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Soft Skills for
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INTRODUCTION
What are soft skills?
Soft skills are also referred to as communication skills, transversal skills or talents, and are
generally transferable skills. Everyone has and uses these abilities to work in teams, some of
them being: leadership, creativity, self-motivation, decision-making, time-management, and
problem-solving (European Social Fund, 2016). In other words, “soft skills are interpersonal
qualities, also known as people skills, and personal attributes that one possesses” (Robles,
2012).
It is important to be aware that “the perception of what a soft skill is differs from context to
context” (Schulz, 2008) and each EU country can use different definitions, as can be further
explored below within the ESCO classification. “The ESCO classification identifies and
categorizes skills, competencies, qualifications and occupations relevant for the EU labor
market, education and training” (European Commission, 2019). It works as a dictionary,
showing the relationship between the different concepts, describing, identifying and classifying
professional occupations, skills, and qualifications relevant for the EU labor market, education
and training. Its aim is to support job mobility across Europe – and thus a more integrated and
efficient labor market – by providing a “common language” regarding occupations and skills,
which can be used by different stakeholders on employment, education and training topics
(European Commission, 2019). It is available in 26 languages, allowing jobseekers and
employers to better communicate about skills, training and jobs in any chosen European
language, which makes it very relevant to migrant entrepreneurs. A person can use the online
portal https://ec.europa.eu/eures/public/en/homepage, which is designed to help European
public and private employment services offer their services across borders, languages and
electronic systems.

Soft skills and professional development
Soft skills can be conceptualized in a broad sense as, “competences transferable from job to
job, from company to company, from one economic sector to another” (Cinque, 2016).
Nowadays, soft skills are becoming as important as hard skills when one looks for a job, yet soft
skills are the hardest skills to document and are still often neglected by employers (European
Social Fund, 2016). “Historically, technical skills, also known as hard skills, were the only skills
necessary for career employment, but today’s workplace is showing that technical skills are not
enough to keep individuals employed” (Robles, 2012). Soft skills are closely connected with
employability, particularly for young people entering the labor market (Cinque, 2016).
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Researchers agree that hard skills contribute little to one’s professional success, when
compared to soft skills, as employers are progressively looking for employees who are socially
well-adjusted, rating soft skills as number one in importance for entry-level success on the job
(Robles, 2012).
Individuals face continuous professional development, in order to remain competitive on the
labor market. Adult learning is therefore of crucial importance, if the EU is to overcome the
economic challenges it currently faces. In order to support adult learning, the EU highlights the
need to significantly increase adult participation in formal and informal learning, whether that
is to acquire work skills, for active citizenship or for personal development and fulfillment
(https://ec.europa.eu/education/policies/eu-policy-in-the-field-of-adult-learning_en).

SOFT SKILLS IN PRACTICE
Soft skills are needed as much as technical knowledge, which raises the importance of the
ability to continually improve emotional intelligence. In his book called “Emotional
Intelligence” (1996), David Goleman explains the term as the ability to recognize, understand
and manage our own emotions and to recognize, understand and manage the emotions of
other people.
From the skills listed below, additional skills emerge, and they can be considered more as six
pillars. Technical knowledge is needed, but soft skills are less tangible and thereby harder to
measure. Soft skills make a difference in performance and should be part of the entrepreneurs’
vision, since this will lead to greater success.

1. Self-leadership and leadership
For entrepreneurs, leadership can be a crucial characteristic that leads to success – people can
have great ideas but if they do not have the capacity to take initiative and courage and try
them, their ideas lose their value.
Leadership is guiding and/or influencing people in order to reach certain results or goals.
Leadership is a skill like any other and can be learned or trained, and it is something we can
practice and improve. Everybody has the potential and capacity to be a leader, but that does
not mean that everybody should be a leader, or even wants to be a leader. True leadership
implies having personal integrity, an inspiring vision and a commitment to people. It means
that helping people create conditions that make the individual and the collective perform
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better. The leader needs to cater to all process phases, from communication, teambuilding and
coaching to being able to handle conflicts. The leader should also know when to guide a
person and when to let that person assume new roles or even take leadership of a certain task.
Self- leadership is the center of leadership – a person needs to develop self-awareness and
self-management. It is hard to imagine that someone can be a leader and run the business if
they do not develop these personal skills. Self-leadership means that we always act from a
place of courage, cooperation and compassion, and that we act with integrity and authenticity.
We simply act according to our words and vision.
A good leader needs to have passion and to act with passion. Passion is an essential part of
vision, which is crucial for every leader, as well as for anyone starting a business. In relation to
vision, as a leader, you need to be able to answer the following questions: What is my purpose?
What is the purpose of what I am doing?.
Vision is what really moves you and other people to a greater performance. It is often said it is
not what you want to have, but what you want to give or create. It is not a requirement to have
a clear vision right from the beginning, as this is something that can be developed during the
creation process.
Leaders needs to balance and deal with tensions between their vision – inner world and reality
– the outer world. One of the important characteristics is to be grounded and make strong
connections with the real world that surrounds us. It is good to know that reality is changeable.
You never know for sure what is possible and what is not, and you cannot create a perfect plan
that is guaranteed to always work. Learning how to deal with the needs and challenges of
reality is part of the problem-solving and creativity skills that will be explained further in the
chapter.
According to Sarmad Hasan, there are ten qualities representative of a good leader:
• Honesty and integrity,
• Confidence,
• Inspiring others,
• Commitment and passion,
• Good communicator,
• Decision-making capabilities,
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• Accountability,
• Delegation and empowerment,
• Creativity and innovation,
• Empathy.
More about Sarmad Hasan’s 10 leadership qualities can be found here:
https://blog.taskque.com/characteristics-good-leaders/

Exercise 1:
Some leaders are more pleasant to work with than others. Think about the types of leaders you
have met. What type of a leader do you prefer to work with? What characteristics should they
have? Study the list below and feel free to add other traits as well.
Clear vision
Listens to people

X Cooperative
Authentic, honest

Has the ability to solve
problems
Dares to risk
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Accepts suggestions from
team members

Inspiring, energizing

Flexible

Delegates responsibilities

Creativity and
innovation

Communicative

Enduring, consistent

Accountable, Secure

Experienced

Exercise 2:
The SWOT Analysis is a planning tool used for evaluating all the factors that will affect the
achievement of a project or a personal development plan. It is a good exercise to check your
self-leadership skills. SWOT will help you to explore your Strengths, Weaknesses,
Opportunities, and Threats. It can be used for any individual, business or organization. It
focuses on the vision or goal, through the analysis of all the internal and external factors
affecting the achievement of the goal.

More about the S.W.O.T. analysis can be found here:
https://www.mindtools.com/pages/article/newTMC_05.htm
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2. Teamwork
An important part of starting a company is knowing how to work in a team. Nobody is doing all
the work by themselves. Success is the result of many people working together to achieve a
common goal. A team player is a person who is cooperative and willing to work effectively with
other people who might have different levels of education, culture and personality. They should
develop communication and trust between all members of the team. Just as well, a team
player needs to perceive and respect the needs of others, and be able to take on the role of
leader in the group, if there is such a need.
To enhance teamwork, three essential factors are at play: focus (a shared vision of what has
priority), structure (a clear division of tasks and responsibilities) and culture (creating values,
rules and habits when working together). These factors have an impact on the working process
and on the personal dynamics of the team. A leader should know on which level there is a lack
of function or what is causing an ineffective structure. When it comes to teamwork, a lack of
clear focus can lead to personal frustration, and it is best to establish a shared vision – this can
take time and effort, and requires respecting the freedom of choice of each team member. A
team should explore different perspectives and how these can work together toward the same
vision. This creates team energy, which is known as synergy.
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A team goes through several phases, shown in the image below. Dr Bruce Tuckman published
his model in 1965, demonstrating these phases step-by-step – how a successful team is created
and how difficult it can be if some of the phases are skipped. As an example, without properly
forming, a team will not be able to have a clear focus. If the team avoids the storming phase,
this will lead to a lack of energy and commitment, and a team without norming will be stuck in
the absence of rules and respect, which can cause various problems.

Tuckman’s stages video: https://youtu.be/nFE8IaoInQU

Team effectiveness is an important part of teamwork, since each behavior by a group member
creates a result. This can be interpreted towards one of the following: task-oriented, selforiented or building and maintaining solid group work. A team should develop properly and be
able to see things beyond just dealing with the task. A team focusing only on the task will end
up having individuals that are less likely to cooperate and don’t want to express their needs or
feelings. The team members will instead be engaged in self-oriented and individualistic
behaviors, without concern for the others or for the wellbeing of the team.
Exercise 1: How to practice feedback?
There is a difference between destructive criticism and constructive feedback. Before you give
feedback, check what your goal is. If your goal is to improve relationships, you can use some of
the tips from the graphic below.
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Exercise 2: Team role test
In a group, everybody has a role. Find out which role in the team is the most suitable for you.
https://www.123test.com/team-roles-test/

14

More exercises for teambuilding activities:
http://crossingborders.dk/wp-content/uploads/2017/06/breaking-the-culture-of-silence.pdf

3. Communication
Why do we need good communication? Everything you do is about communicating something
to someone in some manner. How you communicate with potential clients, stakeholders or
colleagues will make a difference in whether they will choose you – now or in the future.
A polite, professional and positive style of communication, involving respect and
understanding on both sides is absolutely crucial. When managing your business, you may need
to communicate with various stakeholders, suppliers, consultants, lawyers, marketing agencies,
employees and unemployed etc., and you need to have good communication skills to reduce
the chances of being misunderstood. Working with people is all about communication.
People are more productive when they know how to communicate. Communication is not just
about sending information or expression. It is a constant exchange of different pieces of
information between two or more participants. There is both a receiver and a sender, since you
are sending and receiving messages during the communication process. Communication creates
contact, context, feelings, and attitudes, and it shapes a relationship between the sender and
the receiver. Its creation includes not only the message in the mind of the receiver, but also
your own learning process and what you want to convey as the goal of communication. It is
important to mention that, quite often, we remember not just what others tell us, but also how
they make us feel while we are communicating.
According to Schulz von Thun’s communication model, in every moment I communicate on four
channels:
• I am giving information,
• I am telling something about me,
• I am telling something about how I see the receiver and how I define our relation,
• I am telling something about what I want the receiver to do.
Improving communication skills is done by actively listening and articulating ideas clearly,
verbally or in writing. This means a person can explain complex questions, ideas, and directions
to colleagues and clients. You will be able to tailor the vocabulary, tone, dynamic of speaking
and body language to each audience, in order to achieve the goal of creating understanding
and building a trusting relationship. In other words, how you present yourself is how you
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present your business. The way you deal with people determines your business and your
success. How many times have you not returned to a restaurant because the waiter was
impolite? How many times were you impressed by a business/service because they went
beyond your expectations?
Communication requires the management of attention, which is the ability to focus on the
message (vision) and receiver (reality). Communication needs to be adjusted – to be
understood properly, you must adapt your communication to the receiver and the situation of
the communication. For example, in a loud train station, you need to speak loudly to be heard,
but this might not work that well in a quiet restaurant. You need to constantly improvise and
change your communication style, in order to match the situation and circumstances. Like in
the case of any creative process, you should generate different options and not stick to a fixed
plan, since conditions can change.
Presentation skills and public speaking are important when you establish your business. Selfconfidence will develop in time, but you need to work on improving it. Many people don’t pass
because they don’t have enough self-esteem. When presenting, you must create a positive
image about yourself and build relationships. That will help you boost your performance and
business.
Facilitating skills play an important part in the communication process of a team. In the
following illustration, you can see their most important aspects.
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According to Bjørnelund Claus (Intercultural Communication, 2019, Lecture Communication in
teams), there are three effective tools to improve communication and presentation, and they
are: active listening (including body language), summarizing and synthesis.
How to improve communication skills through active listening?
Active listening simply helps us to understand, avoid judgment, and empathize with others.
That is why it is common to say that the best communicators are the best listeners. Using
nonverbal communication (eye contact or nodding) while actively listening helps to build a
feeling of presence and understanding.
• Pay attention. Observe the process of communication, including the choice of words,
the tone, the speed, body language. Also observe yourself – your body posture and the
way in which you communicate. Do you communicate from a point of respect and
tolerance?
• Withhold judgment. This means that you need to approach with an intention to
understand and to listen to the other person’s opinion, feedback or even criticism.
• Reflect or mirror. Learn how to reflect words and emotions, try to rephrase, paraphrase
or interpret. That can give new perspective and understanding.
• Clarify. When something is unclear, ask for clarification. That can be beneficial not just
to you, but also to the person you are communicating with, helping to avoid ambiguity.
• Summarize. Providing a summary helps to restate key terms and simplify the view of the
topic of the conversation.
• Share. Active listening is sharing what you have observed and realized, in order to create
mutual understanding.
Summarizing:
• If you can clearly explain Who? What? Where? Why? When? How? regarding your
project or idea, you will be in high demand.

