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ABOUT THE AUTHOR


How to Use this Book



There are countless books on negotiation skills. This book awaits your use. It originates from a study carried out in collaboration with numerous seminar participants and should likewise remain dynamic and support you for many years. Hence, this book is not intended to be read once and then left aside (although I would be happy to you know you have read it in its entirety). Rather, it should be a valuable resource of reference, e.g. when preparing to deal with a specific negotiation type, or when deciding on your strategy. To stress my humanistic mind-set, let me introduce some negotiators who will accompany you throughout this book:





	The Master Negotiator stands by your side, gives tips and advice:
	
	The Researching Negotiator gives facts, thoughts and theory:
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	The Confused Negotiator appears where typical mistakes are being described:
	
	The Courageous Negotiator indicates options to try out:
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In any case, I would appreciate you writing to me! Please send your comments directly to office@comeon.at or to the publishing house.


Preface



How does a book come into existence that brings together the experience of thousands of negotiators, from bankers to purchasers to jurists? I am somewhat lucky as a negotiation consultant and mediator. I need not go on a pilgrimage from executive to executive in search of people who would be willing to share their negotiation experiences with me.

Such a study would be immensely time consuming, not to mention the resistance to freely airing experiences with negotiation partners, and to being compared with colleagues and competitors. It requires a lot of courage to face one´s doctrines analyse one´s mistakes and learn from them.

All of the contributors to this book have demonstrated this courageous mind-set, whether in workshops, coaching sessions or seminars. We have done a lot of analysing and reflecting together and scrutinised thousands of negotiations to find out what worked well or needs improvement.

Thank you for your courage, commitment and openness – you made this book possible!
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THE MASTER NEGOTIATOR:
 BEHIND THE SCENES



Meetings deteriorate and business opportunities disappear. Longheld relations with colleagues and suppliers dissolve, and negotiators angrily find themselves before conciliation boards.

Widening markets and increasing competition necessitate mutual, beneficial and lasting negotiation results.

The skill of conducting profitable and successful long-term negotiations will continue to be in high demand. From a development-historical point of view: the once dominant hierarchical structures in society and politics left scarce room for negotiations.

But today´s worldwide development towards partneroriented relationships leaves the old patriarchal system behind. Simply consider the common setting of objectives in annual MBO (Management By Objective) employee meetings, the emancipation of women and the resulting changes in partnerships or the way children and parents interact nowadays.

However, plenty of negotiations turn sour every day, in private life as well as in business. Why? They predominantly fail because of the human factor.

Each chapter of this book corresponds to one of the six human factors important in negotiation.

While reading these chapters, memories of your own issues will surface. While revisiting past situations, some reactions will become more understandable.

You will realise that only in the rarest of cases is a technique decisive for success. Furthermore, there are many factors influencing the result, the function of which is described in the “negotiation building” below.

All too often, negotiators are pitted against each other as enemies: their own vanities triumph, battles are fought and exhibition fights taken out. Negotiation partners put power thinking before factual questions, listen only selectively and let themselves be guided by their emotions. In perceived “zero-sum-games” there are only two options: victory or failure. If one gains, the other is bound to lose. That seems all too logical in a business world that cherishes cleverness as an executive ideal, and regards survival of the fittest as the norm.

Exploring the experience of countless workshop participants proves the opposite. For this exact reason, the master negotiator strategies are based on partnership and openness to the needs of the counterpart. This strategy is a far cry from weakness; in fact, it reflects self-interest.

He, who identifies the interests of his negotiation partner, identifies what to heed in order to also satisfy his own interests. Only if he manages to offer something of interest to his negotiation partner, and get something in return, will the outcome be successful, a real “deal“.



.....


STRENGTH 1: PREPARATION
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The preparative phase is the first fundamental phase of negotiation.

On one hand, difficulties can be excluded from the beginning by anticipating counterarguments and collecting legitimisation information.

On the other hand, attaining objectives can be secured by clarifying one’s own interests.

Preparation is comprised of distinct components such as situational analysis, setting one’s targets and arranging convincing arguments. For the Negotiation Master, reviewing essential issues is part of the game, just like a car driver checking the fuel.

