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The word ‘protocol’ in the past...

• Greek origin
• meaning: signature, • meaning: signature, 

archive,                             
record/file



… and today

• Defines activities regarding  mode of 
communication by international rules

• International agreement between two • International agreement between two 
or more states

• Output of an international conference



Rules of protocol are a nuisance 
to many people, but in practice 
they resolve many dilemmas, they resolve many dilemmas, 

prevent misunderstandings and 
facilitate certain actions.



The first and basic rool of protocol is

RESPECTRESPECT









The catch is in 

DETAILS





FUNDAMENTALS OF 
BEHAVIOUR AND 

APPEARANCEAPPEARANCE



All rules of behaviour are based 
on the consideration and respect 

of other people and form the of other people and form the 
basis for better and more 
effective communication.



You never get a second chance to 
make a first impression

� appearance how we look 55 %

� perception how we act 38%

� speech how we speak 7%



Non-verbal communication

...







Non-verbal communication

• Sometimes even 5 times stronger and 
more expressive than verbal messages

• Non-verbal communication often • Non-verbal communication often 
‘outruns’ verbal communication and 
emphasises or signals at untruth in 
verbal language



Appearance
‘Less is more!’

� hygiene
� fingernails
� hands
� teeth� teeth
� hairdo
� discreet make-up
� discreet odour/perfume
� clean and orderly dress, no stains
� clean and orderly shoes
� shaving



Eye contact 
smile...

� Kind and peaceful look
� Look 3 to 5 seconds before speaking; max.

20seconds,moreis disturbing20seconds,moreis disturbing
� Beyond 20 seconds = social look – entire

face, most often the mouth
� Looking from the chin downward is already

intimate



Body language – the giveaway...

� Boredom: head heavily set on hand extended along one side
of the face, eyes gaze in same direction for extended time

� Lie: short hand/arm movements, approaching nose, mouth,
touching the tip or ridge of the nose, fingers circling or
strokingareaarounglipsstrokingareaarounglips

� Impatience: fingers in repetitive motion, often to a beat, one
hand touching the other, ‘stiff’ body movements

� Arrogance: hands in ‘triangle’ position facing upwards, torso
leaning backwards, head high and almost constantly leaning
back



Extending your right hand as a sign of good 
intentions is an age-old custom in most 

nations

• Handshake is brief, 3 to 4 seconds• Handshake is brief, 3 to 4 seconds
• Grasp hand firmly, not too strong
• Look other person in the eye
• Shake hands at elbow-height



A few basic rules of handshaking

� Senior by rank offers hand to junior
� Older person offers hand to younger
� Womanoffershandto man� Womanoffershandto man
� Men take off gloves when shaking hands, women

need not do that (for reasons of practicality, men
may shake hands with each other wearing gloves)

� Only 1 time, maximum 2 times in the same day with
the same person









Verbal communication 

The four musts:
Thank you, Please, 
Excuse me, Sorry



A greeting is a sign of friendship, 
attention and respect

• Some basic rules:                                   
� Juniorby rankgreetsto seniorfirst� Juniorby rankgreetsto seniorfirst
� Younger person greets first
� Man greets woman first, unless he is much older
� If you meet a younger acquaintance with his wife, greet

her first; this is a sign of respect for his wife
� Always greet people who live in the same building, no

matter where you meet; greet strangers in hall or elevator



When introducing yourself always 
look the other person in the eye

� Junior by rank is introduced to senior
� Younger person is introduced to an older person
� Men is introduced to women, except if there is a great age

difference
� When somewhereas a guest, guests always introduce� When somewhereas a guest, guests always introduce

themselves to the host, disregarding rank, age and sex
difference

� Women need not rise when introduced, men must always rise
� In company, the host or most senior person introduces people

to one another
� Listen carefully when people introduce themselves and try to

remember their name
� If there is no-one to introduce you, do so yourself



First name / last name

• Addressing someone by their last name is a 
sign of respect

• First name basis more frequent now 
(especially among young people)

• First name basis more frequent now 
(especially among young people)

• Move to first name basis only after 
extended period of acquaintance; must be 
proposed by person senior in rank, older 
person or the lady 



Addressing people

• Mister, Madam, Miss, Missis for people on 
last name basislast name basis

• First name only for people we know well
• Use titles when in company of people we 

know professionally: Dr., Professor, etc. 



