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What is negotiation?
Something that we do all the time, not only for business purposes.

Usually considered as a compromise to settle an argument or 
issue to benefit ourselves as much as possible.

Not always between only two people: it can involve several 
members from two parties, or even more than two parties.



What is negotiation?
It is process of building on common interests and 
reducing differences with a purpose to arrive at an 
agreement which is mutually acceptable to the 
concerned parties.

It is a means of getting what you want from others.



It is a collection of behaviours that involves 
communication, sales, marketing, psychology, 
sociology, assertiveness and conflict resolution.

A negotiator may be a buyer or seller, a customer 
or supplier, a boss or employee, a business 
partner, a diplomat or a civil servant. On a more 
personal level negotiation takes place between 
spouses, friends, parents or children.

What is negotiation?



Grammar of Negotiation
Positions
What you want (specific) and on what terms

• E.g. A certain price for a product or service
• Close deal, future business, successful partnership

Interests
Why you negotiating

• E.g. Why you want that product or service



Grammar of Negotiation
Issues
What you disagree about

• Quality,  price, future benefits
What you’re competing about/for

• Market position, survival

Stakeholders
 Everyone interested in outcome
 Shareholders, workers, executives, customers, 

suppliers; family



Good negotiators are the people who 
understand 
 how to build key relationships
 how to identify what people need
 how to give them what they need and 
 how to get what they want in return, all in a 

way that seems effortless.

Negotiating and long-term relationships



The Central Question

How can we address our interests
while at the same time addressing your 

interests in a way that satisfies our 
common interests?



Negotiation Key Concepts

BATNA
Reservation Price
ZOPA
Value Creation through Trades



Negotiation Concepts
BATNA (Best Alternative to a Negotiated Agreement): your best option

if you fail to reach agreement during a negotiation.

Reservation Price: the least favourable point at which you’ll accept a
negotiated deal; the “walk away” price.

ZOPA (Zone of Possible Agreement): the range in which a potential
deal can take place; defined by the overlap between the parties’
reservation prices.

Value Creation Through Trades: the trading of goods or services that
have only modest value to their
holders but exceptional value to the
other party.



BATNAs are not always readily apparent. Authors 
Fisher and Ury outline a simple process for 
determining your BATNA:
 develop a list of actions you might conceivably take if no 

agreement is reached; 
 improve some of the more promising ideas and convert 

them into practical options; and 
 select, tentatively, the one option that seems best.

Determining Your BATNA!



Once parties establish a BATNA, they must 
then compare the costs and benefits of the 
BATNA to all of the settlement options on 
the table.

Ask, "What's it going to cost you if you don't 
come to an agreement?" 



The more attractive your BATNA is compared 
with the proposals you receive, the more 
POWER you have.

The less attractive your BATNA is compared to 
the deal on offer, the less power you have.

That is, the less you suffer from walking away 
from a negotiation, the more power you have 
during that negotiation.

The Important of BATNAs



Developing your BATNA
List what you would do if you fail to reach an 
agreement.
Convert the most promising options into practical 
choices.
Select the single best option; that is your BATNA
If an offer is worse than your BATNA, consider 
rejecting it.
If they will not improve their offer consider exercising 
your BATNA.



ZOPA

Zone of Possible Agreement
 ZOPA is the area or range in which a deal that 

satisfies both parties can take place.
 It is the set of agreements that potentially satisfy 

both parties.



The Zone of Agreement

Seller’s surplus Buyer’s surplus

Zone of agreement

s x b
Seller’s reservation price

(seller wants s or more)

Seller wants to move x to the right

Final Contract Buyer’s reservation price

(buyer wants b or less)

buyer wants to move x to the left

Money ($)



Value Creation through Trades

Trade things you value less to the other 
party (who values them more)

Examples:
For a supplier the greater value may not be 

price but an extended delivery time
For a customer, extended warranty versus price
For an employee, working at home versus 

salary



Two Relatively Distinct 
Types of Negotiation 

1. Distributive negotiations

2. Integrative negotiations



1) Distributive Bargaining (aka 
Positional Bargaining)

The process by which the parties distribute between 
themselves what they believe to be a fixed “pie” of money, 
goods or services.

A Zero Sum exchange in which whatever one side 
gains, the other side losses.