Naturally, the extent of preparation depends on the respective situation and the importance of the negotiation.

Former U.S. president Richard Nixon starts his “10 commandments for leadership and negotiation” with this rule: “Always be prepared to negotiate but never negotiate without being prepared.“2

He is described as a negotiator who invested an immense amount of time and energy in preparation. Before meeting Khrushchev for the first time, Nixon spent six months over confidential CIA and State Department material, held phone conferences with political heavyweights like Konrad Adenauer and collected information from ambassadors, experts on Russia and universities.3

This enabled him to counter attacks in an exceptionally professional manner. In one of the negotiations, Khrushchev denounced a U.S. proposition with the words: “This resolution stinks! It stinks like fresh horse shit and nothing smells worse than that!” Nixon recalled from his record that Khrushchev had worked as a swineherd and replied, “I am afraid that the Chairman is mistaken. There is something that smells worse than horse shit, and that is pig shit.” Khrushchev stopped for a moment and laughed.4

However, the preparation phase need not last for months. It can be limited to peering into one’s statement of account and noting the maximum amount available. The whole matter might only last two minutes.

The negotiation process can turn into a beautiful, creative and stimulating game if one’s own interests are clear, options are thoughtfully considered and developed beforehand, and the partner assessed accurately. The unprepared, however, are easily stressed, overworked, cannot grasp why something is offered or withheld and proceed nervously.



Main steps in the preparation



Lack of time is a business reality, also in preparation. Hardly anybody will be able to focus extensively on all areas mentioned. Hence, I will outline the relationship of the areas to each other so you can decide for your negotiation which part you need to stress.

Effective preparation ideally includes the following steps:

	Target definition (strength 5)

	Situation analysis and determination of str

	Negotiation partner profile (strength 3)

	Legitimisation (strength 6)

	The best alternative (BATNA)5



It is evident that the strengths of the Master Negotiator play a big role in the preparation phase. Therefore the chapters of this book correspond to them.

Given all the preparation, it is still essential to avoid a rigid structure and remain flexible in the negotiation. Objectives might change. In the course of negotiation, details of the partner profile might have to be corrected or updated.

The options themselve scan change. A partner might offer additional products that are attractive to the company.

Even the best outcome can change if additional suppliers or other partners enter the market.

In essence, preparation should help to better assess the situation. If the perceived expectations do not fit with reality, it becomes necessary to adapt them during the negotiation. This is not always easy because energy is spent in correcting a trusted picture and admitting to one’s errors.

Which areas should you never omit in your preparation? There are two issues I strongly recommend exploring:

Firstly, start by analysing and determining your objectives in a systematic and clear manner. For details, see the chapter on Strength 5: Target Orientation.

Secondly, the situation directly determines your best strategy. In a competitive situation, legitimisation and the best alternative will be the main issues; in relationship situations, the communicative aspect will become the focal point, etc. (Details about these strategies can be found in the chapter on Strength 2: Strategy).

Next let’s consider two areas that will not be dealt with as strengths: situation analysis as the strategic initial step and the best negotiation alternative.



The situation analysis



Situation analysis occupies the central area of preparation and goes hand in hand with target setting. From it evolves the selection of a negotiation strategy which sets the stage for all further areas.

In order to categorize negotiations in a systematic manner it is helpful to distinguish two main criteria.

The first criterion distinguishes short and long term partnerships. There is no difference between a negotiation within the company on who will work during the holidays and a negotiation with a reliable supplier of many years over a price. Both situations demand a strategy geared toward the preservation of a long term partnership.

The determining question is whether the relationship with the partner will continue after the negotiation or whether this is a one-time negotiation situation.

The second criterion aims to assess the value of the conflicting interests, i.e. the consequences of relinquishing one’s interests. In other words: What is at stake? Does this decision threaten my existence? Could I lose my job if we do not receive this order? Or will the result only have peripheral effects? I personally would have preferred to go to Italy, but going to Greece for the family holiday is not the worst option either. Depending on the answer, one can assign a conflict potential to the negotiation.
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These two categories can be drawn in a matrix in order to provide a framework to analyse countless negotiation situations:
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Any negotiation can be entered into one of the existing four quadrants. Its position facilitates drawing conclusions for a preferable strategy:



.....