Synthesis:
• Find agreement on what needs to be done,
• Find a common ground,
• Summarize,
• Build your proposal,
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• Look into new ideas on how differences can be resolved.
To develop overall communication skills, join workshops, courses and trainings. There are many
tools, tips and advices that you can use to gain confidence, practice active listening or monitor
your nonverbal communication. The main goals are to gain confidence, create opportunities
and improve your performance.

4. Creativity
Gardner (2001) states that a creative person is someone who solves problems on a regular
basis, develops products and deﬁnes new enquiries. In the entrepreneurial world, we see
creativity as a soft skill, which refers to how you approach problem solving.
“The best entrepreneurs always have been and always will be problem solvers.”
Richard Branson (Founder of the Virgin group)

Is the approach unique, innovative or more
efficient than previous approaches?
Do you know how to think outside the norm,
and can you predict new ideas that are not
so obvious?
Do you know how to adapt to changes in the
market and understand what it means for
your business?

On the way to start and develop your business, you will face many problems and unexpected
challenges. The key is to always try to approach them with a constructive mindset. Instead of
complaining, take action and be ready for quick solutions and fast decisions.
Kobus Neethling has introduced three creativity zones:
• Zone I – Problem-solving: this is the lowest zone in which problems are seen, we use
techniques for problem solving, we play safe and we plan creativity.
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• Zone II – Opportunity: this is the innovation zone, where we look for opportunities and
play with them, showing a greater degree of courage.
• Zone III – Outside, beyond: this is the zone where we set new norms and we discover
what is possible; creative wisdom and extraordinary courage are present.
It is important to acknowledge your fears. It is not recommendable to avoid fears, but to see
them as challenges that can bring along new and creative ideas. Critical thinking helps us to
generate new ideas, to think of both the positive and negative sides, to share with others, ask
for advice and suggestions, and to simply brainstorm together.
It is possible to measure creativity. Guilford and his associates in the University of Southern
California Aptitudes Research Project have developed tests regarding divergent thinking
(Guilford & Hoepfner, 1971). Dimensions of Divergent Thinking by Guilford includes four main
questions:
• fluidity (number of ideas) – How many ideas?
• flexibility (number of content categories / shifts) – How varied?
• originality (ideas just mentioned by one participant) - How unusual?
• elaboration (number of ideas per content category) – How deep?
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Exercise 1: Everybody can learn to be creative!
Skills that can be trained to improve creativity are:
• observation > Exercise: observe the world surrounding you for five minutes without
interacting/go for a five-minute silent walk, then write your reflections.
• inquiry > Exercise: Wheel of questions – write down your question (parent question).
Other members of the group need to answer your question with another question (child
question). You write down all questions and then come back to the parent question. Did
something change?
• interpretation > Exercise: stand in line, all facing the same way. The person in the back
taps the person in front of them and shows her/him a movement (like pretending to ride
a bike). The person then turns around and taps the next person on the shoulder, and
then the process repeats, until in the end the first and the last person stand in front of
each other and repeat the movement at the same time. Is it the same?
• invention and innovation > Exercise: 100 ways. In 10 minutes, groups must come up
with 100 ways in which a chicken can cross the road. This exercise warms up a group
and lowers their inhibitions for sharing their ideas with others on their team.
Exercise 2: An Easy Way to Increase Creativity:
https://www.scientificamerican.com/article/an-easy-way-to-increase-c/
Exercise 3: How to Improve Creativity Skills:
https://www.seeken.org/how-to-improve-creativity-skills/

5. Management and self-management
To be a successful and effective manager, you need to develop leadership, communication,
organization and time management skills. A good manager is reliable, confident and respects
the employees and colleagues. The task of a manager is to create an environment of
cooperation and good teamwork, which continues to develop the competences of every
employee. The strategic plan should answer any questions about authority, time, place and
manner of implementation. Planning brings broader context and strategic thinking (including
understanding of your own and other people’s thoughts). It should guarantee a continuous
improvement of the quality of the work and products, with frequent critical observations and
review. It is a complex process that requires time and energy, but you should always have in
mind your vision and your passion – Why are you doing this?
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Self-management is about wellbeing and taking care of your physical, emotional and mental
health. It is a central part of your personal development and brings awareness to your senses,
thoughts and emotions. Self-awareness cultivates and maintains your creativity, inspiration and
curiosity. Re-connecting with yourself on a daily level will prevent challenges that can occur
(stress, worries, sickness). It is about being present and paying attention to what is happening
around you. This is a simple and powerful technique that brings many benefits.
“The secret of success is to be fully awake to everything around you.”
Jackson Pollock
How you can practice your self-management and self-awareness:
• Meditate or practice mindfulness;
• Accept reality and don’t judge;
• Open your mind, be curious and open for discovery;
• Slow down during the day (in your body and mind);
• Appreciate and cultivate good things;
• Before reaction, take three breaths;
• Connect at least once a week with nature.
Exercise 1:
An effective method to practice your management skills is the Disney brainstorming method,
where you adopt different roles during the creation process. That gives an opportunity to
brainstorm from various positions and create a concrete strategic plan.
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Business mind, Business moderation – the Walt Disney creativity method, March 28th, 2015
https://www.businessmind.at/2015/03/28/business-moderation-the-walt-disney-creativitymethod/?lang=en
More about the method can be found here:
https://idea-sandbox.com/blog/disney-brainstorming-method-dreamer-realist-andspoiler/#axzz5zj7X5Czn

Exercise 2:
One way of setting goals is the S.M.A.R.T. method – which stands for: Specific, Measurable,
Achievable, Relevant and Timely. Start by clarifying each of the stages of formulating goals and
keep in mind that all these characteristics are equally important.

Mulder, P. (2018). SMART Goals. Retrieved from ToolsHero: 9/18/2019
https://www.toolshero.com/time-management/smart-goals/

More about the S.M.A.R.T. method can be found here:
https://www.yourcoach.be/en/coaching-tools/smart-goal-setting.php

6. Networking
Networking is seen as an art, as it can be one of the biggest success factors in a business. It is all
about connecting and creating relationships with people. Networking can be done through
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online activities and social networks, as well as through real interaction at various gatherings or
just normal everyday life situations. It enables us to make valuable business contacts, which
can serve to promote our business, share ideas, tips and gain new competences. By networking,
we can come up with useful information and contacts to show our personal qualities and
achievements to others.
• Before starting to network - choose the right network. Who can be interested in your
work and your ideas and where can you get valuable information on how to promote
your business? It is useful to do some research beforehand – that way you will be
prepared, and communication will be much easier.
• Networking is not just about getting to know people, since it requires planning how to
meet and connect with other people. In the future, you want people to know about you
and to promote your business. Social events are an opportunity to create important
contacts, through informal and formal socializing. Seminars, workshops, trainings,
volunteerism, entrepreneurship groups, social or sport clubs are some options that can
be used to create valuable contacts.
• Start from your existing network – you already have your existing networks, which
include friends, relatives, acquaintances and neighbors, and the simplest way is to begin
by communicating your message to them.
• Be creative in communication and connecting. A good networking practice is a two-way
process – before you ask, you need to give something too. You should think about your
strengths and abilities and how they relate to others, in order to be able to expand your
network.
The most important is to be active and open for new meetings.
And then – keep on doing it!

Sometimes it takes time, but you need to be
patient and persistent. Some tips to improve
networking skills:
• Take initiative and send a message;
• Join the groups around you;
• Join groups from your field of work;
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• Be active on social media;
• Every meeting is a possibility;
• Don’t just ask – offer something as well.

THE STORY OF A SUCCESSFUL ENTREPRENEUR – CASE
STUDY
“I have been self-employed all my life, I was a singer for most of the time. After I decided to
open my own brand, African Inspired. I also became a visibility and branding coach, because
as an entrepreneur, I was seeing my friends, they didn't know what to do, so I saw an
opportunity. Now I'm actually qualifying to be a certified coach so I can work even more.
Both bring me an income”.
Céline Fati, entrepreneur

Céline is from the French Caribbean and she has been living in
Denmark for almost seven years. She has always been interested in
self-development and is very creative. As part of her career, she was a
singer and she had her own record label, but after 20 years in the
music industry, she realized she was ready to change her professional
career and explore fashion. Therefore, in 2011 she opened QIIM, an
African-inspired clothing line: www.iloveqiim.com
As an entrepreneur and a migrant, Céline Fati has great expertise to share with other
entrepreneurs. She is sharing her knowledge and experiences as a Visibility and Branding Coach
on her website: https://celinefaty.com/. For her, it is essential to act on and invest in oneself, so
when opportunities open you are ready to strike.

”Migrants have to take action. Here in Denmark, you can succeed with your business, it
might take a little bit longer, but you will succeed. Don't be scared by your ethnicity, your
language. Don't be scared about who you are, and your idea can be successful. Love
yourself, and don't listen to the word ‘minority’. All the immigrants coming here should
have the opportunity to not think themselves as a minority. We all have something to bring
to the table.”
24

“Meet the Migrant Entrepreneur” series:
https://celinefaty.com/meet-the-owner-episode-1/
https://celinefaty.com/meet-the-owner-ep-2/
https://celinefaty.com/meet-the-owner-ep-3/
https://celinefaty.com/meet-the-owner-ep-4/
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THE CONCEPT OF CREATIVITY
As per Sternberg (1999), creativity is the capacity to deliver work that is both unique, startling
and fitting. Creativity is an expansive subject that is significant on both an individual and
network level. At an individual level, creativity is applicable when tackling issues in day-to-day
life and work. At a cultural level, innovativeness can prompt further logical discovery, new
developments in craftsmanship, new creations and social projects. The monetary significance of
innovativeness is clear, on the grounds that introducing and administering new items leads to
the creation of occupations and openings. Moreover, people, organizations and society must
adjust existing assets, in order to keep up-to-date with the new demands.
Imagination is contended to be a character quality of innovation and creativity, yet not a
solitary one. Essential components of the idea of creativity incorporate insight, curiosity,
information, inventiveness (thoughts), an innovative impulse, non-similarity, daring, and
diligence. Innovation can show itself when dealing with everyday issues, and out of its different
stages, some can occur on the bleeding edge, and some will take place out of sight. The creator
makes a differentiation between the “uncommon imagination” and “ordinary innovativeness”.
The previous may offer ascent to significant works, which have a huge impact on the entire
society and bring notoriety, while the last happens in regular daily existence exercises implying
a certain level of creativity, for example, composing lyrics or creating important arrangements.
The attributes referenced above are fundamental for accomplishing “extraordinary
inventiveness”; be that as it may, a lesser level of these are required for ordinary imagination,
as in this situation the prerequisites are not quite that high.
(Chapter cover photo by Alice Achterhof on Unsplash)

WHEN CREATIVITY MEETS INNOVATION
The pioneering soul and mentality have been increasingly celebrated, as of late. Pioneers like
Bill Gates, Richard Branson and Mark Zuckerberg have, as Steve Jobs stated, “put a dent in the
universe”. Despite the fact that they amassed incredible riches, they had a significant influence
on society, getting involved in social issues as well.
People currently tend to embrace change easily, feeling the need to be to be trendsetters.
When it comes to entrepreneurship, the objective is tied to building up the disciplinary abilities
that lead to the development of a “pioneering mentality”. The Network for Teaching
Entrepreneurship characterizes the innovative outlook as the arrangement of frames of mind,
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aptitudes and practices that people need to succeed academically, either at a fundamental or
expert level. These include: being proactive and self-managing, chance-taking, adaptability
and versatility, innovativeness and advancement, basic reasoning and critical thinking.
Different definitions incorporate the capacity to see opportunities, organize resources and
make judgements. The term encompasses a lot of general and expert abilities that depict
somebody who is inventive and ingenious. The pioneering outlook can be applied in numerous
unique circumstances. It is relevant for representatives of enormous, multi-leveled
organizations, as well as network coordinators, scholars, innovators, specialists, legal advisors,
government officials, artists, community workers and craftsmen. Having a pioneering outlook
has become a fundamental 21st century aptitude. The individuals who acquire it are bound to
have significant accomplishments in their professions – regardless of what they decide to do –
in light of the fact that, by definition, they become ingenious and versatile. The improvement of
entrepreneurship abilities is also related to the T-Shaped learning model. The pioneering
outlook consolidates the refinement of important expert and fundamental abilities.

THEORY OF ENVIRONMENTS AND ATMOSPHERES;
PROMOTING CREATIVITY AND INNOVATION
All individuals have a specific working and learning style. They all have various occasions or
spaces they like to be inventive, yet there are certain styles and settings that can be used, in
order for inventiveness and fun to flourish.
The Playful Environment: This is a relaxed environment, conducive to innovation. Silliness and
a casual disposition portray a fun-loving workplace. A lively atmosphere doesn't mean there is
no work going on. The fun climate is intended to inspire colleagues to work, not distract them.
The Imaginative Space is a space given to colleagues in order to encourage inventiveness.
Allowing them space plays a critical part in the process of reaching the intended objective. This
does not only apply in the cases of employees working on their own – the innovative space can
likewise imply offering the team a reprieve when they have been buckling down.

