trust that you must strive to establish.
 As is the case in many other countries, you will find that the manners of the older
generation are usually more formal, and a certain distance should be maintained. Always,
when in doubt, err on the side of good manners.
 Welcome topics of conversation are: your home country, your travels, especially in Spain,
art, architecture and history, Spanish traditions, Spanish wines and sherry, sport,
especially football, politics [with care and only if you really do know what you are talking
about], family.
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 Topics to avoid are: religion, the Civil War and WWII, Franco, Basque separatism and
Catalan regionalism, Gibraltar, enquiries of a personal nature, especially during first
introductions, machismo and feminism.
Business meeting etiquette
 Business dress is stylish yet, conservative.
 Elegant accessories are important for both men and women.
 Spaniards do not like to lose face, so they will not necessarily say that they do not
understand something, particularly if you are not speaking Spanish. You must be adept at
discerning body language.
 Spaniards are very thorough. They will review every minute detail to make certain it is
understood.
 Spaniards expect both sides to strictly adhere to the terms of a contract.
 The Spanish prefer to do business with those they know and trust.
 Face-to-face contact is preferred to written or telephone communication.
 The way you present yourself is of critical importance when dealing with Spaniards.
 It is best to display modesty when describing your achievements and accomplishments.
 Communication is formal and follows rules of protocol.
 Avoid confrontation if at all possible. Spaniards do not like to publicly admit that they are
incorrect.
 Trust and personal relationships are the cornerstone of business.
 Appointments are mandatory and should be made in advance, preferably by telephone or
fax. Reconfirm in writing or by telephone the week before.
 You should try to arrive on time for meetings.
 The first meeting is generally formal and is used to get to know each other. Do not be
surprised if no business is actually conducted during the first meeting.
 Several people may speak at once. You may be interrupted while you are speaking. This is
not an insult, it merely means the person is interested in what you are saying.
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 Decisions are not reached at meetings. Meetings are for discussion and to exchange
ideas.
 Most Spaniards do not give their opinion at meetings. Therefore, it is important to watch
their non-verbal communication.
Hospitality manners and food
 Spain's present diet is the result of multiple influences, most particularly from their spice
trade with both the Moors and as a world leader and trading partner during the 1400 and
1500s. Prior to these outside influences though the country is fairly large and the locally
available ingredients varied slightly from one region to the next. The northern part of
Spain, particularly the northwestern corner relied more on animal meats, fats, and dairy
products than the rest of the country. The rest of the region originally relied more on
fresh produce as their long growing seasons provided various foods during different
seasons.
 A meal with the Spanish can be an event that includes eating, drinking, dancing, and
entertainment so be prepared for a number of festivities and don't make plans for the
rest of the evening. If you get invited into a local's home be sure to bring a gift, like
chocolates, cake, or wine
 Remain standing until invited to sit down. You may be shown to a particular seat.
 Always keep your hands visible when eating. Keep your wrists resting on the edge of the
table.
 Do not begin eating until the hostess starts.
 Use utensils to eat most food. Even fruit is eaten with a knife and fork.
 If you have not finished eating, cross your knife and fork on your plate with the fork over
the knife.
 The host gives the first toast.
 An honoured guest should return the toast later in the meal.
 It is acceptable for a woman to make a toast.
 Indicate you have finished eating by laying your knife and fork parallel on your plate, tines
facing up, with the handles facing to the right.
 Do not get up until the guest of honour does.
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 Tipping is not common in Spain, although rounding your bill up is generally appreciated
and not entirely uncommon.
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Sweden
Meeting and Greeting
 Business personnel in Sweden are typically fairly reserved and as such it is important that
all dealings are formal and serious until it is deemed acceptable by the respective Swedish
personnel to allow events to become more relaxed.
 Ensure that, maintaining eye contact coupled with a firm handshake, you shake hands
with all attendees on both arrival and departure.
 Ensure that you address your hosts with either their professional title or their honorific
title and their surname - Mr. - Herr or Mrs. – Fru.