STRENGTH 2: STRATEGY



.....



Strategy follows targeting



A common mistake is the habit of entering all negotiations with one basic strategy, since it has proven to have an acceptable to very good effect. Therefore, it is used over and over. Sometimes, even the objectives are bent in order to accommodate the strategy. This pitfall occurs especially when the target is not upfront. Afterward, it can be reasoned that no other result could have been achieved anyway. Strategy and targeting are linked and should be prepared jointly.



Strategy follows personality



The purpose of performing a situational analysis is to later adapt a strategy to the main factors of time perspective (long or short term relationship) and conflict potential. Strategy, however, is but one side of the coin. Its success also depends, in large part, on the negotiator’s motives. Here, one aspect comes to bear that is often neglected in everyday business: the personal ethic. In the race for the position of the quickest, most successful or most efficient, strategies can be applied, techniques trained and behaviour modified, at least for a short time.

But if the strategy does not fit the negotiator’s personality and attitude, its usefulness is endangered. The “shark type” is not precluded from building long term relationships. But if most negotiations in a shark’s environment command that focus, he will become dissatisfied because he cannot demonstrate his strengths and will seldom feel successful.



Main Strategies and concepts



Countless books describe concepts to improve the negotiation process and its results. This chapter is a useful guide and practical overview of the most common ones.
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Most literature originates from the U.S. due to intensive research undertaken there, not only in small private institutions by dispersed experts, but also in an institutionalised manner through various formal programs at leading universities.

Keep in mind that whole books are condensed into these few pages in order to provide you the most important and interesting strategies to concentrate on. 
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In italics, you will get the Master Negotiator’s thoughts on these concepts.

You will come to realise that the 6 listed strengths correspond with the main functions of these strategies, as if most books seek to support the very participants of my seminars. Their feedback, in the form of the Negotiation Master’s dialogue, also reveals each theory´s utility and relevance.

It is productive to reflect on the different concepts and set priorities accordingly. It also makes it easier to put oneself into the counterpart’s shoes. A negotiator using a technically oriented strategy and thus preparing techniques (e.g. anchoring, objection handling, countering and ready-wit) will certainly have to be dealt with differently than a scholar of creativity oriented strategies, who comes to develop options together.



Relationship focused strategies



These strategies proceed from the belief that a trusting relationship and mutual fairness are the most important ingredients for successful negotiations. Therefore, negotiators should allocate their resources and preparation time foremost in securing the dimension of psychological relations.

The authors Ross Reck and Brian Long call their role model the “win-win negotiator”.8 The central idea of this strategy is to assign enough time to building up a win-win mentality before starting to bargain. This deters dishonesty and answering questions evasively.9

In order to create a win-win plan, objectives have to be determined and mutually beneficial solutions developed.

In the next step, strong relationships have to be built based on balanced mutual confidence. These “mutual win-win relationships” have more potential than superficial workplace relationships because the former are consciously built with the intention of creating a relaxed atmosphere, so the parties can openly approach each other and enjoy their dealings.

Once this has been achieved, the negotiation itself is not cumbersome. When the objectives of the other party have been listened to and confirmed, the corresponding issues can be unravelled and win-win solutions suggested together.

Since this strategy only works if employed sincerely, and not as a ploy, fairness continues to be an essential element of the mutual agreement after the negotiation. Therefore the relationship is up kept by staying in touch and taking confidence-building steps.
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The relationship based strategies take care of probably the most essential factor in negotiations. The relationship influences several aspects of the negotiation and thus has top priority.

Therefore it is not surprising that it corresponds exactly with the Master Negotiator’s third strength: Approaching negotiation partners.

High consideration for confidence building and the interests of the other side, especially correspond to the principles of this strategy. This approach is mirrored in the objective setting (mutual benefit), the means of communication and the avoidance of tactics.