PROMOTING A POSITIVE ATMOSPHERE THAT FOSTERS
CREATIVITY AND INNOVATION
There are a few simple physical adjustments that can be made to existing environments, to
serve the creative process:
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1. Tools and resources: these can include a pencil and writing pad, a journal, access to email,
an iPad, music system and laptop. There needs to be an opportunity to write things down.
There is nothing more frustrating than forgetting an idea when you don’t have the
possibility to write it down.
2. An incubator strategy: It is important to sometimes
have access to a closed-off space, with a work table,
meeting room, team calendar. It allows an individual
to focus, but also consult their team if needed.
3. A place to create: A quiet place can sometimes be
essential to creative thinking. The main reason is to
accomplish a task and let creativity flow, away from
distractions.
4. Affirmation messages: Anything that stimulates,
quotations, articles, pictures and awards.
Photo by ROOM on Unsplash

BEST PRACTICE EXAMPLES:
Project Factory (innovative gamification method promoting creativity)
Adapted from the “Out of the box” game: a more inclusive Europe through gamification, the
Project Factory is a perfect method to encourage creativity and a creative mindset.
Below is a brief description of how to play the game:
1. Project Factory:
Split the participants into groups of 4-5 people. Provide participants with the project factory
template and go through each of its sections, as follows:
A: “Be Creative”
Duration of project: Give participants a random time card, from 2 months to X number of
years.
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1 year

18 months

10 months

5 years

6 months

3 years

8 months

3 months

2 years

2 months

1.5 years

13 months

Collective: Define the working group.
Who are the members of the project team? Will the participants maintain their “real”
background or will they create a fantasy role for their characters in this game?
The issue:
Give groups a social and real-life issue to work towards. You can adapt the following examples,
so they are better suited to your group.
Lack of digital skills and Lack of financial skills and Inequality between genders in
competence
management
business
Racism

Embracing
business

Ethnic conflict

BLANK

change

in Drug and alcohol abuse
BLANK

B: Target Group
Give your teams random target groups to work with and aim their project towards. You can add
other groups, according to the needs and background of your participants.
Teachers

Primary School Teachers

Hotel Managers

Journalists

Young People

BLANK

Farmers

Rural Business Owners

BLANK

Ask your groups to further define their target group, according to other factors: gender, age,
social difficulty, geographical area, economic situation, level of studies/educational
background.
Ask groups to define how they are going to listen to the target groups and involve them in the
project.
Ask groups to identify three ways they can involve other agents/additional target groups into
the project.
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C: Make it bigger!
Ask groups to define the four main steps and processes of their project.
Example:
Step 1:
Step 2:
Step 3:
Step 4:
D: Maintaining a change
Identify the approximate cost and the type of expenses for your idea.
Ask groups to identify 6 potential funders for the project.
Surprise: The funder that is providing the most funding can no longer provide it – how will that
change the project? Rearrange the budget.
Feedback:
Groups should now visit each other and try to understand the other projects.
Ask groups to provide feedback for each project idea.
E: Let’s understand
Ask groups to rewrite their project idea based on the feedback and ideas received from the
other groups.
Time to shine: Ask groups to present their ideas in front of the others. Maximum time allowed
is three minutes per group.
The groups listening should consider each element in the project and provide feedback.
2. Small Group Reflections
Groups meet together and discuss the following:
- Will they continue with same idea?
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- Would they like to change it/adopt new ideas, adapting them to their target group or new
needs etc.
- What works well with their project idea?
- What is the weakest element of their project idea?
- What did the other groups have that their project was missing?

Creative Drama – a creative best practice
“Creative drama is an improvisational, non-exhibition, process-oriented form of drama,
where participants are guided by a leader to imagine, enact, and reflect on experiences real
and imagined.” Creative drama enables individuals through different environments
including; “natural world, creative play, and develops it further, using theatre techniques, to
create learning experiences which are for the participants.”
(Aidlearn 2016 – SchoolEducationGateway.eu)
Here is an example of a creative drama that can be used to support immigrant entrepreneurs.
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Credit: http://www.projectingyouth.eu/p/blog-page.html
Name of the exercise: From the Earth
Intelligence that is related to intrapersonal intelligence
Duration: 30 minutes
Logistics (space, materials, etc.): Empty space, blankets or pads, music
Objectives (What does the activity promote? Which is its aim? etc.):
- building energy in a quiet atmosphere,
- supporting learners in focusing on themselves, staying connected to the body, and
grounded.
Description and methodologies (How will the activity be implemented?)
The facilitator will guide the group through a physical warm-up, starting from lying on the
ground, focusing on breathing. He/she will slowly guide learners through the activation of body
parts, using images and metaphors.
When it comes to the musical background, when creating the playlist, you may choose music
without lyrics, which will become more energetic by the end of the session.
Use the following suggestions, giving some minutes between each step, in order to allow the
learners to explore:
1. Lie down and listen to your breath. Pay attention to all the sounds you hear inside of you
and outside of you. Notice which kind of thoughts you have, but don’t judge them.
2. Imagine that the movement of your breath –inhaling and exhaling – grows bigger and
moves all your body.
3. Enlarge the movement and imagine that the ground is colored by your favorite color and
you want to paint each part of your body with this color. (The participants start to roll and
to move more).
4. Try to color each cm2 of your body, by touching the colored ground.
5. Now, as you are painted, you try to stand up to dry the color, but it’s difficult because of
gravity. You have to fight it, like a child who is learning how to stand up.
6. End in a standing position.
Then, begin moving in the space (the music can gradually get more energetic).
You can start noticing the others around you. You move following your needs but you look at
the people you meet and greet them with your eyes.
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After the group has been moving and looking at each other for a while, start to form a circle. In
the circle, make sure to look every person in the eyes at least once, and that everyone has done
the same for you.
Variations (Is there any other way to implement this exercise? How? Why? Which
improvements or changes suppose this variation?)
If it is difficult for the learners to focus on their breath, the facilitator can ask them to slowly
wake up their bodies, with small movements, suggesting them to imagine that they are learning
to stand up and walk for the first time, as if they were babies.
Evaluation and reflection (Only if needed, please describe how it must be done)
In the circle, the facilitator asks:
• How did you feel at the beginning of the exercise and now?
• What have you discovered about the way your body moves?
• Have you noticed any feelings or perceptions that you usually don’t?
Comments for the trainer (Only if needed, please mention facts or issues related to this activity
that the trainer should pay attention to during its implementation.)
Ask the participants to be silent and focus on the perceptions of the body, following them.
Allow smiling and yawning.
The facilitator has to make sure that the learners understand the tasks. If necessary, try to
repeat the information and find different ways to guide them.
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MOBILIZING EXPERTS’ ADVICE – THINGS TO AVOID:
CREATIVITY KILLERS

Photo by Vinicius Amano on Unsplash

From our encounters, it is far simpler to “kill” a thought than to support it and transform it into
something valuable. Be mindful so as not to devastate an individual’s ideas, or they will quit
trying to share them with you and proceed to tell them to someone else.
It is amazingly difficult to sound helpful when somebody shares with you an idea they have had,
particularly if the thought appears to be silly and unworkable. However, there is probably going
to be something in the idea which will be valuable to you. Just as well, you will have the chance
to assist them in understanding why the thought won’t work. You should initially try to
comprehend why they believe it will work.

SUSTAINING CREATIVITY AND INNOVATION
Within our teams, we always need to take into account which approaches will allow us to
sustain a creative process over time. You can consult the following page for an in-depth look at
several different factors that play a role in sustaining the creative process:
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https://dculberh.wordpress.com/2014/01/26/engaging-and-sustaining-creativity-andinnovation-part-2/
Several concepts are discussed in detail:
• Flow and the Idea Well – in order for inventiveness to emerge, we need access to a
continuous progression of ideas;
• Within and Beyond –similarly, we need to recognize that the we can gather ideas both
from within ourselves and our team, as well as beyond those limits;
• Connections and Networks – we need to start to consider a larger perspective, learning
from our systems and networks;
• Empathy, Value and Self-worth – if we want to create an environment where creativity
will thrive, first we must establish a climate of trust, respect and empathy;
• Action and Permission – our team will grow if we allow people to push beyond their
limits, learn and experiment.
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WHY A BUSINESS PLAN?

To start a business or to further develop one already started, a business plan is an absolutely
necessary tool. Basically, it is a document in which a business idea is described in detail, as well
as all short and long-term issues related to it. It is a guide for future action and success, but it
can also be a good means to show potential investors or benefactors that the business idea is
feasible. Just as well, it can also be used to apply for ﬁnancial grants or other forms of support.
The business plan can be created by one individual alone or it can include other potential
partners. However, whether it is written alone or with others’ assistance, it always needs to be
created having the target in mind.
Before starting to write the business plan, it is important to work out what skills you or your
partners will need, in order to be aware of any potential gaps. The plan is never done once and
for all – it will need to be updated as the business develops. It is crucial to remember that the
successfulness of the business plan depends on the information it contains.
Each plan needs to be tailored to the specifics of the business, and it can vary according to
many factors: time, place, funds, human resources, etc. However, one thing should always be
clear: people who take the time to create business plans are far more successful than those
who don’t. To have a business plan is important for everyone, but it is pivotal for foreign
entrepreneurs, as they need more in-depth information about the general socio-economic
context and legislation than their local colleagues.
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There are two types of business plans:
• the short-term plan (aimed at obtaining a loan, an investment or a grant),
• the long-term plan (that helps to develop a business).

WHAT TYPE OF BUSINESS?

Information about the legal ownership of a business is the first thing that needs to be
considered and highlighted in the business plan. Any potential investor needs to know that the
business is, or will be, created in accordance with the correct legal procedures.
With regard to foreign entrepreneurs, it is highly recommended to take into account the
specific legislation for foreign citizens, in order to ensure one has all the rights to start his/her
own business or to further develop an existing one.

What kind of ownership and business should you choose?
• Sole trader: this is a common type of ownership for small businesses. In this case, the
business is owned and operated by only one person. Running this kind of business means
that the owner is entitled to get all the profits, but at the same time he/she will be
personally liable for all debts.
• Partnership: two or more individuals together can form a partnership. In this case, each
partner has a liability for the outstanding debts. Partners can be of two types: sleeping or
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active. The former can invest in the business, but cannot participate in its daily running
and is liable only for the amount of the initial investment. This kind of ownership needs to
have at least a general partner with unlimited liability for all debts of the partnership.
• Limited company: it is not very easy to set up; however it is worthy to mention. A limited
company is a legal entity entirely separated from the persons who own it. These are not
liable for anything except the shares.
• Consultancy: this is a kind of business where services can be offered to others by experts
in a specific field. This type of business can be run by one individual alone or more than
one.
• Co-operative: a type of business where many people band together to run a business on an
equal footing. Everyone puts the same amount of time and money into the business, works
and reaps the beneﬁts equally.
• Franchise: this is a popular way to start a business. The entrepreneur can buy the rights to
trade under the parent company name and, in return, he/she gets a business run on an
idea that has already proven to be successful. Royalty fees based on the sales should be
paid to the franchiser.
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WHAT TO SELL?
A business cannot be started successfully without being clear on what exactly the product or
service is about. It is important to be able to write a clear description of what the company is
going to sell.
In order to do this, it is important to:
• analyse the business idea’s strengths and weaknesses;
• assess the opportunities for promotion;
• do the necessary research and assess the competition;
• not forget to work out practical issues such as:
a) where the stock will be stored,
b) where the sales premises will be;
c) how distribution will be arranged, etc.;
• decide if it is necessary to employ other people;
• remember that production costs might influence the selling process.
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WHO ARE THE CUSTOMERS?
Knowing the customers is the only safe way to direct sales efforts efficiently. Customers can be
organizations or corporate bodies, as well as individuals.
To target customers, information about them needs to be collected.
In order to do so, it is necessary to:
• use market research, to find out the customers’ likes and dislikes;
• find out what customers want by directly asking them questions or even by observing
them;
• use secondary sources produced by research;
• divide customers into groups, to select different types of marketing;
• adopt the customers’ point of view when looking at products or services;
• determine since the beginning how to deal with any complaints.
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WHAT MARKETING STRATEGY SHOULD WE USE?

Marketing is part of the overall business strategy designed to attract and keep customers. So, it
is pivotal to understand the market before starting a business. This involves finding out about
trends and other influences that can shape or affect a business.
A business plan should contain a detailed description of the market and the existing
competition, as well as a potential marketing strategy, including any promotional activities.
In order to develop a good market strategy, it is essential to:
• research competitors, by talking to their customers and looking at their marketing;
• use the internet, as it has become a very important marketing tool;
• keep up-to-date with new technology;
• gather information on the barriers the bussiness might encounter entering the market;
• not underestimate the various barriers (legal, social or cultural) especially when the
entrepreneur is not local;
• select the pricing system carefully.
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HOW TO MANAGE A BUSINESS?