 Younger people are likely to move more quickly to a first name basis than older people.
 Personal space is important in Sweden and as such it is recommended that you maintain
an awareness of someone’s personal space and that you do not invade it. Avoid any
unnecessary touching.
Business Meetings
 Punctuality is absolutely essential. If you are late, then this will reflect very badly on you
and will be viewed as discourteous.
 Swedes rarely engage in small talk at the start of a meeting. Instead, people will move
directly to the topics at hand.
 Meetings are typically governed by an agenda which is distributed to individuals prior to
the meeting. There is very little talk outside of the agenda topics.
 Although most meetings are managed by a particular person, all individuals are expected
to contribute.
 Swedish business personnel are extremely detail-focused and as such any presentations
should be well prepared with supporting, accurate and relevant data. Be assured that
your hosts will pay a great deal of attention to the detail.
 Swedes rarely make decisions during initial meetings and as such, the first meeting that
you have with your hosts is likely to be fairly general and low key.
 Swedes are direct communicators and as such, "Saying what you mean and meaning what
you say" is both practiced and expected.
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 ‘Awkward silences’ are rarely seen as awkward in Sweden and as such, Swedes do not
rush to fill conversation silences.
 If you are trying to sell something then try to tone down the use of emphasis or
superlatives as it is very rare that a Swede will over elaborate during a conversation –
even if they are trying to sell something. Failure to adhere to this could result in your
delivery being viewed as insincere.
Negotiating
 It is essential that you are cool and controlled during negotiations and that you do not
demonstrate any emotion as this will be perceived negatively.
 Additionally, always bear in mind that the egalitarian nature of Sweden means that
decisions and consensus are made across teams. As such endearing yourself to the most
senior executives and directors will be of no avail.
Conversation
 The act of communicating involves verbal, nonverbal, and para-verbal components. The
verbal component refers to the content of the message‚ the choice and arrangement of
words. The non-verbal component refers to the message they send through their body
language. The para-verbal component refers to how they say what they say - the tone,
pacing and volume of our voices.
 Swedes use fewer words to express themselves, the Swedish languages is more
“compact”. Sentences tend to be shorter – more direct to the point, so to speak. A virtue
in some languages, eloquence is valued lower in Swedish. Content is primary, form –
secondary. “We mean what we say and say what we mean”, a Swede would
 At meetings, avoid long and detailed introductions and extended background descriptions
– or reframe your presentation and deliver the conclusion/essence first. Later, keep
connecting the message to the relevant background, piece by piece. Relevance to the
subject should be your guiding star for effective communication with a Swede.
 Keep emotions to a minimum; cool, calm, and matter of fact is the preferred way in
Sweden under all circumstances. Do not use profanity – especially if you have no reason
for using it.
 Speak in a subdued, modulated tone of voice, as Swedes are a generally quiet people.
They might interpret your emotional involvement when speaking as a sign of being upset,
and even try to make you calm down.
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 Swedes accept silence with ease, so it would be a mistake hurriedly to fill in pauses in the
conversation.
 Use metaphors – they will make you an interesting conversation partner, but avoid
culture-bounded figures of speech – they are a low-value “communication noise”.
 Irony is another thing you should probably avoid. “Saying what we mean” eliminates the
need of it. Being ironic or, even worse, sarcastic could make you appear unfriendly and,
even worse, arrogant.
 “Mind your space” could be a Swedish motto. While minding hers, a Swede would expect
you to mind yours. Maintain a distance of two arm-lengths between you and the person
with whom you are conversing. I have seen so many Swedes crawl backwards being
forced by their advancing foreign conversation partners! Embassy receptions provide a lot
of occasions for such observations.
 Swedes keep their body language and hand gestures to a minimum, rather than relying
on nonverbal forms of communication. You see, waving with limbs (and by the way,
talking too loud) is in a way “taking somebody else’s space without asking for
permission”.
 With the exception of the handshake, Swedes do not like physical contact with anyone.