However, there also is a downside: This strategy does not suit every situation and it is not successful with all partners.

From previous negotiation analyses, we know that not all negotiations have a long term focus. If you take a short-term negotiation, such as the purchase of a house, you can easily see the weaknesses of relationship oriented strategies; in competition negotiations, the encounter is long over before the relationship has a chance to begin.

Also, in co-operative and relationship oriented negotiations, this strategy is only of benefit if the other side plays along. Someone who does not care to understand that there can be improved results for both sides kills its application.

In summary, this approach often yields good results for private negotiations and in a stable business environment since these relationships are medium to long term.



Personality type oriented strategies



Type oriented strategies focus on the personality of the negotiation partner, his assessment and intentions. One’s own reactions can then be designed to fit the expected behaviour.

Gavin Kennedy, for example, has built his strategy on the distinction of blue and red negotiation styles and continues to divide those two sub-categories.
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The basic types developed here are similar to the personality types explained in detail in chapter3. Therefore this strategy is part of the Master Negotiator strategy.

Fritz Riemann distinguishes four basic forms of angst in his personality theory and assumes that all possible fears are always variants of these.

The basic fears are: the longing for self-preservation (Streben nach Selbstbewahrung und Absonderung), its opposite motivation for self-sacrifice and affiliation (Gegenstreben nach Selbsthingabe und Zugehörigkeit), the longing for duration and security (Streben nach Dauer und Sicherheit) and its opposite longing for change and risk (Wandlung und Risiko). If humans are motivated to prefer one direction within the pair, their intrinsic motor endures angst from the opposite direction.
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Attributing a partner’s basic motivation to different fears infers that those fears have to be discerned and used in the argumentation strategy.

Notwithstanding the personality theory, it is a fact that negotiators are foremost human beings with individual needs who, to a large extent, make decisions along lines of personal motivation.

Naturally, it can be difficult to discover the fears and sorrows of the counterpart.



.....


STRENGTH 3:
 APPROACHING PARTNERS



.....



Now, there is also plenty of space left to introduce three further types: the Avoider (ostrich) on the left bottom side, the Compromiser in the centre and the Creative Negotiator (cat) on the top right side:
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This distinction of five different negotiation types offers a good first possibility to come to grips with counterpart. On the following pages I will give an overview of these types.26



The teddy bear



“What goes around, comes around”, or “discretion is the better part of valour” is the motto of the teddy (Accommodator) in the negotiation. For him, to be liked and get along with others is paramount.
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Logically, the teddy is found in a world where negotiations are only one part of many social interactions based on strong relationships. In this web of relations the teddy can play his hand. Typical characteristics of this type are:

	Peace is important. Passing negotiations ought not disturb that harmony.

	Unpleasant confrontations do not amount to any good. He tries to avoid these by circumventing clear requirements and might sweep problems under the rug.

	He finds it difficult to say “no”.

	He agrees to make everybody happy in order to be liked.

	This might lead to him relinquishing substance in favour of nurturing the relationship.

	On the other hand he is very open and sincere, possibly revealing his minimum targets so everybody can orientate.

	At the same time, the teddy believes that good relationships automatically lead to good outcomes.



Advantages when negotiating with the teddy bear:

	No unpleasant stress situations

	Positive atmosphere; no counter techniques needed

	He is really interested in you as human being



Disadvantages when dealing with the teddy:

	He offers few creative ideas

	His reluctance to express his objectives
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What to consider and how to best deal with him:

While it is not overly difficult to come to a negotiation result, you have to focus on its implementation. Often, the other side has more than one decision maker. Since the teddy tends to avoid conflict situations and tries to maintain good relations within his company as well, he will not pick fights with his team over a common negotiation result, whether in his department, company or group, etc.

The chances of your offer’s survival are enhanced if you prepare arguments that help the teddy sell the negotiation result internally. These are not necessarily the same ones you used to convince the teddy himself. This means extra work for you but that is necessary for his internal presentations.

Try to come to a fair result; otherwise you might have to deal with another representative the next time, possibly a shark, chosen to slash your exaggerated ambitions.