Business management and the number and type of staff that need to be employed are a very
important part of the business plan. Details of the entire management system should be
provided: managers (including their CVs, references and qualifications), employees (including
their CVs, references and qualifications) and external experts or consultants. The expertise of
the owner should be included as well.
The type and number of other staff to be employed is strictly related to the type and size of
each specific business.
In order to achieve all this, it is important to:
• be clear about the employees’ skills;
• be prepared to treat employees well and to be able to motivate them;
• consider and mention the use of outside experts, if needed;
• find out how to comply with legal aspects of employment, especially when the employees
are foreigners;
• figure out what standards of service are expected from the staff.
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HOW TO OPERATE A BUSINESS?

A good and proficient operation of a business is pivotal to being successful. Thus, the business
plan should be able to clearly explain the vision behind it, and the way in which the business
will operate on a daily basis.
All parts of your business should lead to good business practices. If one business can be run
from home, that doesn’t mean that the business plan should not describe in detail the
practicalities that go with this. Also, with regard to the possibility of running a business from
home, it is fundamental to comply with any legal requirements.
To sum up, a business plan should contain detailed information about:
• the location of the business;
• the machineries or other supplies;
• the name of potential suppliers;
• the storage needed by the business;
• the production process;
• the delivery arrangements;
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• the hours needed to operate;
• the ways in which the product or service will be made available to the customers.

HOW TO EXPLAIN THE FINANCE?

In a business plan, financial statements should always be included, as they are fundamental to
the success of the presentation. Financial statements can help investors understand the
business’s potential and, at the same time, they can illustrate its feasibility, as well as overall
prospects in the long term.
The basic documents to be included are:
• a cash flow forecast;
• balance sheet;
• profit and loss forecast.
External experts – such as banks, accountants or migrants’ specialized associations – can help
the entrepreneur to prepare financial statements. Usually, the detailed financial statements go
in appendices.
In order to add credible financial statements to a business plan, it is important to:
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• set up a reliable accounting system;
• be accurate in all financial matters;
• provide enough detail to support forecasts;
• be clear and honest about potential risks;
• try to foresee any difficulty related to financial management.
To sum up, a basic business plan should include the following parts:
• contents page;
• business profile;
• marketing plan;
• operational planning;
• human resources;
• financial plan;
• appendices.

EXERCISES
Exercise 1:
Try to articulate your business idea by answering the following questions:
Who?
What?
Why?
When?
Where?
What funds?

Exercise 2:
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Try to prioritise the first key parts of your business plan and provide grounds for this
prioritisation:
1
2
3
4
Exercise 3:
What are the additional elements that a foreign entrepreneur must take into account before
writing a business plan or starting a new business?
1
2
3
4
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MARKETING COMMUNICATION: WHAT IS IT?
Marketing communication is a very important tool adopted by the companies that sell their
products directly or indirectly, in order to promote their brands to possible buyers. It
represents the ways in which they convey messages to the customers, with the intention to
persuade them to purchase.
Of course, being part of each company’s marketing
effort, this aspect is very important in the case of a
company created by migrants or refugees as well,
because in this way they can help their enterprises to
face the market in the right way, sharing information
about the goods and services they provide.
When it comes to marketing communication, the
company uses a strategy designed and determined to communicate in effective and meaningful
ways to meet the targeted objectives using the correct messages and the right media to
communicate with the market and, from this point of view, of course, it is really essential for a
good development of an enterprise.
A communication strategy is basically a way to design and determine how your organization will
communicate in effective and meaningful ways so that the targeted objectives can be fulfilled.
A good and complete communication strategy includes a series of tools (known as “Marketing
Communication Mix”) such as:
• advertising,
• direct marketing,
• branding,
• packaging,
• online presence,
• printed materials,
• public relations activities,
• sales presentations,
• sponsorships,
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• trade show appearances etc.
The market, of course, moves at a lightning speed and it needs to follow current trends,
fashion, generic influences, world changes, etc. However, if a company wants to be successful
in introducing and keeping a product or service on the market, it needs to create long-term
relationships with its customers and possible stakeholders.
In fact, the marketing communication process can identify where and in which directions the
investments should be done and which would be bringing better returns: this confirms that the
company truly needs a plan that will allow its target customers to receive and understand the
company messages at the right time, to favor a profitable business. For a company, it is
essential to reach its target audience and all the potential customers, to let them know what it
wants to promote and sell.
In order to do this, the company needs to identify:
1. Whom it needs to reach,
2. What it wants to promote,
3. Which information it wants to share with customers,
4. How it should reach the customers.
This means that the company needs to try to find the right answers to many questions such as:
• Why shall the product or service be used?
• How can the product or service be used?
• Who can use the product or service?
• Where can the product or service be used?
• When can the product or service be used?
And many others…
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In order to do so, the company has to create a plan, which can be done with the help of a
marketer, to find the most effective ways to communicate with customers and with the
market.
The marketer is a very important part of a company, because he knows how to use the tools of
marketing communication, in order to build brand awareness among potential customers. This
will allow them to create an image of the brand in their mind, convincing and pushing them
consciously or unconsciously to buy the company products or services.
So, the marketing communication plan has two important objectives:
a) building product demand and addressing customer preference,
b) shortening the sales cycle.
Creating preference, on one side, is often a longer-term effort that intents to use
communication tools to establish a position for the company product or service in the minds of
the target clients.
Shortening the sales cycle, on the other side, means assisting sales and channel partners in
their efforts to identify, engage and deliver a possible client. This process is interconnected with
the comprehension of the customer’s buying process, because this understanding will allow us
to obtain fundamental information on reducing the sales cycle.
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To reach the indicated two objectives, the marketing communication plan needs to always
include the following elements:
• Company goals,
• Target audience,
• Communication approach,
• Tools or activities to use ,
• Messages,
• Resources,
• Timescales,
• Evaluation.

Useful efforts
A good marketing communication plan contains innovative, as well as basic and alternative
To gain more knowledge when it comes to the marketing
strategies and interesting/helpful insights that will allow us to present the company and its
communication strategy, it could be very useful:
products/services in the right way; it needs to take into serious consideration every possible
piece of information, because it could all become essential for the company’s success.
a) to read the following step-by-step guide online
https://knowhownonprofit.org/campaigns/communicati
From this point of view, it is extremely useful to list every piece of information (from the
ons/communications-strategy
biggest to the smallest), in order to determine internal and external factors that can eventually
influence company actions, behaviors or messages.
b)
to watch the following videos online on YouTube, that give a marketing
communication overview and also describe the scope and the definitions of marketing
To analyze all these factors, there are many useful strategic planning methods, such as the
communication
SWOT analysis and the PEST analysis, which are two of the most frequently used planning
https://www.youtube.com/watch?v=-U-FDO4nCAA
methods.
https://www.youtube.com/watch?v=D02cX45FNsg
https://www.youtube.com/watch?v=Q_SGoVZawDE

The SWOT analysis
The SWOT analysis:
A. is directed to evaluate both external and internal company factors, that in one way or
another, can affect, in the short and long-term, the enterprise success;
B. analyzes the following elements:
a) Strengths (advantages that the company has over its competitors),
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b) Weaknesses (internal disadvantages compared to its competitors),
c) Opportunities (current external trends to take advantage of),
d) Threats (external movements that are highly likely to have a negative impact).

Useful efforts
To gain more knowledge regarding the SWOT analysis, it could be
very useful to watch the following videos online on YouTube, which
explain what a SWOT analysis is, how to perform it and how to use it:
https://www.youtube.com/watch?v=JXXHqM6RzZQ
https://www.youtube.com/watch?v=I_6AVRGLXGA
https://www.youtube.com/watch?v=EJ4uVsSqQ9k
It could also be helpful to read the following online guide:
https://onstrategyhq.com/resources/internal-and-external-analysis

The PEST analysis
The PEST analysis is generally used for evaluating the external factors when it is necessary to do
research before beginning a new project, or when conducting market research studies.
It considers the following factors:
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• Political (legislation or regulations
that may affect you immediately or in the
near future);
• Economic (taxes, interest rates, stock
markets and consumer confidence, inflation);
• Social (changes in life-style, trends,
advertising & publicity factors, ethics);
• Technological (innovations, licensing
and patents, access to technology, research
funding, etc.).
The PEST analysis, which can be used each
time the company needs it, is very helpful to detect the reasons behind business growth or
decline in the market.
Useful efforts
To gain more knowledge regarding the PEST analysis, we advise you
to watch the following videos online on YouTube, which explain
what a PEST analysis is, how to perform it and how to use it:
https://www.youtube.com/watch?v=mCdcdf-b8AU
https://www.youtube.com/watch?v=GFVKKTwkANY
https://www.youtube.com/watch?v=UYQItP5_1AQ
It could also be helpful to read the following online guide that compares the SWOT and
PEST types of analysis:
https://creately.com/blog/diagrams/swot-analysis-vs-pest-analysis/
Exercise:
Try to identify, distinguish and list the different stakeholders that could be useful to contact
when creating a company in the textile sector.
Later, identify which would be the best tools to contact them.
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A BRAND STRATEGY
Creating a branding strategy is a marketing practice by which a company creates a name and an
image/symbol to identify a product/service or the company itself:
a) allowing the company and its products/services to be easily identified to be
recognizable and in demand;
b) establishing its position on the market, making it desirable and easily spotted.
This, of course:
1) helps to identify a product or a service and distinguish it from all others and from
competitors,
2) makes a memorable impression on possible consumers,
3) allows possible clients to know what to expect from the company,
4) clarifies what the company offers and why it represents the better choice for the
consumer.
In the end, a brand is an idea that can be expressed through a logo, a slogan, and also by
celebrity/expert endorsements: it allows us to persuade the target audience that it actually
needs the company product or service, and that it will be highly useful.
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However, a brand is much more than the name or visual element used to represent a company
or a product/service.
It also represents:
• the emotional and psychological associations that a person makes with the specific
business, product or service.
• the feeling or the idea that comes into anyone's mind when they hear the brand name.
Branding is an extremely fundamental element:
• to an established business, since the overall impact it makes on the company can
change how people perceive the brand, it can drive new business and increase brand
awareness;
• for a new business because it can increase the business’ value, by giving the company
more leverage in the market.
While the essential reason for which branding is so
important to a business is that it is the element
allowing the company to get recognition and to
become known to the consumers, on the other side,
the logo is the essential element that gives a face of
the company.
For this reason, the logo needs to have a powerful
design that can permit to make an impression on a
person at the first glance.
But the logo itself is not sufficient: it is necessary to plan a complete brand strategy, meaning
how, what, where, when and to whom you plan on communicating and delivering on your
brand messages.
The brand strategy also contains publicity, ways of promotion, materials, channels of
distribution, the prices, the sale rates, and all the things that can help the company reach its
goals: a professional appearance and well-planned branding will permit the company to build
trust with clients and customers.
When creating the brand strategy, it is necessary to identify the following elements:
1) Purpose (the reason for which the company is on the market and it is related to client
satisfaction);
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2) Consistency (the sum of the messages that the market needs to consider the company
or its product coherent);
3) Emotional impact (it is what allows building a relation between the company or its
product and the clients);
4) Flexibility (it is really important for the company, because it allows it to face the fastchanging markets);
5) Loyalty (it is a way to obtain and maintain customer loyalty, giving awards to the most
loyal ones);
6) Competitive awareness (the company needs to always consider its competitors, in
order to improve its business);
7) Customer satisfaction (the company always needs to consider how to obtain customer
satisfaction).
Therefore, a brand strategy considers many aspects and many elements, such as the logo,
website, business cards, brochures, media, social media, digital marketing, prices, customer
services, the product or services themselves and the employees.

A case study
One of the most well-known cases we can look at is that of Coca
Cola and Santa Claus. The Coca Cola Company introduced
Christmas advertisements in 1920, by creating campaigns in
magazines such as “The Saturday Evening Post”. Santa's first
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commercials depicted a man with a stern look, modeled on an illustration by Thomas Nast. In
1930, the artist Mizen designed an advertisement showing Santa Claus in a department store,
drinking a bottle of Coca-Cola in the crowd. After 1931, Santa Claus was always depicted
wearing a red coat, which was also the representative color of Coke. In the consumer’s mind,
from that moment on, Christmas time has been associated with Coca-Cola!
Useful efforts
To gain more knowledge regarding branding strategies, we suggest reading the following
articles online and watching the following videos on YouTube:
https://www.lucidpress.com/blog/what-is-branding-and-why-is-branding-important
https://blog.hubspot.com/blog/tabid/6307/bid/31739/7-Components-That-Comprise-aComprehensive-Brand-Strategy.aspx
https://www.youtube.com/watch?v=JKIAOZZritk
https://www.youtube.com/watch?v=uaGotppPsCs

PRODUCT PLANNING
Product planning is the process of the creation of a product or of a business idea until the stage
of introducing it to the market.
Product planning entails managing the product and its development throughout its whole life,
by selecting marketing and distribution approaches, making modifications/changes, setting and
modifying prices, offering possible product promotions and so on.
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Any production or service offered by a company always has two main types of objectives:
immediate objectives (satisfaction of the immediate needs of consumers, increasing
sales, utilizing idle plant capacity, etc.);
ultimate objectives (reduction in production costs, creation of brand loyalty,
monopolizing the market, etc.).
Product planning and development have the purpose of achieving certain specific objectives,
such as:
• to meet the customer needs,
• to define strengths and weaknesses of the company,
• to permit a better use of the resources,
• to start production on modern lines,
• to favor the survival of the firm,
• to achieve the desired level of company profit,
• to increase the company sales,
• to develop alternative plans in order to meet any emergency and/or contingency etc.
Using the product planning process, which is obviously an essential function for all enterprises
and also a continuous and dynamic function, the company can:
• substitute antiquated products,
• sustain and improve the growth rate revenue,
• use spare capacity,
• utilize surplus funds,
• define product lifecycle,
• manage debt capacity,
• differentiate risks,
• estimate the resources,
• ensures optimum inventory,
• improve the labor productivity,
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• minimize the costs of production,
• reduce wastage of raw materials,
• maximize the sales,
• understand the customer’s needs,
• meet customers satisfaction,
• provide a better work environment,
• face competition, etc.