During conversation

� chatting (never talk about people who are not
present or things you don’t know about)

� The ‘I’ factor
� Jokes not fore everyone(jokes must not be

offensive)
� NO GO topics: intimate family life, politics,

religion, illness



Written communication

Distinguished Mr President...



Written communication on 
special occasions

� Calendar events(New Year’s) card
(2 weeks in advance)

� Thank-you letter(ondayaftereventat thelatest)� Thank-you letter(ondayaftereventat thelatest)

� Personal occasions(birthday, anniversary,..) greeting
or invitation (on day of occasion or latest 5 days after –
never before)

� Condelences(telegrams on the day of funeral at the
latest; written thanks for condolences)



A few tips

• The rule that letters should be hand-written is giving 
way to computer typed and printed letters; 
nevertheless, as a sign of respect, we sometimes use the 
heading (Dear John) and ending (Sincerely yours, heading (Dear John) and ending (Sincerely yours, 
Mary) in hand-written (in thank you letters and 
personal letters)

• Written messages should be replied within 8 days, fax 
messages with 48 hours, e mails the same day, if 
possible.







Official letters should contain the 
following elements in this order:

� Logo (and name of institution or company)
� Addressee (exact address)
� Date and place
� Subject / Re:
� DistinguishedMr President(alwaysofficial title, not name; nameonly whenwriting� DistinguishedMr President(alwaysofficial title, not name; nameonly whenwriting

letter of congratulations, condolence, invitation)
� Text – in paragraphs
� Closing clause
� Signature
� Name and surname
� Title/position
� (Seal)
� Attachments
� CC:



Full address on envelopes
• Distinguished 
• Mr./Ms  Name and Surname
• State Secretary
• Ministry of ….• Ministry of ….
• Street address
• Post code and city
• State

If invitations are handed over personally, only write the name and title on 
the envelope



Invitations

• Invitations should be printed; only the name 
and position or academic title are 
handwritten (e.g. H.E. Dr. XY)handwritten (e.g. H.E. Dr. XY)

• Invitations should bear a logo or heading
(company logo, party logo, etc.)



What goes on the invitation

� Who is inviting
� Event 
� Date, time and place� Date, time and place
� (Duration) 
� Dress code
� R.S.V.P.



Along with basic information the lower left or 
right-hand corner may include the time of the 

event, dress code and other details: 

� R.S.V.P.- repondez, s'il vous plait      (please reply)

� P.M. - pour memoir (reminder)� P.M. - pour memoir (reminder)

� Regrets only
� Black tie
� White tie
� Dark suit









Business card information
� Name and surname
� position
� (academic degree)
� Companyname� Companyname
� Company address
� Phone
� Fax
� E-mail address



Receptions, luncheons, dinners

Bon appetit!











Seating arrangement

• If the event is informal, among friends, free
seating unless otherwise specified by host

• Whenpreparingtheseatingarrangementthe• Whenpreparingtheseatingarrangementthe
host makes sure that all men are not on one
side of the table and all women on the other



Seating arrangement for formal 
lunchens and dinners

• Order of seniority to be prepared; the seating 
arrangement discloses the guest of honour

• Place the seating arrangement panel outside the 
dining room in a visible place, where the guests dining room in a visible place, where the guests 
are assembling for the aperitif; this ‘Tableau’ is 
placed on an appropriate piece of furniture 
(usually a leather-bound plaque in the shape of 
the table with guests’ name cards)

• Name cards placed next to glassware on the table



Seating arrangements

• French
• English
• U system• U system
• Round table
• Buffet system





Procedure
• Suitable decoration (flowers, silverware)
• Seat the main guest so he/she have the 

better view (e.g. through the widow, not into a door)

• The host awaits the guests at the entrance • The host awaits the guests at the entrance 
into the reception area, staying there for up 
to 15 minutes to welcome the guests

• When everyone is assembled, the host 
invites the guests to the table

• The toast
• At the end the host bids farewell to guests



Who begins to eat?