Ensure there is enough time dedicated to working on the relationship. Small talk is an important part of the game. Do not get straight to business because this could irritate the teddy.
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The teddy is very receptive to social pressure, especially from large groups, generated from the application of fairness, generally accepted principles, examples or references.

Sample sentences you could use with the teddy:

“This solution would be acceptable to everybody.”

“I am confident we all could live well with that proposal.”

“With this solution your colleagues/clients will be very thankful.”

“It is always a pleasure to do business with you.”

“This undoubtedly is a win-win situation for us both.”

“I would be okay with that.”

“This is my personal number. I would be happy to hear how things turn out.”



.....


STRENGTH4: COMMUNICATION



.....



Of course both levels are intertwined, so it is not possible (nor desirable) to completely switch off the relationship level. But it is possible to word statements to emphasise or conceal this level. Demands can be hidden behind an organisation or substantiated norms. This way it is easier to pursue de-personalized claims, not only in a communication adapted way, but as a principle in the negotiation. This way the question of blame, that often arises, is put aside.

Example:
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Confused negotiator:

“We had ordered your goods and you confirmed delivery for yesterday! This is the second time this month that you have not kept your word. What´s wrong with you? I am not willing to work with you like this anymore!
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Master Negotiator:

“We had ordered your goods and your company confirmed delivery for yesterday. We promise our clients on-time delivery. He is giving us hell here, and I think he is right. You will certainly understand that we need to keep our word with our clients. Therefore we need a reliable supplier and certainty from your company for the next time, since this has happened before. How can we do this in the future…?”







Rhetorical Negotiation Techniques



Let us turn to the principle linguistic possibilities and rhetorical techniques in the negotiation. The analysis of linguistic patterns and the adaption of one’s rhetoric to these patterns, belong here. That also means the clarification of the substantive and emotional levels in the concrete round of talks, e.g. in killer phrases. An overview of different helpful communication techniques in negotiations will also be given.



Linguistic traps and ambiguities



“How do I make the other person understand me?” is a question regularly put forward by seminar participants.

Language appears to be so simple and yet is so prone to misunderstandings. Contrary to the question above, the most appropriate first step is focusing on one’s own expression. The correct question should be: “How do I express myself in a way understandable to others, given their respective perception and communication filters?“

There is no guarantee to being understood the way one intends. Nevertheless, cautiously choosing linguistic forms considerably enhances the likelihood of mutual understanding.

We work from the assumption that we know the meaning of each word, forgetting that there are millions of ambiguous words and personal attachments to the meaning. Illustrative examples are the words “money”, “power”, or “respect” that have their meaning modified depending on the context. Also simple terms like “cooperation”, “table” or “person” bear different meanings.

Example:




What does “some” mean?





It is very much dependent upon the context. “Some royal families” in Europe certainly result in a different number than “some raindrops” or “some viewers of the TV-Channel Euronews”. Hence, “some free extras” can mean something quite different for the seller than for you as the customer.

An example from politics shows how linguistic ambiguity can influence a negotiation result:
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In negotiating the nuclear non-proliferation treaty (NPT) one major issue hindering agreement between the U.S.A. and U.D.S.S.R was the number of inspections. The Soviet side wanted to keep the number low, but the U.S.A. fought for many inspections. The absolute number finally consumed so attention that the definition of the word “inspections” was neglected. Whereas the Soviet side assumed extended, several-day lasting controls, the U.S. understood short visits.







In order to communicate clearly and adapt to the negotiation partner, verbal linguistics but also further communication channels are essential:



	Language, vocabulary and sentence construction



	Voice and manner of speaking



	Body language and appearance





If the different channels contradict each other, the message invariably becomes ambiguous. In this so-called “incongruent message” the significance of body language predominates for the recipient.

The manner of speaking also dominates the substance of the message.27 Any incongruence provides a significant opportunity to distinguish appearance from reality in negotiations. Specifically, body language reveals more about if a “last offer” really is such, or if the partner is only bluffing. “That normally does not work out,” means “No” only if the tone of voice corresponds, otherwise it invites the question, “But our case is special, right?”