So, through the product planning process, the company can persuade potential and existing
customers to become real clients buying the firm’s products.
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Useful efforts
To gain more knowledge regarding product planning,
we suggest you to read the following articles online
and to watch the following videos on YouTube:
Articles:
https://www.productplan.com/product-planning/
https://tallyfy.com/product-planning/
https://www.timecamp.com/blog/2018/03/what-is-product-planning/
Videos:
https://www.youtube.com/watch?v=jV4Mn8DInLU
https://www.youtube.com/watch?v=fRwRCFB8ikQ

WHAT IS A COMMUNICATION PLAN?
It is essential for each company to plan and organize actions that will lead to the fulfillment of
its goals.
For this reason, each company has the necessity to communicate to the possible customers:
- general or normal daily news,
- important or big news.
Communication is, of course, one of the most
important tasks that each company has to
take seriously, if it wants to represent itself
on the market in the right way, and to answer
the customers’ needs, through the process of
conveying the essential news, ideas and
information.
In order to achieve this, the firm needs to
develop a strategy for delivering information
to its target audiences: this strategy is
defined into the so-called “Communication
plan”, which is an essential tool in order to
ensure that the company sends clear and
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specific messages, with measurable results.
Of course, writing a communication plan for a company can be time-consuming, because during
this process it is necessary to take into consideration many elements, such as how to
accomplish the objectives, measure or evaluate the results of the action program developed by
the enterprise. These are all essential in finding the best way for a company to communicate its
message to its target groups.
The communication plan, in fact, defines who, how and why to reach someone and it is the
main tool used in successfully delivering the company’s message to key customer audiences, in
order to develop mutually beneficial relationships.
To create a good communication plan, it is necessary to:
Define the message
It is necessary to clearly define the company message, so that it will be simple, interesting and
comprehensible for all customers (better if realized in a short phrase or sentence).
Analyze the target audiences
It is necessary to identify which kind of information the target customer needs, taking into
consideration all the factors that can influence clients’ decisions (demographic information,
personalities, relationship with them, types of message, etc.).
Define the company objectives
It is necessary to identify which kind of response the company wants to obtain from the
customers reached by its message. In fact, it is possible for the firm to set multiple goals,
because some communication plans are directed to raise awareness, while others are
structured to determine a change in the clients’ thoughts or behavior.
Identify media channels to be used
It is necessary to plan the different kinds of media channels that will be used in delivering the
company messages. Of course, the effectiveness of these messages will depend on the chosen
channels, so it is important to find the most efficient ways to get the message delivered to the
target audiences. This means that we could possibly use social media, email or videos,
depending on the various objectives and target groups to be contacted.
Identify the ways to receive feedback
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It is essential to create a system for receiving feedback during the communication process, to
ensure that the company’s message is getting across clearly and to avoid misunderstandings.
Evaluate the communication results
It is also vital to measure and evaluate the results of the communication process and to make
the necessary adjustments, if the communication results are not satisfying.

Useful efforts
To gain more knowledge on developing a communication plan, we
suggest reading the following articles online and watching the
following videos on YouTube:
• http://www.wikihow.com/Write-a-Strategic-Communications-Plan
• http://2012books.lardbucket.org/books/an-introduction-toorganizational-behavior-v1.0/s12-communication.html
• https://blog.hubspot.com/marketing/communications-plan
• https://www.youtube.com/watch?v=DUE2GqpZbpw
• https://www.youtube.com/watch?v=xPloPURaj-s
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Exercise:
The communication plan is essential for each company. Now, imagine the company you want to
create and, following the indications included in the last chapter, define the:
-

List of target customers,

-

Media channels that could be used to reach them.

MARKETING
The definition of Marketing approved in 2017 by AMA (American Marketing Association) is that
“Marketing is the activity, set of institutions and processes for creating, communicating,
delivering, and exchanging offerings that have value for customers, clients, partners, and
society at large”.
From the indicated definition, it is clear that marketing is one of the most important elements
for the company development: this because, even if the company product or service is highly
ingenious, nobody will buy it if they were not aware of its existence.
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So, it is essential to realize a marketing campaign to promote the product and its
characteristics, using at least these four tools:
• Advertising,
• Sales Promotion,
• Public Relations,
• Direct Marketing.

In Marketing, you have to follow the rule of 4P, identified in
1960 by Edmund Jerome McCarthy (a famous American
marketing professor and author):
product (identification, selection and development of a
product),
price (determination of the product’s price),
place (selection of a distribution channel to reach the
customer’s place),
promotion (development and implementation of a promotional strategy).
Nowadays, a marketing campaign can be conducted using different ways such as:
• Internet marketing,
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• Search engine optimization,
• Social media marketing,
• Print marketing,
• Search engine marketing,
• Video marketing.
Useful efforts
To gain more knowledge on marketing
campaign development, we suggest reading the
following articles online and watching the following videos on YouTube:
• www.managementstudyguide.com/tools-of-promotion.htm
• https://www.cyberclick.es/en/marketing
• https://www.youtube.com/watch?v=pAVSKrw4kK4
• https://www.youtube.com/watch?v=86XEbCEvO8A

Exercise 1:
Consider your brand from the point of view of the 4P and try to analyze, as a producer, its
possible development (in five minutes).
Exercise 2:
Then do the same thing as in exercise 1, this time from the point of view of a customer, also
within five minutes.
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E-Business
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E-BUSINESS – THRIVING IN THE ERA OF ONLINE
COMMERCE
E-business, also known as e-commerce or online business, consists of those commercial
transactions that take place online, with the help of the internet. The term e-business was
coined in 1996 and represents an abbreviation for electronic business.
E-commerce has been booming over the past two decades and this tremendous growth does
not show any signs of slowdown. While giants such as Amazon, Alibaba, AliExpress and eBay
dominate the global stage, the existence of more than 24 million online stores proves there is
room for everyone in the virtual space (Vojinovic, Aug 2019).
“Thus, in the future, instead of buying bananas in a grocery store, you could go pick them off
a tree in a virtual jungle.”
Yasuhiro Fukushima, Japanese business executive
According to recent statistics, the expectation is the number of online buyers will increase from
1.66 billion in 2016 to almost 2 billion in 2019. Around 80% of internet users in the United
States are expected to make at least one online transaction in 2019 (Clement, Jul 2017). When
it comes to market segmentation, 80% of teenagers and young adults prefer to learn about new
products via their smartphones and more than 60% complete mobile transactions
(BusinessWire, Aug 2018).
While everyone can profit from this growing market, migrants with an entrepreneurial mindset
might benefit more from e-commerce than indigenous businessmen. Migrants could find it
easier to set up an online business than a traditional ‘brick-and-mortar’ store, due to a few
characteristics that define the world of e-business:
• Cheaper to set up and run – Initial investment costs are lower, marketing strategies are
cheaper, and inventories are not required.
• Flexible business hours – Ideal for small family-owned enterprises or for students and
young professionals looking to earn an additional income.
• Subsidies from governments – Certain countries offer small grants to minority
entrepreneurs venturing in the e-commerce space.
• No human contact – The fact that buyer and seller don’t meet removes the potential for
discrimination that might afflict migrant entrepreneurs otherwise.
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• No boundaries – Anyone can buy anything, from anywhere, at any time, regardless of
physical or ideological distances between people.

DO’S AND DON’TS
So how can migrant entrepreneurs manage to not only survive, but also thrive in the virtual
world of e-commerce? After assessing the recent trends and most important predictions for the
future, we have put together a list of DO’s and DON’Ts that can enable you to successfully
navigate the online business space.
DO – Consider Unconventional Industries
Historically speaking, goods and services that could be ‘consumed’ electronically have been the
ones mainly sold via online channels. This category includes movies, music, books, scientific
papers, courses, webinars, apps, and video games. Another category of products that has lent
itself well to e-commerce is comprised of non-perishable goods. However, recently there has
been a significant increase in the online purchasing patterns for food, beverages, and other
consumables, making this category one of the fastest growing in the industry. Globally, by 2018,
30% of internet users had purchased food and beverages online at some point in their lives
(Nielsen, Dec 2018).
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DO – Invest in Online Shopping Apps
Another changing pattern is the migration from desktop to mobile purchases. With the
widespread market penetration of mobile devices, there has been a shift in consumer
preference regarding online purchases. Worldwide, smartphones’ share in e-commerce traffic
increased from 16.2% in 2014 to 22.7% in 2015, while the share of desktops decreased on
account of these developments, dropping from 67.2% to 61.5%. Even though smartphones and
mobile devices, such as tablets, are not as nearly as successful as desktops when it comes to
closing a deal, it does make sense to consider investing in a well-designed mobile app (Saleh,
Nov 2018).
DO – Get to Know Your Customers
Which segment of the population are your products targeted at? If your product range was
developed for teenagers and young adults, the so-called Gen Z and Millennials, you might want
to choose different marketing tools than for an older client base. Gen Z and Millennials are
spending their time mainly on Instagram, Snapchat and Youtube, while older generations might
be best targeted via E-mail or Facebook. Coupons, vouchers and fidelity programs also work
better for an older client base. Younger clients, on the other hand, rely heavily on influencers
and trust bloggers’ and Youtubers’ recommendations more than brand publicity (Paduszyńska,
Mar 2019).
DON’T – Include Any Hidden Costs
Recent research points to the fact that approximately one fifth of all the online customers who
never finalized their transactions, did so because of the hidden costs or due to lack of clarity
regarding the cost structure (Baymard Institute, Sep 2019). To make matters worse, if
customers feel wronged or manipulated in any way, the potential costs to your business will be
much higher than the lost transactions. In a world dominated by bloggers and influencers, the
reputational value of a company is of utmost importance. And it is even more important for ebusinesses, where the element of human contact is lacking. Around 90% of customers are
influenced by positive online reviews; while 86% are influenced by negative ones (Dimensional
Research, Apr 2013).
DON’T – Expect High Conversion Rates
Similar to a conventional shopping experience, most potential customers will simply want to
browse your online store. However, unlike real-life shopping, in the virtual milieu it is much
easier to add items to the shopping cart and also easier to abandon it. The option of creating an
online account adds to the convenience of loading a cart to which you might or might not
return later. Entrepreneurs can reduce abandonment by streamlining checkout procedures,
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removing hidden costs or potential misunderstandings and following-up with customers within
a few hours after they leave the store. An abandoned cart should be viewed as a new sales
opportunity instead of a loss (Smith, Mar 2015).
DON’T – Hold Large Inventories
When you’re struggling to launch an e-commerce business, the last thing you need is to add to
the initial sunk costs those of large inventories. While especially problematic if you’re dealing
with perishables, inventory costs can represent an unnecessary burden for any fledgling
entrepreneur. There are three main options available to e-business owners who want to avoid
inventories altogether. Below, you have an overview of their specific advantages and
drawbacks. Which option you choose depends on the nature of your business, your risk profile,
and amount of initial capital.
Drop shipping is seen as the safest option and might be a good starting point for someone with
a reduced appetite for risk or with limited access to investment funds. However, developing an
e-business based on drop shipping alone is becoming increasingly difficult. If a decade ago, you
could compete with the likes of Amazon on price, those days are long gone. A combination of
drop shipping and third party logistics (3PL) or fulfillment by Amazon (FBA) works better in
terms of risk diversification, market growth and customer fidelization.
Drop Shipping
• Customers
orders
on
website

place
your

• Receive money from
customers

HOW?

• Place order with
distributor at agreed
wholesale price
• Distributor
sends
order to customer
with your branding

PRO’s

• No need to store
inventory or ship

Amazon Fulfillment

3rd Party Logistics

• Ship
products
to
Amazon’s warehouse

• Ship products to the
3PL provider

• List
products
on
Amazon’s marketplace

• Customers
orders
on
website

• Customers place orders
on Amazon
• Amazon
handles
storage,
fulfillment,
client support

place
your

• The website sends the
order to the 3PL
• The 3PL ships the
order to customers.