Parties move toward resolution through a series of 
concessions.



Involves holding on to a fixed idea, or position, of 
what you want and arguing for it and it alone, 
regardless of any underlying interests. 

Distributive Bargaining (aka 
Positional Bargaining)



Usually involves people who have never had a previous 
interactive relationship, nor that are likely to do so again 
in the near future.

Example: Purchasing products or services, like when we 
buy a car or house.

Our and their interests are 
usually self serving.

Distributive Bargaining (aka 
Positional Bargaining)



Bargaining in which parties collaborate to find a “win-
win" solution to their dispute. 

This strategy focuses on developing mutually 
beneficial agreements based on the interests of the 
disputants. 

Interests include the needs, desires, concerns, and 
fears important to each side. 

2) Interest-based or Win-Win 
Bargaining (aka Integrative bargaining)



Integrative Negotiations

The process generally involves some form 
or combination of making, value for value 
concessions, in conjunction with creative 
problem solving.

Form a long-term relationship to create 
mutual gain.





According to authors Fisher & Ury any method of 
agreement may be fairly judged by three criteria:

1. It should produce a wise* agreement if agreement is 
possible

2. It should be efficient 
3. It should improve or at least not damage the relationship 

between parties

*A wise agreement can be defined as one which meets the 
legitimate interests of each side to the extent possible, 
resolves conflicting interests fairly, is durable, and takes 
community interests into account.

Getting to YES: Negotiating Agreement Without Giving In



Recall: Positional Bargaining – where each 
side takes a position, argues for it and makes 
concessions to reach a compromise – does 
not produce agreements which meet the three 
criteria.

Getting to YES: Negotiating Agreement Without Giving In



To support the case against positional bargaining 
Fisher & Ury state:

 Arguing over positions produces unwise agreements  

 Arguing over positions is inefficient

 Arguing over positions endangers an ongoing relationship

 Where many parties are involved, positional bargaining 
leads to more complex negotiations 

 Any negotiation primarily concerned with the relationship 
runs the risk of producing a sloppy agreement.

Getting to YES: Negotiating Agreement Without Giving In



The Principled Negotiating Approach is 
designed to address and meet the three 
criteria and involves the following steps:

1. People – Separate the people from the problem
2. Interests – Focus on interests, not positions
3. Options – Generate a variety of possibilities 

before deciding what to do
4. Criteria – Insist that the result be based on some 

objective standard

Getting to YES: Negotiating Agreement Without Giving In



Principled Negotiating Approach
Separating the People from the Problem

Every person involved in dispute resolution has two 
interests:

a) in the substance - our own interests in the problem
b) in interpersonal relationships

When relationships become entangled with the problem, 
negotiations can fail or not produce a fair and robust 

outcome.

Getting to YES: Negotiating Agreement Without Giving In



Principled Negotiating Approach
Separating the People from the Problem – contd.

The people side of negotiations can be addressed by:

 Clarifying perceptions
 Allowing emotions to be expressed 
 Maintaining clear communications

Separating people from the problem allows parties to deal 
with the human aspect in parallel with addressing the 

problem on its merits.

Getting to YES: Negotiating Agreement Without Giving In



Separate the People from the Problem
Tenant vs. Landlord

Consider the contrasting perceptions of a tenant and a 
landlady negotiating the renewal of a lease: 

Tenant’ perceptions Landlady’s perceptions

The rent is already too high.  The rent has not been increased in a 
long time.

With other costs going up, I can’t 
afford to pay more for Housing.

With other costs going up, I need 
more rental income.

The apartment needs painting. He has given that apartment heavy 
wear and tear.

I know people who pay less for a 
comparable apartment. 

I know people who pay more for a 
comparable apartment. 



Tenant’ perception Landlady’s perceptions

Young people like me can’t 
afford to pay high rents. 

Young people like him tend to 
make noise and to be hard on an 
apartment. 

The rent ought to be low 
because the neighbourhood is 
rundown. 

We landlords should raise rents in 
order to improve the quality of the 
neighbourhood.

I am a desirable tenant with no 
dogs or cats. 

His gaming drives me crazy. 

I always pay the rent whenever 
she asks for it. 

He never pays tent until I ask for it. 