Do not backslap, embrace, or touch a Swede unless you know him well enough to know
that he does not mind.
Hospitality Manners and Food
 Although you most likely won't be invited to a local's home for a meal in Sweden, social
protocol is similar both in public and in the home. The Swedes are punctual so arrive on
time and shake hands with everyone present; make eye contact with those you are
greeting.
 After arriving, wait to see if your host has assigned a seat to you and wait to be seated
until everyone else sits. Meals may begin only after a toast so wait until you know if the
host will be giving a toast or at least don't eat until the host invites you to begin. If you
have alcoholic drinks, you should wait to take your first sip until after your host gives a
toast and says "skol."
 Once the meals begins, try everything offered and do finish all the food you take,
although many of the communal plates will have food remaining at the end of the meal
so don't take the last of any communal dish. When you eat use the continental style
(knife in the right hand, fork in the left), keep your hands in sight by resting your wrists on
the table, and indicate you are finished by placing your fork and knife together on your
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plate. Generally, the guest of honor will thank the host or hostess once everyone is
finished eating.
 At a restaurant, the inviter pays for everyone and the server can be summoned by making
eye contact (but don't wave as this is rude). If you are the guest, be sure to write or call
the following day to thank your host for his or her generosity.
 In Sweden, most bills will include a service charge of about 10%. Generally you want to
round up the bill so you leave an addition tip of about 5% and up to 10% for exceptional
service
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The former Yugoslav Republic of Macedonia
Greetings
 Men greeting Men – A firm handshake while looking each other in the eye for formal
greetings. A light hug is acceptable for men who know each other well.
 Women greeting Women – One or two kisses, one on each cheek for less formal
instances. For more formal instances and initial introductions, a handshake is common.
Traditional & some formal situations call for three kisses on alternating cheeks. Same
goes for good friends and family.
 Greetings between Men & Women – Three kisses on alternating cheeks for good friends
and family. For less formal situation and initial introductions, handshakes are appropriate.
One or two kisses, one on each cheek for less formal instances is common as well.
 Note: In Muslim areas, touching between men and women may be kept to a minimum.
When in doubt follow the local's lead.
Hospitality Manners and Food
 Dining in Macedonia is a pretty relaxed affair and like their neighbours in Bulgaria, the
people here are fairly open and inviting so, although sill unlikely, getting invited into a
local's home is more likely here than in most of Europe. If you do get this invitation, be
sure to bring a thoughtful gift, but if you aren't very thoughtful, bring a bottle of wine (if
your hosts are Christian; there is a substantial Muslim minority, many of whom don't
drink alcohol).
Communication Style And Conversation
 Your behaviour should begin with modesty as being loud, rude, showing off wealth, or
dressing provocatively will get you stares. Likewise, placing yourself above others or
boasting is viewed negatively.
 As a visitor to Macedonia you are welcome to wear any western-styled clothing, but do
dress for the occasion as churches and more formal settings require long pants, but if
wandering around a city as a tourist shorts and a t-shirt was just fine. Also be sure to
dress for the weather as the country has significant seasonal variations.
 People tend to speak rather close to each other, but not uncomfortably close. A little less
than an arm’s length is common.
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 Some touching during conversation is okay in close circles, but strangers do not usually
touch each other. Close girlfriends will hold hands or walk arm in arm while talking
together, but men do not.
 While communicating with members of opposite sex, the ethnicity and religion is an
issue. While people from opposite genders keep an appropriate distance, when they
come from different ethnic or religious background this distance increases. When they
come from similar backgrounds, the distance is not that great.
Dress code
 For Men - Dress shirt and slacks. Suit and tie may be appropriate in certain situations and
industries.
 For Women - Slacks and blouse or skirt and blouse.
 Avoid shorts, jeans, and less casual attire in business situations.
Meetings
 Showing up around when the meeting starts is appropriate. You may find yourself
waiting a while for Macedonians to arrive.
 Greetings usually goes according to status – greeting people from higher to lower status.
If there are women, they are the first to be greeted. Small talk is acceptable and usually
expected.