Individual language patterns



It is very helpful to observe language patterns in order to employ language in a convincing manner and avoid misunderstandings. Linguistic formulation is determined by sentence construction and wording. When formulating objectives, opportunities should be adapted to the language of the counterpart.

Equivalence and trust are conveyed and created in this manner (see checklist), notwithstanding the contents.

Specifically, when choosing sentence structure and vocabulary, one should consider the following: Is the counterpart interested in a quick solution and a hands-on approach or is he rather intellectual and reflective? Is he more interested in the big picture or specific details? Is he more interested in achieving a certain objective or avoiding a specific problem? Lastly, does he think and formulate options or does he prefer a clear procedure including a defined plan?28



Let us now turn to these language patterns.



Proactive or reactive analytical language



The first distinguishing criterion is the activity attitude of the person. The language reveals if your negotiation partner wants to come to a quick hands-on solution or prefers to analyse thoroughly before reaching a decision.
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PROACTIVE

	
	
REACTIVE



	
WORDING & SENTENCE STRUCTURE

	
	
WORDING & SENTENCE STRUCTURE



	
	prefers short sentences, active and clear wording, jumps right to main issue, ignores other opinions, nervous body language (drums fingers, rocks in seat)


	
	
	long, convoluted sentences, mentions many considerations and influence factors, compares and analyses calls for expert committee, asks for expert´s report




	
ADAPT WORDS & PHRASES TO USE

	
	
ADAPT WORDS & PHRASES TO USE



	
	“start”, “let´s go for it”, “let’s do it”, “do”, “get it done”, “kick-off”, “fast”, “firstmover”, “why wait?”


	
	
	“consider”, “analyse”, “sleep on it and decide later”, “let it grow”, “think carefully”, preferably passive words.




	
EXEMPLARY WORDING

	
	
EXEMPLARY WORDING



	
	“This is a very active option allowing us to start right away. The first phase would already be finished in two months...“


	
	
	“This proposition was analysed carefully and assessed several times. The project would grow in the first phase and could be re-evaluated…”







.....



Killer phrases: employment and handling



Killer phrases are phrases and sentences put forward with the aim to quell an argument without discussion. There are many phrases to disrupt the negotiation:



	nevertheless

	but

	still

	undisputedly

	unquestionable

	always

	everybody

	without exception

	absolutely

	You have to admit

	You have to understand…

	You have to excuse…

	I am telling you…

	As an expert, I can tell you

	From my experience, you would understand…

	You understood me incorrectly.

	Like I already told you…

	Every sensible person knows…

	You are wrong if you believe…

	That certainly is not applicable.

	That´s nonsense.

	If you´re honest...

	You shouldn´t take such a narrow view.
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The natural reaction is subliminal defiance that leads to shutting oneself off from further discussion. Killer phrases do nothing to further understanding or lead to efficient negotiations. As instruments for conviction, they are useless because people are passed over rather than convinced. Would you be tempted to give in if your counterpart swept your considerations from the table? Most people are offended or irritated, emotions that do not foster constructive negotiations.

Of course these phrases are not always employed consciously. On the contrary, many people are surprised by the defiant reaction of their counterpart.



.....



Countering verbal attacks in the negotiation



Eventually you will encounter killer phrases or verbal attacks in your negotiations. Maybe your counterpart is simply insensitive. Maybe he wants to intimidate you, disrupt the negotiation or make you lose face in front of others.

On the following pages, some possible counters measures are introduced. You can choose an appropriate variation according to the partner, situation and intensity of the attack. The five options are also meant to be used in the suggested order. The first disruption you might want to ignore, the second you should bring into question, etc.
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	Ignore

	Question

	Call and lead back

	Employ ready-wit techniques

	Defer and break off



Let´s look at a specific case:




Negotiator: “I see you haven´t really thought this proposal through. That cannot work!”





Where is the attack? Well, it´s on the relationship level intensified or mitigated by tone of voice and body language, the message is:




Hidden message: “You are somewhat stupid, or at least not well enough prepared. Accept my proposal and apologise.”