She is cold and distant; she 
never asks me how things are.

I am a considerate person who 
never intrudes on a Tenant’s 
privacy.

Note: Understanding their point of view is not the 
same as agreeing with it.



Principled Negotiating Approach
Focus on Interests, Not Positions

Your position is something you have decided on, your 
interests are what caused you to so decide.

It is important to build a picture of your own and of the 
various interests of those other parties involved in the 
negotiations.

Interests can be identified by asking Why? and Why
Not? as distinct from What?

Getting to YES: Negotiating Agreement Without Giving In



Principled Negotiating Approach
Focus on Interests, Not Positions cont/d

Establish the legitimacy of your interests and 
demonstrate that you appreciate the other party 
interests

Present your interests before outlining your proposals. 

Don’t overlook basic human needs e.g. security, 
economic wellbeing, a sense of belonging, recognition, 
control over one’s life.

Getting to YES: Negotiating Agreement Without Giving In



Principled Negotiating Approach
Invent Options For Mutual Gain

In negotiations the four major obstacles that inhibit the 
inventing of options are:

 Premature judgement
 Searching for a single answer
 The assumption of a fixed pie
 Thinking that ‘solving their problem is their problem’

Getting to YES: Negotiating Agreement Without Giving In



Principled Negotiating Approach
Invent Options For Mutual Gain

To generate creative options you need to:

 Separate the act of inventing options from the 
act of judging them

 Try to broaden options 
 Search for mutual gains
 Invent ways to make their decisions easy

Getting to YES: Negotiating Agreement Without Giving In



Invent Options for Mutual Gain
Separate inventing from deciding: Try Brainstorming!

In a brainstorming session, people need not fear looking foolish since wild 
ideas are explicitly encouraged. No criticism is allowed!! 

Before brainstorming:

Define your purpose. 
Think of what you should like to walk out of the meeting with.

Choose a few participants.  
The group should normally be large enough to provide  large enough to 
provide a stimulating interchange, yet small enough to encourage both 
individual participation and free-wheeling inventing---usually 5-8 people.



Change the environment. (design an informal atmosphere). 
Select a time and place different from the regular 
discussions.  The more different, the easier it is for 
participants to suspend judgment.

Choose a facilitator.  To keep the meeting on track, to 
make sure everyone gets a chance to speak, to enforce 
ground rules, and to stimulate discussion.

Brainstorming



Example: Leaders of a local union are meeting with the management 
of a coal mine to brainstorm on ways to reduce unauthorized one- or 
two-day strikes.

Facilitator: OK, now let’s see what ideas you have for dealing with this 
problem of unauthorized work stoppages. Let’s try to get ten ideas on 
the blackboard in five minutes. OK, let’s start. Tom?

Tom (Union): Foremen ought to be able to settle a union member’s 
grievance on the spot.

Facilitator: Good, I’ve got it down.  Jim, you’ve got your hand up.

Jim (Management): A union member ought to talk to his foreman about 
a problem before taking any action that---

Tom (Union): They do, but the foremen don’t listen.



Facilitator: Tom, please, no criticizing yet.  We agree to postpone that 
until later, OK?  How about you, Jerry?  You look like you’ve got an 
idea.

Jerry (Union): When a strike issue comes up, the union member should 
be allowed to meet in the toolhouse immediately.  

Roger (Management): Management could agree to let the toolhouse be 
used for union meetings and could assure the employees’ privacy by 
shutting the doors and keeping the foremen out.

Carol (Management): How about adopting the rule that there will be no 
strike without giving the union leaders and management a chance to 
work it out on the spot?

Jerry (Union): How about speeding up the grievance procedure and 
having a meeting within 24 hrs. if the foreman and union member don’t 
settle it between themselves?



Karen (Union): Yeah.  And how about organizing some joint training for the 
union members and the foremen on how to handle their problems 
together?

Phil (Union): If a person does a good job, let him know it.

John (Management): Establish friendly relations between union people and 
management people.

Facilitator: That sounds promising, John, but could you be more specific?

John (Management): Well, how about organizing a union-management 
softball team?

Tom (Union): And a bowling team too.

Roger (Management): How about an annual picnic get-together for all the 
families?