 The person with highest status starts and ends the conversation. Direct questions are
acceptable, but once the meeting is finished, there should not be any additional
questions.
 Bargaining is accepted, but not always necessary. In basic markets for food, bargaining is
fine. There is always room for negotiation, and bargaining is normal. Some emotions can
be expressed.
 Decisions are expected to be brought in a time range of 3-5 days maximum (in some more
complicated cases, a week or two is acceptable).
 In business situations, it is good to offer to pay for whatever is being served. You will
probably not be able to, but the offer is important.
 In general business situations, gifts can be given and received, but only those whose price
is no greater than 100 euros. Any present given above this value is seen as a clear attempt
for bribe and/or corruption.
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Giving Gift Etiquette
 Many people in social situations will bring something homemade and special, such as
wine or jams, when visiting, but not always. It is important that the gift is homemade. As
for birthdays and weddings, most people just give money rather than gifts.
 It is rude to not accept gifts or food from others. When a guest at someone else's house,
they will continue to give you food and drink far past when you think you've had enough.
It is very rude to refuse this hospitality, as Macedonians are very proud of their stellar
hospitality. When you go to someone’s home, remember that the guest is the most
important person in the house, so don’t bother to help to clean up or to wash the dishes.
It might be seen as an offense if you try to look for something yourself (like open the
fridge or the cupboards). Ask for anything you need.
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Turkey
Languages
 The official language, Turkish, is the first language spoken by 90% of the 63m population.
Minority languages include Kurdish, spoken by 6% of the population.
Religious practice
 Muslims are to pray five times a day - at dawn, noon, afternoon, sunset, and evening.
 The exact time is listed in the local newspaper each day.
 Friday is the Muslim holy day although this is not practised in Turkey. Most males attend
the afternoon prayer.
 During Ramadan all Muslims must fast from dawn to dusk. Fasting includes no eating,
drinking, cigarette smoking, or chewing gum
Etiquette & Customs
 Meeting and Greeting Etiquette
 When meeting, shake hands firmly.
 When departing it is not always customary to shake hands.
 Friends and relations would greet each other with either one or two kisses on the cheek.
 Elders are always respected by kissing their right hand then placing the forehead onto the
hand.
 When entering a room, if you are not met by someone, greet oldest or most senior first.
At social occasions greet the person closest to you, then work your way around the room
or table anti-clockwise.
 Greet people with the Islamic greeting of 'Asalamualaykum' (peace be upon you).
Gift Giving
 Gift giving has no real place in business relationships or etiquette. Relationship-building
will take the form of dining or sightseeing trips rather than gifts.
 If a gift is given it will be accepted gratefully. It might be food, or a craft items.
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 Before giving alcohol be sure that they drink.
 If invited to a Turk's home for dinner the usual gift would be pastries, (such as 'baklava') ,
an ornament or a vase. Flowers are not usually given. If the host has children take some
sweets or candy.
Dining Etiquette
 Most business entertaining will take place in restaurants. Turks enjoy food and a meal is
the time for relaxing and engaging in conversation.
 The host always pays for the meal. The idea of sharing a bill is completely alien. If you
offer to pay, you would never be allowed to do so. Instead you should invite the host to
dinner at a restaurant a few days later. You should tell the restaurant manager that they
must not to accept payment from your guests.
 Evening meals may be accompanied alcohol, usually the local drink called Raký
(pronounced rak-uh). The main course will be meat or fish, accompanied by bread and a
salad.
 Turks smoke during meals and will often take breaks between courses to have a cigarette
and a few drinks before moving onto the next course.
 Tea or Turkish coffee is served at the end of a meal sometimes with pastries. Turkish
coffee is a national drink and should at least be sampled. It comes in three forms: without
sugar, with a little sugar or sweet.
 Turkish coffee is sipped and allowed to melt into the taste buds, not gulped. Never drink
to the bottom of the cup. It will be full of ground coffee.
Business relationships
 Turks prefer to do business with those they know and respect, therefore spend time
establishing a personal relationship.