• Pay Amazon a fee
based on sales and
order fulfillment

• Pay the 3PL a monthly
fee plus a per order
fee for fulfillment

• No need
inventory

• No need to store
inventory or ship

to
or

store
ship
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orders yourself
• Low start-up costs –
No upfront costs for
inventory, all you
need is a website

• Convenience – Once
products are shipped
you don’t need to do
anything else

• Low business risk –
Due to low costs

• Market coverage –
Generate sales right
away

• Low margins – The
margins are usually
very low (10-30%)

• Low profits – Amazon
receives a large part of
sales (15% of sales +
10-15% per fulfilment)

• Difficult
customer
service management
– You have no control
over order fulfillment

CON’s

orders yourself

• Limited options for
advertisement due to
low margins
• High competition –
Other stores will sell
the same products
• Lack of convenience –
Responsible
for
traffic,
customer
support, etc.

• Purchase
products
upfront – Pay now,
earn later
• Need to keep high
margins – Import from
overseas or cut costs
elsewhere

orders yourself
• Full
control
customer flow

over

• Flexibility
on
advertisement
–
Margins are usually
50% or higher
• Purchase
products
upfront – Pay now,
earn later
• Lack of convenience –
Responsible for traffic,
customer support, etc.
• Higher business risk
than the other options

• Play by Amazon rules –
Amazon can ban you at
any time
• No brand recognition –
You can pay Amazon to
remove its branding

If you are operating a small mom-and-pop store and creating a recognizable brand identity is
important to you, choosing an independent 3PL provider might offer a higher degree of
flexibility and customization. Additionally, if you are considering shipping your products
internationally, a 3PL might provide better coverage and pricing options.
If, on the other hand, you want to grow your market share quickly and your products are mainly
generics or you are reseller, Amazon and other major marketplaces, such as eBay, AliExpress, or
Alibaba might be a better option (Chou, Jan 2016).
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KEY PERFORMANCE INDICATORS (KPIS)
Key Performance Indicators – or simply put KPI’s – are those company metrics worth tracking as
they enable entrepreneurs to gain valuable insight and clarity and, thus to make better and
more informed business decisions. In an ocean of worthless data, KPI’s are beacons of light that
help business owners reach the safe haven of prosperity.
“Most businesses are data rich, but information poor.”
Avinash Kaushik, digital marketing specialist
A well-designed KPI is one that provides meaningful information about a company’s
performance and, as such, should preferably satisfy all of the below criteria:
• Impactful – KPI’s are most valuable if they impact the company’s bottom-line,
• Accurate – the relevant data should be accurately measured, the metrics should be welldefined and easy to calculate,
• Timely – the measured data should be relevant to the desired timeframe, real-time
information being preferable to old data, unless trends are calculated,
• Actionable – KPI’s are useful only if the information provided can be turned into actual
business plans and strategies.
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According to Oberlo, a popular app for drop shipping hosted by Shopify, the following six KPI’s
are seen as crucial to monitoring the successful development of an online business (Law, Aug
2018).

1. Shopping Cart Abandonment Rate
An estimated 70% of all potential customers abandon their online carts instead of proceeding
to checkout. From indecision to lack of clarity about the cost structure, to high shipping costs
or technical issues, numerous reasons exist for the significant shopping cart abandonment rate
(Baymard Institute, Sep 2019).
1 – (Purchases ÷ Shopping Carts) x 100
Whatever the reason behind the unconverted shopping carts, tracking abandonment rates is
essential to ensuring your company’s performance falls in line with the industry average. As a
follow-up strategy, you might want to consider sending a reminder to your clients either with
the products from their abandoned carts or with suggestions of similar items of merchandise.

2. Conversion Rate
This metric measures the number of times a customer has made the ‘right decision’ while
browsing your online store. It is up to you to define what that decision will be: newsletter
subscription, wish list addition, or completion of an online transaction. If your website
generates a lot of traffic, but has a low conversion rate, you might want to identify what it is
that prevents customers from taking the desired course of action.
(Conversions ÷ Visitors) x 100
According to recent statistics, the global conversion rate for online shoppers was 2.7%, in the
beginning of 2019, down from 3.2% for the last quarter of 2018. This implies that out of 100
online visitors, only two or three end up purchasing a product (Clement, Aug 2019). While this
might seem dismaying at first glance, a targeted marketing campaign can help optimize
conversion rates.

3. Customer Acquisition Cost
Knowing how much money has to be invested in order to gain an additional customer is
essential to developing your business. More capital diverted into marketing efforts will almost
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always translate into a growing client base; however, if the cost of adding one more client is
greater than the marginal revenue brought by that client, you’re better off saving your money.
Money Spent for New Customers ÷ Customers Acquired
Knowing your average customer acquisition cost allows you not only to draft a more realistic
marketing budget, but also to identify potential cost saving avenues.

4. Average Order Value
Simply put, the average order value is the amount of money customers are prepared to spend,
on average, on an online order. Increasing this average is one of the easiest ways to boost
profits. Adobe estimated that up to 40% of online revenues came from 8% of the clients, in the
United States, in 2012 (Adobe Systems, Sep 2012). These are your returning clients and repeat
purchasers.
Total Revenue ÷ Number of Orders
Back in 2006, Amazon’s CEO disclosed that roughly 35% of their revenues came from crossselling and up-selling efforts, which indicates that clients are willing to return to the store to
purchase from you again, if you know how to retain them (Predictable Profits, May 2014).

5. Customer Lifetime Value
This is a complex metric that aims to gauge the extent to which customers contribute to net
profits, over the course of one year. While not necessarily the most precise KPI, it is
nevertheless one of the most useful metrics for e-business owners. Estimating how much each
customer contributes to your business helps you determine the return on investment for new
client additions and enables you to appreciate how successful you are when it comes to
retaining existing customers.
(Average order value) x (Average number of times a customer buys per year) x (Average
customer retention in months or years)
Before you can begin estimating the customer lifetime value, three other KPIs need to be
calculated first: (1) average order value, (2) average number of purchases made by a
customer, and (3) average customer retention time. One important aspect to note is that this
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KPI will be more useful to seasoned business owners than to new entrepreneurs. In order to
calculate some reliable averages, you need to have a database that spans at least a couple of
years.

6. Gross Profit Margin
Last, but definitely not least, this well-known KPI is probably the most important metric to
track by any business, whether online or off-the-grid. After all, without turning a profit,
businesses do not justify their existence. The gross profit margin lets you know exactly how
much money you are making, by displaying your net income as a percentage of the total
revenues.
(Revenue – Cost of Goods Sold) ÷ Revenue x 100
According to a 2014 marketing research study conducted on more than 4.000 e-businesses,
the average gross margin for small companies, earning up to $10.000, was around 30%
(Marketing Sherpa, Feb 2014).
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GENERIC STARTUP & LAUNCH CHECKLIST
Initial Business Plan
• Decide on an e-business model,
• Study financial equations and relevant KPIs,
• Make an initial business plan,
• Choose your launch date,
• Brainstorm product niche ideas.

Set Up Business
• Choose business name (can be different from your brand name),
• Set-up a Limited Liability Company (LLC) or a Small Business Corporation (S-Corp),
• Obtain a local business license,
• Open a business bank account,
• Obtain Tax ID / Employer Identification Number.

Source Branded Products
• Find 15-20 qualified suppliers,
• Obtain product samples,
• Compare supplier cost to Amazon prices,
• Negotiate to target costs,
• Finalize budget and revenue models.

Brand Marketing
• Identify direct and indirect competitors,
• Complete the competitive brand analysis,
• Identify target audience and Facebook personas,
• Draft your brand style guide and key brand messages,
• Purchase a domain name that can be branded easily,
• Create social profiles for your brand name,
• Design logo and image mood board (i.e. colors),
• Get original product photos and stock images,
• Complete the pricing and offers template.
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Launch Content
• Find 100-200 product and persona-based keywords,
• Finalize brand style guide and key brand messages,
• Plan your launch content,
• Create your launch content.

Website Set-Up
• Choose a publishing platform (e.g. BigCommerce, Shopify, Drupal, WordPress, Wix,
etc.),
• Choose a hosting provider (e.g. Siteground, Bluehost, WPX, etc.),
• Add an SSL Certificate (a.k.a. digital certificate) and enable HTTPS,
• Customize theme and plugins (e.g. Google Analytics E-commerce, SEO, Facebook Pixel,
etc.),
• Customize home page and add pages (e.g. About, Terms and Conditions, Privacy,
Shipping and Returns Policy, FAQ, etc.),
• Create category pages and add product pages (i.e. descriptions, pricing, weight, etc.),
• Add Contact Form / Support / Chat,
• Add Buyer’s Journey content,
• Delete any remaining unused template pages,
• Set-up PayPal business account and payment gateways,
• Set-up WooCommerce, if using WordPress, or a similar e-commerce plug-in,
• Set-up shipping and order fulfillment methods,
• Create offer sales funnels (e.g. WooFunnels or Cartflow),
• Test payment gateways on store and funnels,
• Consider applying for Amazon Associate Program.

Email Marketing Automation
• Email marketing automation (e.g. Conversio),
• Opt in software (Opt-in Monster, Privy),
• Pre-purchase content welcome email automation,
• Pre-purchase offer welcome email automation,
• Abandoned cart email automation,
• Every purchase email automation,
• New customer email automation,
• Repeat purchase email automation,
• Win back email automation.
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Initial Website Launch
• Set up $5-10 ads per day,
• Launch blogger product review campaign,
• Create, launch and promote content campaign,
• Start full scale content link building campaign,
• Launch guest posting campaign.

Ongoing Marketing
• Determine cost per lead,
• Determine cost per acquisition,
• Choose niche advertising type,
• Create, launch and promote content campaign.
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CUSTOMER SERVICE – WHAT IS IT?
When the word customer service comes into mind, it obviously means serving the customers.
Many companies are inclined towards improving the customer experience, and for this
purpose they take the steps necessary to building customer services. Customer services have
been around for quite a while and with the world becoming more open to newer prospects
related to innovation, it is imperative that customer services are enhanced in one way or
another. Good customer service can be defined as the art of providing high-quality assistance
and guidance, making sure that the customer’s requirements are met. Customers are the
group in control of success for any company, and they can even be considered the backbone of
the enterprise. Customer service is linked to developing healthy ties with long-term customers,
so that the company growth can be paced properly (McKinney, 2017).

CHARACTERISTICS OF EXCELLENT CUSTOMER SERVICE
Good customer service can be defined by the work of the customer service team. Results and
work ethics can be increased via good customer service because the customer will be satisfied
even if there are stages of a recession (Venpeere, 2019). The important characteristics of good
customer service are described below:
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• Prompt replies:
Time management is important and if customer services
and promises are kept according to the timeline, then good
customer service can be expected without a doubt.
Whatever you are trying to communicate to the customers
must be done on time, to avoid miscommunications.
(Venpeere, 2019)

• Soft attitude:
A polite nature is always the key to attracting
customers towards the firm and this is the
reason why a lot of successful service providers
have been able to maintain their standards
despite some critical stages their companies
have gone through. A polite and soft attitude
towards the customers will ensure their trust
in the company and thus prove to be effective
for the company’s future. (Venpeere, 2019)
• Professionalism:
Professionalism is always key to any good customer service because it mainly controls how the
response is being recorded by the end users. While dealing with the customers, the customer
service team makes sure that it is professional in its procedures and informal talk is avoided.
(Venpeere, 2019)
• Personalization:
Keeping it personal can keep the customers’ engagement at times and calling the customer by
their names can be a good sign of loyalty rather than just using titles. Interest develops in the
customer to avail of your company’s services because of the level of loyalty and commitment
you are showing to them. (Venpeere, 2019)
Case Study:
Coca Cola and Adobe are known for good customer services, but are they really up to the mark?
What are the points where they could work on some more?
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RULES OF GOOD CUSTOMER SERVICE
In order to maintain good customer service, the employer must be able to handle his services
team properly, and there are certain rules which need to be briefed to the team. These are the
rules which are supposed to be abided by after signing the offer letter provided to the services
team. If the rules are properly followed, better results can be obtained as a result of this
disciplined approach (Ward, 2019). Some of these rules are:
Train your staff to be able to handle situations without losing their calm and keep it cool
when it comes to dealing with customers who can sometimes less easy to manage.
The team must know that honesty in promises cannot be ignored and the promises that
are made must be realistic.
Being helpful is important, helping hands can instigate loyalty and a connection can be
established between the customers and the services team.
Complaints are always there in one way or another, it depends on the team how they
deal with them. Complaints must be dealt with as promptly as possible because it
engages the customer’s trust in the company.
Again, prompt replies to phone calls are also important, to avoid annoying the
customers.
Listen to the customers and answer them as politely as possible. The feedback of
customers matters the most therefore it is essential to listen.
Offers are there to attract customers, and making new offers to customers can help in
maintaining the customer’s interest in the company.
Going the extra
mile can be fruitful
when it comes to
customer dealing,
diligence
and
honesty in the work
environment can
give
beneficial
results
to
the
company and the
employee (Ward,
2019).
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EXAMPLES OF GOOD CUSTOMER SERVICE
There are a great number of good examples it comes to customer service around the globe.
There are companies who have reached greater heights just because of the fact that their
customer service facilities are far better than those of other companies. Competitive goals can
be met by having a better communication with the end-user. There are many examples of
companies who provide excellent customer service, and one such example is of the Ritz-Carlton
Hotel. (Bernazzani, 2019) The stories of this hotel related to customer service are so incredible
that some of them have even reached the books.
One such example being quoted is that of John DiJulius, who once decided to stay at the RitzCarlton hotel and was so pleased that he felt he needed to tell the story of his stay. John spent
some time at the hotel and while checking out, he unknowingly left his laptop charger in his
room. Seeing this, the company felt the need to solve the situation, so the very next day after
John went back to his office, he received a package from Ritz-Carlton Sarasota, containing the
charger he had forgotten at the hotel. John was amazed by the amount of efficiency the hotel
had shown, maintaining its reputation for good customer service. The package also contained a
note from the person in charge of the Loss Prevention Department, which contained some
polite words for John. The note said:
“Mr. DiJulius, I wanted to make sure we got this to you right away. I am sure you need it,
and, just in case, I sent you an extra charger for your laptop.”
Aside from this anecdote, the hotel is known to allow an employee to spend up to 2000$ daily,
in order to ensure customer comfort and to satisfy the needs of the customers.
When clients put in the effort to send you an email, they anticipate an answer. It indicates that
you esteem them as clients and care about their needs. As a reward, Zappos organizes
headquarter visits, to give their loyal fans a sample of what goes on in the background.
(Kaemingk, 2019)
Once in a while, it's wiser to recognize any issue before it creates any problems and let the
clients realize that you’re doing your best in attempting to keep everything in check for them.
Numerous clients realize innovation doesn't work 100% of the time and like when you
apologize for committing an error. In this case, prior to the apocalypse of complaints, making it
sound pleasing and happy makes a difference. A similar situation happened when Adobe had a
crisis in its software facilities and it made sure to send out a tweet before any complaints were
received (Kaemingk, 2019).
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Similar examples have been seen by renowned companies and firms, which include:
• Basecamp,
• Wistia,
• Warby Parker,
• Glossier,
• Whirlaway sports,
• Lyft,
• Lego (Bernazzani, 2019).