Note: Discussing options differs radically from taking 
positions. Whereas one side’s position will conflict 
with another’s, options invite other options.  

The very language differs.  It consists of questions, 
not assertions: it is open, not closed: “One option 
is….What other options have you thought of?”  “What 
if we agree tot this?”  How about doing this way?”  
“How would this work?” 

Invent before you decide!!



Principled Negotiating Approach
Insist on Using Objective Criteria

Develop objective criteria based on fair standards or 
fair procedures.
Open the discussion on objective criteria by:

 Framing each issue as a joint search for objective 
criteria

 Reason and be open to reason as to which 
standards are most appropriate and how they 
should be applied

 Never yield to pressure, only to principle.

Getting to YES: Negotiating Agreement Without Giving In



Insist on Using Objective Criteria

Example: Positional bargaining vs. Principled 
negotiation

Tom has just had his parked car destroyed by a 
dump truck.  The car was covered by insurance, but 
the exact amount Tom could recover remained for 
him to work out with the insurance adjuster. 



Insurance Adjuster - We have studied your case and we 
have decided the policy applies.  That means you’re 
entitled to a settlement of $13,200.

Tom - I see. How did you reach that figure?
Insurance Adjuster - That’s how much we decided the car 
was worth.

Tom - I understand, but what standard did you use to 
determine that amount?  Do you know where I can buy a 
comparable car for that much?

Insurance Adjuster - How much are you asking for?
Tom - Whatever I’m entitled to under the policy.  I found a 
used car just about like it for $14,500.  Adding the tax it 
would come to about $15,000.



Insurance Adjuster - $15,000!  That’s too much!
Tom - I’m not asking for $15,000 or $14,000 or $10,000, but for 
fair compensation.  Do you agree that it’s only fair I get enough 
to replace the car?

Insurance Adjuster - OK, I’ll offer you $14,000.  That’s the 
highest I can go.  Company policy.  

Tom - How does the company figure that?
Insurance Adjuster - Look.  $14,000 is all you’ll get.  Take it or 
leave it.

Tom - $14,000 may be fair.  I don’t know.  I certainly understand 
your position if you’re bound by company policy.  But unless 
you can state objectively why that amount is what I’m entitled 
to, I think I’ll do better in court.   Why don’t we study the matter 
and talk again?  Is Wednesday at eleven a good time to talk?



Insurance Adjuster - OK, Mr. Jones, I’ve got an ad 
here offering a 2009 Maxima for $15,000.  

Tom - I see. What does it say about the mileage?
Insurance Adjuster - 110,000 kms.  Why?
Tom - Because mine only had about 80,000 kms.  
How many dollars does that increase the worth in 
your book?

Etc.



What if the other side won’t play to the same rules 
and insist on attacking your proposals and 
maximising their gains?

 Continue to concentrate on the merits rather than 
positions

 Rather than resisting their force, seek out and 
discuss the principles underlying the other side’s 
positions

 Consider using a third party to mediate

Getting to YES: Negotiating Agreement Without Giving In



What if the other negotiator uses dirty tricks?

 Recognise the tactic explicitly

 Question the tactic, not their personal integrity

 Insist on using objective criteria

As a last resort – turn to your BATNA and leave 
the negotiations

Getting to YES: Negotiating Agreement Without Giving In



Positional
Bargaining

Integrative
Bargaining

Disputants are adversaries

Goal is victory

Demand concessions

Dig into positions

Disputants are joint problem‐
solvers

Goal is wise decision

Work together to determine 
who gets what

Focus on interests, not positions



Mislead, use tricks

Insist on you position

Apply pressure

Look for win for you alone

Be open about interests, use
fair principles

Insist on objective criteria;
consider multiple answers

Use reason; yield to
principle, not pressure

Look for win‐win
opportunities



Integrative Negotiations

Slower & more explorative opening

Making a good start is critical

Don’t start with numbers

Ask open ended question. Probe the other side’s 
willingness to trade off one thing for the other.

Inquire about the other party’s underlying
interests



Integrative Negotiations (cont)

Listen closely Be an active listener

Express empathy Refrain from personal attacks

Work to create a two-way 
exchange of information

Continue relationship building efforts

Maintain a sense of humour



Goals?...
What you want to get out of the negotiation?