 Relationships are not only fostered in the office, but over extended lunches and dinners,
and during social outings.
 Courtesy is crucial in all business dealings.
 Turks do not require as much personal space as many other cultures and will stand close
to you while speaking.
 Try not to back away, as this can be construed as unfriendly.
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 Discussions may start slowly, with many questions that may seem irrelevant to the
purpose of your visit. It is extremely rude to insist that your colleagues get to the point.
 Ask about their family without prying. Questions about children will be welcomed.
 Turks are proud of their country and will enjoy answering questions on their culture and
history - but avoid political history.
 Most Turkish men love football and usually support one of three teams:. Asking after
their team's recent fortunes will produce lively a response.
 Once a relationship has been established, communication is direct.
 It is vital to maintain eye contact while speaking since Turks take this as a sign of sincerity.
Business Meeting Etiquette
 When meeting, shake hands firmly. When departing, it is not always necessary..
 In the business. Most women will shake hands with men. However, this may not be the
case in Eastern or rural Turkey where people are more conservative. If unsure, wait for
the woman to extend her hand.
 When addressing a Turk, call a man by his first name followed by 'bey' (pronounced bay).
So, ErtanGonca, would be ErtanBey. Similarly a woman's first name would be followed by
'hanim' (pronounced ha-num).
 Where professional titles exist such as Doctor or Professor, always use them either on
their own of before the first name. Curiously this is also the case with many other
professions such as lawyers 'Avukat', engineers 'Muhendis' and managers 'Mudur'.
 Initial meetings should always concentrate on relationship building. Engage in light
conversation to establish rapport.
 Questions about children will be welcomed. The Turks are proud of their country and
enjoy answering questions about their culture and history. Be sure to avoid politics.
 Appointments are necessary and should be made a week or two in advance.
 Avoid making appointments in July or August as many Turks take their holidays then.
Ramadan should also be avoided.
 Punctuality is expected although you should be prepared to be kept waiting.
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 First appointments are more social than business-oriented since Turks prefer to do
business with people they know.
 Small talk helps establish a rapport. Don't immediately begin discussing business.
 Have all printed material available in both English and Turkish.
 Presentations should be well thought-out, thorough, and backed up with visual aids such
as maps, chart and graphs.
Business Negotiations
 Your success is defined by your ability to build effective personal relationships combined
with a clearly outlined and well-presented proposal.
 Business is personal. Although this is changing with the influx of big multi-nationals and a
more corporate culture in some of the larger companies, many businesses are still family
owned and run.
 Turks will want to do business with those they like, trust, feel comfortable with and those
that can provide a long term relationship.
 If they feel you are hiding something or there is an element of suspicion about your
motives you may not get very far.
 Building a relationship with your Turkish counterpart(s) is critical. The first meeting should
be focused on getting to know each other. Once a relationship has been established you
can then move on to business.
 Turks are astute business people. Ensure your proposal clearly demonstrates the mutual
benefit and profitability of any agreement or partnership.
 Turks primarily communicate orally and visually so try to back up your statistics by
presenting information vocally or with maps, graphs and charts.
 Decision making can be slow. It is most likely that you will meet and negotiate with less
senior members of a family first. Once you are seen as trustworthy and your proposal is
financially viable, you will then move on to meet more senior members. A decision is
ultimately made by the head of the family or company.
 When negotiating, Turks will start at extremes in order to gauge your reactions. Prior to
negotiations know your target figure and work slowly towards it through meaningful
concessions. When conceding, ensure you present this as a favour and a decision made
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out of respect and liking for your counterparts. Try not to concede until you have gained
agreement on a reciprocal concession on a separate or related issue.
 Don't use deadlines or pressure tactics as the Turks will use this to their advantage and
reverse the tactic by threatening to cancel agreements or end negotiations. Be patient.
 It may not always be necessary to focus on financial benefits when negotiating. It is just
as useful to point to areas such as power, influence, honour, respect and other nonmonetary incentives.