Possibility 1: Ignore



This certainly is a simple and elegant method, particularly if the relationship is not strained so far. Just repeat your last point or proceed to the next proposal.




Negotiator: “I see you haven´t really thought this proposal through. That cannot work!”






Counter: [short break, like you would be thinking about your last proposal] 
“Let´s have a closer look at the next issue...”





or




Counter: [short break “Let´s have a closer look at the last issue. The starting point was...”





Possibility 2: Question



A question neutralises, if the general atmosphere is solution oriented. This way, you avoid deteriorating the situation by adopting the wrong tone yourself. Aim the question toward the objective or destroy the basis of the attack, e.g. one’s competence, experience, etc.




Negotiator: “I see you haven´t really thought this proposal through. That cannot work!”
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Counter: “Which items do you have further proposals to add to?” 
or “What else do you think should we consider in order to make this proposal work?”








Negotiator: “I am now 15 years in this business and I’m telling you: This won´t work!”

Hidden message: “I have the experience -- you don´t -- so give in and accept a subordinate role.”
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Counter: “How can your lengthy experience help us with a problem that has occurred for the first time?”







Of course the employment and the tone of voice are highly dependent on the situation and the individual person.




Negotiator: “That might work in your division, but not in ours!“

Hidden message: “Your ideas are not valid for us; we are different. Your knowledge is worth nothing here.”






Counter: “What do you think is needed to make it work?”





.....



Questioning techniques



Commanding different questioning techniques is a main topic in communication. In our context, I want to focus on its application in the argumentation and closing of negotiations.

Questions have a paramount position in the creative phase. Obviously it is easier to detect interest if the right questions are asked. Undeniably, open questions regularly elicit more revealing answers than closed, aim-oriented ones.

The latter are more interesting as a guiding technique because they can spin the negotiation in a certain direction. The right closed question can initiate or intensify a certain frame of mind or desire for a benefit.




The steel supplier is arriving at the end of the negotiation and needs to know the delivery time.



Which question should he ask?

1: When shall we start delivery?

2: When do you want fulfilment of our contract?

3: When do you want steel supplies to be in your storage place?

Correct answer: 3.





Why? This way the buyer already imagines his desired outcome of a full storage place. That is the final purpose of delivery, after all potential postponements and difficulties.



Ask for the desired finish of the agreement and thus create a picture of the end, not the beginning of the service: 

“When do you want it finished?“ (specific product) 

“From when should both companies be represented by a common management vis-à-vis clients?” (merger strategy) 

“When do you want to hand your new folders to your customers?”



The “I am not saying” technique



This technique has been perfected in my home country, Austria. It enables you to voice something and negate it with the same breath. Consciously applied, this technique allows the expression of unpleasant notions and overcoming gridlocked negotiations. It can also enables airing out one’s emotions without alienating others:
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.....


STRENGTH 6: ARGUMENTATION AND LEGITIMISATION TECHNIQUES



.....



Argumentation Structure and Five-Step Technique



Certainly it is essential to have a clear, structured and wellconceived argumentation chain ready when entering a negotiation. The five-step technique has proved successful since ancient times.



Five-step technique
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The following templates help preparing a very flexible, easy to use structure to deliver one´s argument. As its name suggests, it always includes five steps, taking into account a situational introductory step, a complete chain of arguments and a final purpose sentence.

The planning direction is in reverse of the actual presentation: To start with, the final fifth step has to be defined before the argumentation can be established backwards.



The simple five-step
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This basic structure is used with most arguments. It sequences the presentation into beginning, main part and ending. Three arguments go in the middle. The strongest arguments are put into position 2 and 4, i.e. in the beginning and the end. Very weak arguments should be dropped because the entire argument is only as strong as its weakest link.



Negotiator:

	Our starting point is your need to answer phone calls at peak times. I have put down your needs and want to tell you why I think the option “Superplus” is best suited for you.

	You said that calculability is a major issue. With this option you have 500 responses per week included, which are 100 more than needed on average in the last 6 months. This way you know exactly which costs lie ahead of you.