WHERE CAN WE SEE GOOD CUSTOMER SERVICE THESE
DAYS?
There are many places where we are able to observe good customer service these days. This is
highly observed in hotels and restaurants because they are the essence of service. In five-star
restaurants, even if the food and crockery might only cost about 50$, we are willing to pay 150$
for the experience. The profit, and the inherent success, is mostly due to the excellent customer
service. A spotlessly clean and well-designed environment, plus the full attention of polite staff
make for good customer service (ukessays, 2017).
Certain shops and retailers also offer very good customer services, Walmart and Carrefour are
some examples known for attracting a lot of customers due to their efforts in this regard.
Boosting your business requires a lot of attention to customer service, which is why Walmart
now has stores in 27 different countries of the world and on all continents, except for Australia
(ukessays, 2017).
Case Study:
Customer Services are being offered all around in different departments, how are call centers
proving to be hubs of customer service?
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RESEARCH ON CUSTOMER SERVICE
Customer services yield better results for the company and discussions and talks have shown
that better customer services have increased the overall business of the company. Several
surveys have shown that better customer services lead to better prospects for the economic
condition of the company. One such survey was conducted by Oracle in the year 2011, which
was focused on the American market. The survey showed that 86% of American customers
would be willing to pay more for better customer services (Patel, 2019).

This shows the impact of good customer service on the customers. Better profits and
opportunities for growth can be obtained using these steps towards better services. Just a few
amendments here and there in the customer service plan, and customers will be willing to pay
you good money if you are able to meet their requirements effectively.
Similar results were found from American Express, who conducted a survey on a control group
in America, obtaining similar results to those shown in Oracle’s survey (Patel, 2019). It showed
that about 70% of Americans are willing to pay up to 13% more than the original price of the
items to companies who offer better customer services. This proves that customer services in
themselves can propel a company’s future in the right direction, because people in general are
willing to pay for customer services more than the actual price of the product. Companies that
have expanded globally have done so because of their better customer supports. Companies
like Jaguar, Mercedes, BMW, and Mitsubishi have shown how important it is to provide
customers with the comfort they require.
Further surveys have shown that for every happy customer, the information is passed on to
nine different people and the publicity of the company and their product will be increased in a
positive direction (Venpeere, 2019). But there is a dark side to the picture too, because every
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unhappy customer tells about sixteen people on average about the experience he/she had with
the customer support. So, it is very important to satisfy the customers and essential to keep the
customers engaged and vest their interest in the product. Being open to criticism from the
customers and catering to their complaints will undoubtedly boost the company or firm’s
prospects into becoming a bigger organization. The experience of the end user is very
important because having sixteen unhappy people for a single mistake is a big price to pay.
Customer success can be brought about by using better and fruitful customer services. A survey
was conducted online by Neil Patel who asked the question: “Is customer success important for
generating revenue for the company?” The results showed the degree to which customer
success is important in generating revenue for the company, the conclusion being that priority
must be given to customer satisfaction, if a prosperous and bright future is to be expected. This
is because of the fact that a happy customer will always return to the company, due to the
excellent treatment he received during his last experience with the firm (Patel, 2019). This will
enable the company to maintain its ties with the customer and the customer would then
recommend it to his acquaintances, because of the excellent experience he has had. In this
way, the company will benefit even more and the chain of success and growth will continue to
evolve and be stronger in the future.
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Generally, everyone is aware that applying customer care best practices and building a solid
culture around them is difficult to work, yet it should be done. If you wish to really stand out –
and to gain more orders than your competition and to keep loyal customers on your side – you
have to put the client experience before anything else. Make your clients love your item, by
proving that you will always put them first. Everybody out there is trying to provide great client
assistance. Make yours exceptional, and you'll see the advantages soon enough.
In 2018, Digital Trends conducted an online survey using its tool, asking the public questions
about what their interests were going to be in the New Year, when it comes to their choice of
business. There were plenty of hard hitters who were on the list but results told a different
story (Patel, 2019).

So customer experience topped all of the other options, mainly because of the fact that the
customer service industry has yielded more revenue for companies rather than other fields. A
good framework of customer services is bound to give you better results and the people have
now realized this point. More than content advertising, more than mobile, more than
personalization, and more than social. Customer experience – and by augmentation, fulfillment
– beat out some overwhelming candidates. Organizations are going to concentrate on
consumer loyalty and experience, and buyers are effectively searching for those brands that
deliver on this guarantee.
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CUSTOMER SERVICE ISSUES IN EUROPEAN COUNTRIES
Italy:
Italy is one of the well-established economies in Europe and while it continues to grow, it is
notorious for some problems which migrants from other countries face. Air Italy has got a lot of
heat regarding their management in the handling of luggage and other items related to flight
time and staff. One such example was quoted on the Trip Advisor website, which stated the
case of a migrant who decided to travel via Air Italy and had a terrible experience when it came
to the airline handling his luggage. He mentioned that the flight went fine, until he had
problems finding his luggage which was checked before he had boarded the flight. The
passenger had to wait for quite a long time, until he was finally told that his checked bag had
somehow been lost by the officials. In the lost luggage claims line, he discovered that a lot of
other people faced the same problem and even though an online check-in system was offered
by the JFK-MXP, the spokesperson did not respond well and behaved in a rude manner. All in
all, it was a bad experience for the customer because his luggage was lost, and he was
supposed to go through a busy week on a business trip, without all his formal suits which were
in the suitcase (M, 2018).

Turkey:
Turkey has had trouble in maintaining its good customer service standards, because of the fact
that a huge amount of refugees from Syria have entered Turkey. The war-stricken area of the
world was shown support by President Erdogan, by allowing refugees to settle in Turkey. The
decision had a great impact, as the intake of immigrants increased rapidly, which caused the
system to be clogged. This is why, at the moment, Turkey is struggling to allow immigrants to
visit. They have increased the strictness of their visa policies and therefore immigrants have to
go through a line of legal requirements before being allowed into Turkey.

Sweden and Denmark:
Sweden and Denmark are included in the Schengen area of the European Union. Immigrating to
these countries has been tough for non-Schengen visa holders because of many cases of
refugees trying to sneak in, causing their governments to impose strictness on visa
requirements. This happened in many countries of the European Union, once the cloud of
humans began to rise at a risky rate. Consequently, customer services for migrants are not
always up to the mark. However, even when struggling with providing efficiency, they still
manage to remain effective members of the group of countries that provide better customer
services.
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Lack of trust and language barriers have caused problems for immigrants who are willing to
move to these countries, causing some countries to receive a lot of heat related to their
services. At a certain level, it is not really their fault that such restrictions have been
implemented and immigrants are being forced to go through these procedures, but it is mainly
their duty to reform the system in such a way that the increasing heat against them can be
cooled down. Severe results may include loss of revenue and increased issues at the level of the
whole system.
Case Study:
Asian countries have simpler immigration facilities, how are they different from those of
European countries? What corrections are required by Asian countries to increase their revenue
and provide better customer services?

ISSUES MIGRANTS WILL FACE
There are many problems migrants will face while using customer services in their host
countries because of so many issues of language, culture and beliefs which may result in serious
misunderstandings. Customer services are a delicate issue to maintain and it’s not that easy to
maintain standards, whilst dealing with so many other problems at hand, be it over-migration,
overclouding visa applications and so on. All of them can cause a huge amount of burden on the
service providers.
One important issue is the joining of dispersed populations. More than 65 million individuals
are at present away from their home country. The greater part – 54% or 35 million – originate
from Somalia, Afghanistan, and Syria. Their integration will take a lot of time. They need help
when it comes to the fundamental aspects of daily life, dealing with businesses, administration,
and socializing. Getting ready for support rather than removal implies a move from finding
short-term solutions to a sustainable long-term plan.
A second issue would be handling disparity in goal networks. Disappointment at home and
thwarted expectations when it comes to globalization represent a driving political power
behind the ongoing rejectionist development in nations that have swung towards nationalism.
The disparity that makes up a “Marginalized Authority” of local residents supports the intensity
of hostile acts going on towards migrants (Forum, 2019).
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A third critical issue is preparing the urban communities for the environmental movement. The
changing atmosphere is making individuals move in large numbers. City planners have not been
able to keep the pace, and so migrants have to resort to living in ghettos and casual lodging. As
scholars like Katherine Boo and Doug Saunders have recorded, the fortunes of the individuals
who land in ghettos rely upon arrangements that keep them in or help them out. Will these
makeshift accommodations become their permanent homes? (Forum, 2019).
Lastly, getting ready for new examples of resettlement should be considered a high-priority
need. It is becoming evident that conventional resettlement models in Canada, Australia and
parts of Europe need to be updated. They were designed for urban areas not yet changed by
the characterizing financial patterns of the previous decades: the development of casual
employments, and the migration of people from rural areas to the cities, and from the cities to
suburbs (Forum, 2019).

TOOLS FOR BETTER MARKETING ACROSS THE BOARD
There are many tools for marketing which have the benefit of providing adequate amounts of
customer services to consumers. These tools are helping the world economy grow by a
significant margin; therefore, they are being employed across the globe. One such example of
these tools is e-commerce which has taken online business to whole new heights. Here we
have listed the advantages of e-commerce in the introduction of new opportunities (Krause,
2017):
Easy and Convenient
The best thing about e-commerce or online marketing is that it relatively easier to use and
more convenient, since the products are user-friendly. Also, the customers can get all the data
about the product in just one click. The websites can be accessed all day long and the potential
buyers can make purchases from all around the globe.
Product Details and Datasheet
Product description and datasheets have detailed information regarding the product, so a
customer can assess the product not only from images but consult the complete details of the
product, along with the graphics.
Visibility in Search Engines
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There are a lot of e-commerce websites currently running, and the numbers are increasing day
by day. This saturation also increases the visibility of e-commerce businesses in search engines,
which draws more people towards online selling and purchasing.
Inventory Management is inexpensive
In the event that the inventory of products is an automated process, then it also implies a
reduction of expenses, and consequently of risks.
Competence
Starting an e-commerce site or business is a lot easier when compared to setting up a business
physically and managing inventory in a physical shop. In addition to this, getting a license is
easier for an e-commerce business and the system is automated for most of its features. All
these things combine to make an e-commerce business more efficient and convenient.
Sell Products Everywhere
E-commerce businesses are limited by borders or physical locations. A user can access and
purchase from wherever he wants and that is what makes online business more efficient when
compared to physical shops and businesses.
Economical
Since the investment required for setting up an e-commerce business is not as large, when
compared to those required by a physical shop, it leaves more budget for other areas such as
marketing, customer service, ideas etc. and more time for planning and strategies.
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DANISH LEGISLATION
If you are thinking of moving to Denmark to work or study, here are some important things to
consider:
• If you want to work in Denmark then, depending on your country of origin, you must
apply for a residence and work permit. You also need to apply for a work permit if you
will be doing unpaid work or seeking sideline employment. “New to Denmark” is the
official portal for foreign nationals who wish to visit, live or work in Denmark:
https://www.nyidanmark.dk/en-GB/Applying/Work.
• In order to work in some professions in Denmark, it is necessary to have an authorization
from the Danish Government. You can check detailed information about your profession
and other relevant information here: https://www.workindenmark.dk/Moving-to-DK
• If you are located in Denmark, you are assured some minimum rights concerning your
working conditions, which you can check here: https://studyindenmark.dk/live-indenmark/working-in-denmark/hours-and-legalities. You can also read about the Danish
model, where wages are primarily fixed through collective agreements.
Interesting webpages and tools:
• EURES is a cooperation network designed to facilitate the free movement of workers
within the 28 EU countries, plus Switzerland, Iceland, Liechtenstein and Norway. Partners
in the network may include public employment services (PES), private employment
services (PRES), trade unions, employers’ organizations and other relevant actors in the
labor market. Those partners are in charge of providing information, placement and
recruitment services to employers and jobseekers. Furthermore, EURES plays a vital role
in providing specific information and facilitating placements for the benefit of employers
and frontier workers in European cross-border regions. In practice, EURES provides its
services through the portal and through a human network of around 1000 EURES advisers
who are in daily contact with jobseekers and employers across Europe
https://ec.europa.eu/eures/public/en/homepage
• The Danish Business Authority https://danishbusinessauthority.dk/ works to create the
best conditions for growth, making it easy and attractive to open a business in Denmark.
• Skat is the digital tool for taxes and fees https://skat.dk/.
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GO YOUR OWN WAY – SETTING UP A BUSINESS IN
SWEDEN
THE THREE STAGES OF STARTING A BUSINESS:
1. Settle on the business type
Before you start a business, you should initially settle on the business type. The most wellknown decision is to begin as a sole merchant. That implies that you, as a private individual,
claim, work and are liable for the business. You will be by liable for making good on your
charges and social protection commitments, known as “individual commitments”
(egenavgifter).