What do you think the other side wants?

What is ‘Win-Win’ Negotiation?



Trades?...
What you and the other side have that can 
be traded for the purpose of negotiation?

What are you each comfortable giving 
away?

What is ‘Win-Win’ Negotiation?



Alternatives?...
If you don’t reach agreement with the other side, what alternative do 
you have?
Are these good or bad?
How much does it matter if you don’t reach agreement?
Does failure to reach agreement cut you out of future opportunities?
What alternatives does the other party have?

What is ‘Win-Win’ Negotiation?



Relationships?...
What is the history of the relationship?
Could or should this history impact the negotiation?
Will there be any hidden issues that may influence the 
negotiation?
How will you handle these?

What is ‘Win-Win’ Negotiation?



Expected Outcomes?...
What outcome will people be expecting from the 
negotiation?
What has the outcome been in the past, and what 
precedents have been set?

What is ‘Win-Win’ Negotiation?



The Consequences?...
What are the consequences for you of winning 
or losing this negotiation?
What are the consequences for 
the other party?

What is ‘Win-Win’ Negotiation?



Power?...
Who has what power in the relationship?
Who controls resources?
Who stands to lose the most if agreement isn’t 
reached?
What power does the other party have to deliver 
what you hope for?

What is ‘Win-Win’ Negotiation?



Possible Solutions?...
Based on all the considerations...

What possible compromises might there 
be?

What is ‘Win-Win’ Negotiation?



Negotiation Tips



An Unconditionally Constructive Strategy
Do only those things that are both good for the 

relationship and good for us 
- whether or not they reciprocate

RATIONALITY Even if they are acting emotionally, balance emotions with reason

UNDERSTANDING Even if they misunderstand us, try to understand them

COMMUNICATION Even if they are not listening, consult them before deciding on matters that 
affect them

RELIABILITY Even if they are trying to deceive us, neither trust them nor deceive them: 
be reliable

NON-COERCIVE  MODES OF 
INFLUENCES

Even if they are trying to coerce us, neither yield to that coercion nor try to 
coerce them, be open to persuasion and try to persuade them

ACCEPTANCE Even if they reject us and our concerns as unworthy of their consideration, 
accept them as worthy of consideration, care about them and be open to 
learning from them

"Getting Together" Fisher



Listening is your most powerful 
negotiating tool 

But before you can listen,  you 
have to be skilled at asking 
questions:

Three critical questioning skills
1. Know where your questions 

are going
2. Ask for permission to ask 

questions
3. State why you want to ask 

questions

Purpose-Process-Payoff 



Tip: Have a game plan before beginning to 
negotiate

•Few people plan before beginning 
to negotiate

•If you cannot walk away from the 
negotiation at any time, you will lose.

•Knowing your options outside of the 
negotiation is a direct function of 
preparation.



Negotiation Check List
Good Practice Avoid

 Actively listen
 Question for clarification
 Summarising
 Test commitment
 Seeking & giving information
 Encourage two way conversation
 State and plan your proposal – then  summarise
 Use the ‘if you ….then we’ll’ principle

×Interrupting
×Attacking
×Blaming
×Talking too much
×Sarcasm
×Threats
×Taking it personally
×Closed body language



• Consider what a good outcome would be for you 
and the other side

• Identify potential value creation opportunities

• Identify your BATNA and Reservation Price and do 
the same for the other side

• Shore up your BATNA

Preparation



Define your goals, the other party’s goals, and the conflict.

Identify the goals you share with the other party.

Define the things you are willing to trade and their value to the other party. Do 
the same for the other side; what they might offer you and how much it is 
worth to you.

Anticipate Alternatives to determine how important it is for you to reach a 
settlement.

Realize that you are no weaker or stronger than the other party. The two sides 
share goals and both sides are willing to trade to attain their objectives

Preparation



• Anticipate the Authority Issues
• Learn all you can about the other side
• Prepare for Flexibility in the process
• Gather External Standards and Criteria 

relevant to fairness
• Alter the process in your favour 

Preparation



Expected Outcomes:
What outcome will people be expecting from 
this negotiation?

What has the outcome been in the past, and 
what precedents have been set?

Preparation



The Consequences:
What are the consequences for you of 
winning or losing this negotiation?