• At a sitting luncheon or dinner, the host begins to 
eat once all guests have been served

• At meals with 20 or more guests the host waits for 
the guest of honour and the nearest guests to be the guest of honour and the nearest guests to be 
served

• At buffet luncheons and dinners the host and the 
guest of honour usually open the buffet; if the 
spouse is accompanying the host, they jointly open 
the buffet



Toasts

• Done standing up
• At the beginning of the meal (more and more 

frequent)or following main course, before frequent)or following main course, before 
the desert

• Raise glass just before the end of the toast
• Knocking of glasses not desirable (simply 

raise the glass to chest level in the direction of the 
guest)





What to look out for when 
preparing the menu

� Type of meal
� Time
� Season� Season
� Nutritional habits / customs
� Diets
� Allergies
� Disability





Basics of dress code

Less is more!



People should adopt certain obligations and rules 
of behaviour, which to some may represent an 

encroachment on their personal freedom.

Certain professions require a certain image, 
and that is ‘part of the package’.



We have four basic tipes of clothing

• Casual cloth
• Work cloth
• Formal cloth
• Evening cloth



Casual dress

• Broad spectrum of clothing permitted, 
decency being the only limit





Work clothes must suit the job

• One must exhibit a respectful attitude towards one’s
work and towards one’s partners at work

• Politicians, civil servants, business and other exposed
personsusually understandthe following as ‘workpersonsusually understandthe following as ‘work
clothes’: formen a suit and tie, forwomena dress or
suit with covered shoulders, a not too deep neckline
and a skirt at approximately knee-length; for women
nylons are a must (also in the summer!) and not
open shoes; jewellery should be discreet



Formal dress - dark suit 
much more relaxed at present

• men: dark suit (black, dark blue or dark grey) and tie (not too

colourful) and a light-colour shirt(white shirts used to be the rule,
today other lighter tones such as blue or beige are also worn)

• ladies: short(knee-height)elegant dress or suit (with skirt or

throusers): covered shoulders, not deep neckline, skirt at approximately knee-
length, nylons and not open shoes

• After 6pm dark suits are a must for men, and a short cocktail dress without hat for ladies; brown
suits not suitable for men after 6pm





Evening dress only after 8pm

• 'full evening dress' or 'white tie' and 'black tie' or
'dinner dress' are most often replaced by dark suits
with white shirts and a ‘serious’ tie for men and a short
eveningdressfor women,althoughblack ties andlongeveningdressfor women,althoughblack ties andlong
evening dresses are on the comeback

• Wristwatches are not worn at particularly solemn
‘white tie’ events, receptions and dinners









GIFTS

Give discretely, receive visibly.



A gift is the sign 

of the bearer’s cultureof the bearer’s culture



Presenting gifts

• In principle, the guest brings or hands over the gift, 
although increasingly  hosts present gifts to guests as 
well

• If the guest does not present a gift to the host, the host 
is under no obligation towards the guestis under no obligation towards the guest

• The most suitable time for personal presentation of gifts 
is following the toasts or at the end of an official meal, 
before coffee is served

• Passing gifts accross the table is not suitable 



Presenting gifts

• Whenever a gift is presented personally, this 
is to be done kindly and in an open box; the 
recipient should look at the gift immediately recipient should look at the gift immediately 
and thank for it

• Whenever a gift is presented through the 
Protocol or is delivered to the guest’s 
residence, it must be wrapped and must 
contain a card from the host





Small gifts strengthen 
friendships, 

large ones tear them apartlarge ones tear them apart

• The value of the gift is not important, the 
intention is what matters



A FEW CURIOSITIES TO 
CONCLUDECONCLUDE



Mourning colours

� Black is the generally accepted 
colour of mourning 

� In Jewish culture it is white, while 
in China it is white with a black 
detail



On punctuality...

� In Germany, an invitation for dinner at
8pm means precisely 7pm, 59 minutes
and60secondsand60seconds

� In Latin America, it means no-one shows
up before 9.30pm...



Thank you.

Don’t forget: 
Sometimes rules are made to be broken.

There would be no progress without bending the 
rules every now and then!