Business Dress Etiquette


Business dress is conservative. You will be expected to wear a suit and tie. Similarly
women should wear smart professional outfits.



In the summer, and especially in the cities of Istanbul, Izmir and Ankara the weather is
hot and humid. It is acceptable to wear a shirt and trousers without a tie.



Outside the big cities and especially in the East of Turkey both women and men should
wear more conservative clothing. Women are advised to refrain from exposing their legs
and arms and to ensure clothes are not tight-fitting. Men should not wear shorts.
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United Kingdom
4 nations in one country
 The United Kingdom of Great Britain and Northern Ireland consists of England, Scotland,
Wales and Ulster (Northern Ireland).
 While the four countries share many customs, each has its own traditions and history.
 The citizens of any of these countries may be referred to as "British". When certain, you
are free to call the different residents: English, Scot, Welsh or Irish.
 If not certain, use "British".
 Be very careful never to refer to Scotland, Wales or Ulster as England, nor to refer to
anything Scottish, Welsh or Irish as English.
 That can cause great offence and used to provoke the Scots to draw their "skeandhu" (the
black knife kept in their stocking for easy access) with the words "We're not English!"
shouted in real anger.
Cultural Diversity
 Since World War II, Britain has become increasingly diverse with large immigrant
populations. This makes it difficult to define British as looking or acting in a particular
manner.
 People may sound British but retain the cultural heritage of their foreign origin. Others
may become more British than someone who can trace their family back many centuries.
Greetings and meetings
 At a first meeting British people may seem reserved, even cold. In reality, they are very
friendly and helpful to foreigners.
 A handshake is the common form of greeting, but try to avoid prolonged eye contact. This
can make people feel uncomfortable.
 Use last names and appropriate titles until specifically invited to use first names.
 Shake hands with everyone you are introduced to, both men and women.
 The appropriate response is "Pleased to meet you".
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Time and punctuality
 British people are very strict about punctuality. They make a great effort to arrive on
time. It is considered impolite to be late, even by a few minutes. If you are delayed, be
sure to warn in advance the person you are meeting.
 You must be on time for formal dinners, lunches, or appointments.
 For public meetings, plays, concerts, films, sporting events, classes, church services, and
weddings, it's best to arrive a few minutes early.
 For receptions and cocktail parties you can arrive any time during the hours specified
 The British often use expressions such as "drop in anytime" and "come and see me soon".
Don't take these literally. Always telephone before visiting someone at home.
 If you receive a written invitation to an event that says "RSVP", respond to the sender as
soon as possible, whether you plan to attend or not.
Body language and dress code
 British people don't like displaying affection in public. Hugging, kissing and touching are
usually reserved for family members and very close friends.
 Avoid talking loudly in public and limit hand gestures when speaking. The British like
personal space.
 Don't stand too close to another person or put your arm round someone's shoulder. Try
to keep at least 50 cms distance from the person you are talking to.
Clothing
 There are no restrictions on how to dress. In larger cities dress more formally, especially
in London. Men and women wear wools and tweeds for casual occasions. Slacks and
jackets are appropriate for men and women.
 Don't wear a blazer to work -- that is country or weekend wear.
 Always select an outfit that fits the dress code. When attending a holiday dinner or
cultural event, such as a concert or theatre performance, it is best to dress formally.
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General advice
 Men should open doors for women, and stand when a woman enters a room. It is
accepted for men and women both to hold the door open for each other, depending on
who goes through the door first. Always say 'thank you' to the person holding the door
open.
 The British appreciate their privacy. Don't ask personal questions about family
background and origin, profession, marital status, political preferences until you have
established a good personal relationship. Never mention money issues.
Queuing
 Few things make the British more angry than someone pushing into a queue. It is vital to
ensure that everyone takes their turn.
Mimicking
 It is also considered rude to try to sound too British, or to mimic the Scottish, Welsh or
Irish accent - except as a deliberate joke.