What are the consequences for the other 
party?

Preparation



Possible Solutions:

Based on all of the considerations, what 
possible compromises might there be?

Preparation



Information
The more information you have, the better you will be 
able to negotiate.

Information and facts help you to generate 
alternatives, strategies and convince the other party.

Information about the other party, market  information, 
trends, technologies.

Published Standards, guidelines, data, etc. equip you 
to put your points effectively.

Preparation



Getting off to a good start
Express respect for the other side's experience 
and expertise
Frame the task positively, as a joint endeavour
Emphasize your openness to the other side's 
interests and concerns
Start with the agenda

Interacting



Getting off to a good start
Some tips:
“Breaking Bread” Have coffee, snacks or light 
drinks available.
Use small talk to dispel tension.
If the other side is very formal, don’t speak 
casually. If the other side is decidedly informal, 
speak in a more casual way.

Interacting



What is Respectful Communication?

Being calm

Words and actions should convey the same message

Suspend judgement and listen for understanding

Using assertive language
 “I prefer” instead of “You did.  You said.”



Not interrupting
Not exaggerating
Not coming across as the “Authority” and 
keeper of the truth
Not using negative and blaming words
 “but”
 “can’t”
 “you should have...” “Why didn’t you”

What is Respectful Communication?



Style is Critical

For negotiation to be “win-win”, both parties 
should feel positive about the situation 
when negotiation is concluded.

Helps to maintain a good working 
relationship afterwards.



Similarly, using tricks & manipulation during negotiation 
can severely undermine trust and damage teamwork.

While a manipulative person may not get caught out if 
negotiation is infrequent, this is not the case when 
people work together on a frequent basis.

Honesty & Openness are the best policies in this case.



Negotiation...

A team of two-three can negotiate more 
effectively.
Predict the arguments and facts the other 
party can use during negotiation.
Consider the possibility of existence of 
hidden agenda of the party.



Implementing the Agreement

Negotiation is not complete until it is 
effectively implemented.
The implementation program should define 
what has to be done by whom and when.
This can be in writing with adequate 
information and explanations.



1. Preparation and planning skill

2. Knowledge of the subject

3. Ability to think clearly and rapidly under pressure and uncertainty

4. Ability to express thoughts verbally

5. Listening skill

6. Judgement and general intelligence

7. Integrity

8. Ability to persuade others

Art & Science of Negotiation - RAIFFA

34 Characteristics of an Effective Negotiator



9. Patience

10. Decisiveness

11. Ability to win respect and confidence of opponent

12. General problem-solving and analytical skills

13. Self-control, especially of emotions and their visibility

14. Insight into others’ feelings

15. Persistence and determination

16. Ability to perceive and exploit available power to achieve objective

Art & Science of Negotiation - RAIFFA

34 Characteristics of an Effective Negotiator



17. Insight into hidden needs and reactions of own and opponent’s organization

18. Ability to lead and control members of own team or group

19. Previous negotiating experience

20. Personal sense of security

21. Open-mindedness (tolerance of other viewpoints)

22. Competitiveness (desire to compete and win)

Art & Science of Negotiation - RAIFFA

34 Characteristics of an Effective Negotiator



23. Skill in communicating and coordinating various objectives within own 
organization

24. Debating ability (skill in parrying questions and answers across the 
table)

25. Willingness to risk being disliked

26. Ability to act out skilfully a variety of negotiating roles or postures

27. Status or rank in organization

28. Tolerance to ambiguity and uncertainty

29. Skill in communicating by signs, gestures and silence (non-verbal 
language)

Art & Science of Negotiation - RAIFFA

34 Characteristics of an Effective Negotiator



30. Compromising temperament

31. Attractive personality and sense of humour (degree to which people 
enjoy being with the person)

32. Trusting temperament

33. Willingness to take somewhat above-average business or career risks

34. Willingness to employ force, threat or bluff

Art & Science of Negotiation - RAIFFA

34 Characteristics of an Effective Negotiator



Negotiation—Some Don’ts

Don’t appear short tempered and frustrated while 
negotiating
Don’t ignore other person’s tone of voice and words
Don’t make too many concessions at an early stage
Don’t enter negotiation with a pre-set mind
Don’t give up when things seem to be deadlocked



Handling Difficult Negotiators



 Speak more quietly than them. 
 Have more space in between your words than 

them. 
 If they interrupt, pause for a few seconds after they 

finish. 
 Be critical of foul language. 
 Do not rise to a bait if they attack or blame you. 
 Ignore all threats.