2. Register the organization
In the event that you mean to work as a sole merchant, you are not required to enlist your
organization with the Swedish Companies Registration Office. Be that as it may, enlistment
protects the organization name. On the off chance that you don’t enroll, another person may
enlist an organization with a similar name.
On the off chance that you are going to begin a restricted organization, an exchanging
organization, constrained association or monetary affiliation, notwithstanding, you should
enlist your organization with the Swedish Companies Registration Office.
Data about business enlistment and assessment
• Enrollment with the Swedish Companies Registration Office in the event that you have a
Swedish individual character number;
• Enlistment with the Swedish Companies Registration Office in the event that you don’t
have a Swedish individual personality number.
3. Register with the Swedish Tax Agency
All organizations must enlist with the Swedish Tax Agency (Skatteverket). At the point when you
register, you can apply for F-charge endorsement, register for business VAT and register as a
business.
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ITALIAN BUSINESS LEGISLATION

In order to register a company in Italy, you first need to be aware of these important legislative
documents:
• Italian Civil Code;
• Legislative Decree n. 58/1998 (the so-called TUF);
• The set of rulings established by the National Commission for Companies and the stock
Exchange (CONSOB);
• The code issued by the Italian Stock Exchange;
• The company’s own Articles of Incorporation.
In addition to these sets of rules, a foreign entrepreneur must also be acquainted with
legislation for foreign nationals, such as Legislative Decree n. 286/1998.
In general, non-EU citizens that already have a residence permit may request its conversion for
reasons of self-employment, exercise of industrial, professional or commercial business, or for
starting up companies or partnerships, as long as they can demonstrate to have adequate
resources and meet the requirements of the Italian law. They also must provide evidence of
adequate accommodation.

104

For foreigners who wish to start a business in Italy, without already having a residence permit,
an entry visa needs to be issued by the consular authorities.
To attract foreign entrepreneurs, the Italian legislator has adopted since 2012 a special law
entitled “Startup Law” which explicitly refers to innovative startups. So, its target is not any
and all new enterprises, but only those whose business is strongly linked to innovation and new
technology.

SETTING UP A NEW BUSINESS IN ROMANIA
Once you have obtained the documents required to become a Romanian resident, in order to
start a business and everything that comes with that – such as applying for a bank loan,
government or EU grants, hiring staff, setting up a supplier and client network – the first step is
always legally registering your company. In order to do so, you will find plenty of information
online to guide you every step of the way, and of course, there is always the option of hiring a
consultant if you feel overwhelmed.
The most common type of legal entity in Romania is an SRL (Limited Liability Company). This
type of company can have multiple shareholders, some or all of whom may be foreign citizens,
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and it is usually possible to choose as many NACE classification codes as your activities require.
It is also possible, when starting out on your own, to begin as a PFA (Registered Sole Trader) if
this is suitable for your activities. The initial procedure is less complicated, practically free and
you might be able to enjoy better tax rates, however this will limit your future options and
growth considerably, and at the same time, you will be held personally liable for any debts or
prejudices caused to other entities. For these reasons, we will focus on briefly describing the
main elements involved in establishing an SRL.
The first step implies choosing an official name for your new company, checking whether it is
available and reserving it with the National Trade Register. This can be done either online (on
https://portal.onrc.ro/ONRCPortalWeb/ONRCPortal.portal) or in person. If you wish to have
your name and logo trademarked, you will need to do so through the Romanian State Office
for Inventions and Trademarks, and at this point you might also want to register an
appropriate domain name for your website.
The next steps would be:
• drawing up the Article of Incorporation, which will contain the essential information
regarding your company and the way it will function (a model can be downloaded here:
http://www.onrc.ro/documente/acte_constitutive/MODEL%20AC%20SA%20DUALIST.pdf)
• providing the address of a company office (which is mostly for registration purposes only,
so this could either be your accommodation, a place you will be renting out, or you can
even rent a virtual office – depending on your business’s needs, of course);
• opening a bank account and subscribing the share capital;
• providing a specimen signature, filling in certain forms and declarations at your local
Trade Office, paying a registration fee and submitting all documents at the appropriate
counter.
Recently, the registration procedure has been simplified and the fees have been greatly
reduced. The minimum share capital you will be required to subscribe is 200 lei (about 70 euro),
and the registration fee is about the same amount. However, you also need to take into
account the costs related to having certain documents translated and authenticated by a
notary, and of course the consultancy fees if you decide that this is necessary in your case.
Most often, if your file is complete, your company’s official documents will be ready after a few
days. You will then need to order a stamp and hire the services of an accountant, authorize
them to sign fiscal documents on your behalf, acquire the necessary ledgers and obtain any
operating permits and licenses that might be required for your activities.
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After having established a new company, there are numerous financing programmes and
grants which you will be able to apply for, designed to help you grow faster and become more
sustainable. Some of these are offered by the Romanian government, the EU or even certain
companies – in some cases, creating your application might require hiring a consultant
specializing in the field. Certain banks also provide offers and programmes especially for startups and SMEs (Small and Medium Enterprises), either in the form of loans, commission-free
accounts or other benefits.
Useful resources:
• Page dedicated to SMEs by the Ministry for Business, Trade and Entrepreneurship –
http://www.imm.gov.ro/?lang=en;
• National Trade Register Office – https://www.onrc.ro/index.php/en/;
• Your Europe: Access to Finance – https://europa.eu/youreurope/business/financefunding/getting-funding/access-finance/index_en.htm;
• https://www.startupcafe.ro/;
• https://www.finantare.ro/.
References:
1. https://www.onrc.ro/index.php/ro/inmatriculari/persoane-juridice/societati-curaspundere-limitata-debutant-srl-d;
2. https://www.startupcafe.ro/infiintare-firma-srl-pfa-romania.htm;
3. http://www.avocat-firme.info/etape-infiintare-firma.html;

WORKING AND STARTING A BUSINESS IN TURKEY
Entering Turkey
Entry and exit procedures can be performed using passports or equivalent documents at border
gates. Holding a visa, visa exemption, a residence permit or a work permit document will allow
you to enter and stay in Turkey.
If you fail to obtain a passport or an equivalent document valid for at least 60 (sixty) days from
the end of the period of such permit or exemption, you will not be allowed to enter Turkey.
Entering and staying in Turkey without a visa, residence permit or work permit is subject to

107

various sanctions, including an administrative fine. Entry into Turkey and registration by legal
means is the precondition for accessing rights and services. Entry into Turkey for such reasons
as escaping war, civil war, terrorism or oppression and registering with relevant units within a
reasonable period upon entrance is not subject to administrative fines.
Visa procedures
If you want to travel to Turkey, you have to obtain the e-visa specified for your country from
ww.evisa.gov.tr or to obtain a visa for your purpose of visit by applying in person to our foreign
missions. An e-visa is not valid for traveling to Turkey for any purpose other than tourism and
commerce; it involves filling out an online form and paying the visa fee by credit card. For
information about country eligibility, see www.evisa.gov.tr or www.mfa.gov.tr.
Residence Permit
It is compulsory for foreigners who are planning to stay longer than the period allowed by a visa
or exemption from it, or for more than 90 days to obtain a residence permit. There are different
types of residence permits, depending on the purpose of your stay. The types of residence
permits are: short-term residence permit, family residence permit, student residence permit,
human trafficking victim permit, or humanitarian residence permit.
For detailed information about the types of residence permits, you can visit www.goc.gov.tr,
www.liveinturkey.gov.tr and www.yimer.gov.tr, or call 157 from Turkey or +90 312 157 11 22
from abroad, to access Foreigners Communication Center.
Accommodation
The residence where a person is permanently being hosted is called a home. It is compulsory to
have a residence address registered on the address system. People who are under international
protection or temporary protection are only allowed to reside in the provinces designated by
the Directorate General of Migration Management, according to their status. Failure to comply
with this rule will result in restriction of the rights and services a citizen is entitled to. Complying
with the rules above, a person is free to choose where to reside in Turkey.
Right to work and work permits
The right to work is guaranteed by the Constitution and laws in Turkey, and everyone is entitled
to it. As a foreigner, you will need to obtain a work permit, in order to be able to legally work in
Turkey. However, if you have been granted a refugee or subsidiary protection status, you can
work dependently or independently after receiving this status.
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Work permits are issued by the Ministry of Family, Labour and Social Services. Anyone can
apply for a work permit, either in Turkey or from abroad. Both types of applications are to be
made by an employer or a business. Prior to arrival, one should submit his/her application at a
foreign embassy of Turkey, in the country where he/she lives. The employment contract that is
agreed upon with the employer must be presented to the foreign mission of Turkey. Following
that, the issued reference number will be submitted to the Turkish employer, who will be asked
to make an application on behalf of the prospective employee. The employer may choose to
submit the application through the online system.
The right to apply for a work permit is subject to certain conditions: if you are a resident in
Turkey, you will need to hold a residence permit valid for at least six months; if you are an
international protection applicant, you must wait for six months after your application, and in
the case of applying as a conditional refugee or temporary protection holder, for six months
following the issuance of your identity card.
Looking for a job
To look for a job in Turkey:
• If you are looking for a job, it is a good idea to begin by informing the people around you;
• You can browse job postings online or register on human resources websites;
• You can track job postings in newspapers;
• You can register with companies that offer employment consultancy;
• You can apply directly to organizations and businesses;
• You can register with the Turkish Employment Agency (İŞKUR).
The Turkish Employment Agency (İŞKUR) is a government agency conducting employment and
vocational training procedures for job seekers. Any person of any nationality can sign up to
İŞKUR. If you have a foreigner identity number, you can use the services offered by İŞKUR after
registering on the İŞKUR website or through the Provincial Directorate of Labor and
Employment Agency in your province. Temporary protection residents in Turkey can join
training programs organized by İŞKUR, after being a resident under temporary protection for at
least six months. ISKUR programs help newcomers receive vocational or on-the-job training at
their workplace. For more information, you can call 444 75 87 or the hotline 170, or visit
www.iskur.gov.tr.
Other useful websites for finding jobs in Turkey:
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• Kariyer.net: job search site;
• Jobs in Istanbul: jobs for native English speakers;
• Yenibiris: Another job search site;
• Craig's List Istanbul: employment in Istanbul;
• Secret CV Turkey;
• Learn4Good.com;
• Career Jet Turkey;
• Marmaris Recruitment;
• MY Executive: management and professional positions in Turkey;
• Turkey Talent: jobs by industry, professions and locations across Turkey.
Starting a Business in Turkey
Turkey has created a reputation as a growing economy that attracts investors worldwide. Its
young and dynamic population (with more than 30 million young people), well-qualified and
competitive labor force, developed infrastructure when it comes to the transportation,
telecommunication and energy industries, as well as its central location, all of these put Turkey
among the leading economies in the world. Turkey receives about $12 billion in direct
investment, and has over 50,000 companies run by foreigners. You can invest in Turkey under
similar conditions and with similar rights to Turkish citizens.
You can either invest in an existing company in Turkey or start your own business. In addition, if
you prove to the Ministry of Industry and Technology that you have made a total fixed capital
investment of minimum $500,000 in Turkey, you will be entitled to apply for Turkish citizenship.
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