Humour
 Humour is ever-present in British life. It is often self-deprecating, ribbing, sarcastic, sexist
or racist. Try not to take offence.
Gift giving
 If invited to someone's home, bring a small gift such as wine or a book. Express your
gratitude and delight next day for their hospitality with a note or a telephone call.
Women's equality
 Women in Britain are entitled to equal respect and status as men, both at work and in
daily life.
 The British have the habit of using affectionate names when addressing someone, so
don't take offense if they call you love, dearie, or darling. These are commonly used,
especially in shops, and are not considered rude.
 It is unwise for a foreign woman to invite an Englishman to dinner. It is best to stick with
lunch. If you would like to pay for your meal, you should say so at the start. In public, it is
proper to cross your legs at the ankles, but not to cross your legs at the knees.
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Doing business in the UK
 The British are rather formal. Many older people prefer to work with people and
companies they know, or who are known to their associates.
 Younger business people do not need long-standing personal relationships before they do
business, and they do not require an intermediary to make business introductions.
Networking and relationship-building are often the key to long-term business success.
 Rank is respected and business people prefer to deal with people at their own level. Try
to include an older, more senior, person on your team as this will give an aura of
authority that is necessary to good business relationships in many companies.
British communication styles
 The British have an interesting mix of communication styles mixing understatement with
plain speaking. Many older business people rely on the formal use of established
protocol. Most British people are masters of understatement.
 The British do not use effusive language. They have a tendency to qualify their statements
with 'perhaps', 'may be' or 'it could be'. When speaking to people they see as equals, in
rank or class, the British are direct, but modest. With someone they know well, their style
may be more informal, although they will still be fairly reserved.
 Punctuality is a very British trait. It is especially important in business situations. In most
cases, the people you are meeting will be on time. Always call if you will be even 5
minutes later than agreed. If you are kept waiting a few minutes, don't make an issue of
it.
Business meetings
 Punctuality is a very British trait. It is especially important in business situations. In most
cases, the people you are meeting will be on time. Always call if you will be even 5
minutes later than agreed. If you are kept waiting a few minutes, don't make an issue of
it.
 How meetings are conducted is often determined by the composition of the people
attending. If everyone is at the same level, there is generally a free flow of ideas and
opinions.
 If there is a senior ranking person in the room, that person may well do most of the
speaking.
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 In general, meetings are rather formal and always have a clearly-defined purpose, which
may include an agenda. There will be a brief amount of small talk before getting down to
business.
 If you make a presentation, avoid making exaggerated claims. Make certain your
presentation, and any materials provided, are professional and well thought out. Be
prepared to back up your claims with facts and figures.
 The British rely on facts, rather than emotions, to make decisions.
 Maintain eye contact and a few feet of personal space. After a meeting, send a letter or
email summarising what was decided and the next steps to be taken.
Business Dress
 Men should wear a dark coloured, conservative business suit.
 Women should wear a business suit or a conservative dress.
Greetings
 Upon arrival, shake hands with everyone at the meeting.
 Maintain eye contact during the greeting.
Titles
 Only medical doctors, the clergy and the military use their professional or academic titles
in business.
 Most people use the courtesy titles of Mr, Mrs or Miss and their surname. (Mr and Mrs
are words in the United Kingdom and do not require a full-stop).
 If someone has been knighted, they are called 'Sir' followed by their first and surname, or
simply by their first name: "Please tell me, Sir John, what is the ... "
 Wait until invited before moving to first-names. People under the age of 35 may make
this move more rapidly than older British people.
Business Cards
 Business cards are exchanged at the initial introduction without formality.
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 The business card may be put away with only a cursory glance. This can appear rude, even
offensive, to people from some cultures, especially the Japanese who must receive a
business card with both hands and a slight bow and then study it in detail.
Business Gifts
 The giving of business gifts is not part of British business culture.
 If you wish to give a gift, make certain it is small and tasteful. Such a gift might be a desk
accessory, a paperweight with your company logo, or a book about your home country.
 Inviting someone out for a meal can also be viewed as a gift.
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