	You also mentioned reliability. There I have something special to reassure you: Our reference project “Lamata”, which is identical to yours and has been running smoothly for 3 years.

	We have also considered offering you a special price: We include 50% of the installation costs. That adds up to € 2500 of extra savings for you.

	You see, if you choose us, we can guarantee your main interests, calculability and reliability, for a very reasonable price.





The dialectic five-step
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Two opposing positions (2 and 3) are characterised in order to build up tension that is resolved by the presented solution (4), which is a synthesis of the original positions.



Negotiator:

	We are worried about the sinking market share of our product.

	The standard solution would be to pass on the cost pressure to you.

	On the other hand, you told me that you could sell the premium quality better.

	I think we should try to find a solution that combines both positions. I am proposing a package that removes some of the extras and states what price reduction we need to stay competitive.

	If we follow this proposal, we could both profit....





.....



Negotiation Tactics



Tactics are short-term conceptual actions to achieve an immediate target, e.g.:

	Rhetorical instruments

	Argumentation structure

	Employment of questioning techniques



Nearly every action can be used tactically if a certain reaction is targeted. In contrast, the negotiation strategy is the long-term conception of the course of a negotiation, including ethics. Hence, the strategy overrules and determines the choice and application of tactics. If the tactic does not fit the strategy, it might even have a negative impact.

There is no conclusive number or enumeration of tactics. The quality of the tactic, as well as its application, is highly situational. A telephone call, for example, can hardly be qualified as a tactic per se. A recurring call in a stressful situation, however, could well be targeted to build up anxiety and be used in a manipulative way.

I want to provide an overview of different types of tactics. This way, it is easier to think about how to deal with a respective category, in general, and then apply that to specific tactics during a stressful negotiation.

The biggest difficulty is discerning whether a specific behaviour is tactical or sincere. There is no point countering a supposed stress tactic by asking for a recess if another buyer is really waiting in front of the door and finalises the contract on your break. This distinction between bluff and fact, between pretended and real boundaries, is the real challenge in the bargaining phase. Insight into human nature and experience are absolutely essential here.

Techniques can be assigned to four main categories:




	
Stress & Pressure (S)

	
Walk away testing (W)



	
Tactics applying stress or pressure in order to make the negotiation partner take imprudent, disadvantageous decisions

	
Starting trial balloons to test the question “How far can I push?” knowing that the offer is unrealistic and unacceptable



	
Domination (D)

	
Emotionalising (E)



	
Taking over the procedure or framework conditions, like exploiting seating arrangement, in order to manipulate the result

	
Causing or displaying emotions like provoking, stubbornness, crying, bursting into tears in order to cloud judgement






General chart of negotiation techniques



This is a list of common tactics including short explanations. The most essential skill is being able to recognise the tactic and classify it with the appropriate category so that the framework for counters becomes clear. The moment you discern the category, you know what counters (described below in more detail) are applicable.

Distinguishing and matching the tactics is sometimes tricky because several tactics can be applied differently and thus fall into different categories. In this case, more than one category is listed (abbreviations in the table above).
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	Tactic
	Description

	Category



	Aggressive closing techniques

	Technically precipitating the decision that would not be taken if more time was available

	S, D



	Apparent Withdrawal

	Negotiator pretends to walk away and abandon the whole process

	S



	Blanketing

	Demanding many and unrealistic demands, obviously out of reach

	W



	Dead lining

	Setting time limits, pretending other buyers/sellers are waiting, “offer only available now”

	S



	Fait Accompli

	Presenting finished action or decision that is hard to undo or might take too much time

	D



	Feinting Avoiding

	Stressing unimportant issues to tire or delay the negotiation

	D



	Forbearance (manana)

	Unnecessarily postponing answers and decisions, clearly out of order, to psychologically weaken

	S, E



	Good Cop/Bad Cop

	Known from gangster movies; as soon as the “bad cop” leaves the room, the good interrogator dims the light, offers cigarettes and makes an offer too good to refuse under the circumstances.

	E, S



	...

	...

	...






.....
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