Handling Difficult Negotiators



Emotional 
Challenges

Anger/exasperation
Insulted
Guilt
False flattery

Recommended 
Response

Allow venting. Probe for why
What wouldn’t be insulting?
Focus on issues
Re-focus

Handling Emotions
Handling Difficult Negotiators



Tips: 
•Don’t lose your cool.
•Try to defuse with acknowledgement, empathy, patience, 
impartiality.
•Consider dealing with less emotional issues first
•Know your own “Hot Buttons”
•Practice

Handling Emotions
Handling Difficult Negotiators



Questions

Do not state your range unless you will be happy with 
a deal that is at the least favorable end of that range. 
For example, if you tell someone that you would pay 
$20,000 to $25,000 for a piece of property, rest 
assured that you will pay at least $25,000.

1) When asked by the other side to name a dollar figure, is 
it OK to state my range?



The only reason to mention a range is to discourage the other side 
from pushing you beyond it, and this should happen towards the end 
of the negotiating process. 

For example, if after several rounds of back-and-forth on a dollar figure, 
you are at the $23,000 and the other side is at $30,000 and seems to 
be pushing for $28,000, you would say, “ My preferred range walking 
in to this negotiation was $20,000 to $23,000 but not above $25,000.” 
The seller may be able to accept $25,000 more easily because he will 
feel he has pushed you over the top of your range. 

1) When asked by the other side to name a dollar figure, is 
it OK to state my range? (continued)



It’s OK to bluff, but it’s not OK to lie. Lying about a material fact in a 
negotiation is unethical and almost certainly grounds for legal action. 

In certain circumstances, creating a false impression or failing to 
disclose material information may be a formal ethical breach and 
actionable as well.

Questions
2) Is it smart or fair to bluff?



As long as what you bring to the table has real value, you need not 
reveal all the circumstances making you desperate for a deal. 

Thus, if you are negotiating the terms of a job offer, there is nothing 
wrong with describing the major for which you have been responsible, 
and the likely next step on the corporate ladder in you current 
company. 

2) Is it smart or fair to bluff? (cont)



You need not mention that the new division president is impossible to 
deal with or that one or two projects have not turned out well. 

This is not hard bargaining; its effective self-advocacy or 
salesmanship.

2) Is it smart or fair to bluff? (cont)



The only time it makes sense to tell the other side your real 
bottom line is when you’ve reached it or are about to reach it. 

If you do reveal your bottom line, make sure you call it just 
that, with appropriate emphasis or firmness. 

Otherwise, the other side may not take you seriously and 
may view that number as just another step on the way to a 
final deal.

Questions
3) Should I ever tell the other side my real bottom line?



Every deal is unique, but generally it’s better to discuss 
packages of terms or options. 

Then aim for tentative agreements or agreed-upon ranges as 
you work through each issue or linked groups of issues. 

This approach gives you the necessary flexibility to make value-
creating trade-offs between issues and to create alternative 
packages of options. 

Questions
4) In a complex deal, is it better to reach agreement issue by 
issue, or wait until the end?



Chances are that whenever a deal is reached, one or both of 
the parties become cursed with the thought that it could have 
gotten more. 

If the other side seeks to change one item, express surprise or 
disappointment. 

Explain that if it makes a change. Then it must understand you 
will want to open up other issue as well. You agreed to a total 
package, and one change affects that package. 

Questions
5) How should I respond if the other side seeks to change 
something after a deal has been reached?



If the other side agrees to renegotiate other issues, then it is 
probably sincere, and you should proceed with the 
renegotiation.

 If it reconsiders and withdraws the request for change, then it 
was just testing you. 

If the other side insists that it must have this change and no 
others, you can express dismay, but you must decide whether 
the adjusted deal has sufficient value for you to agree.

5) How should I respond if the other side seeks to change 
something after a deal has been reached? (cont)



Your counter part must be rational and in control of his emotions. 
Don’t respond in kind; instead, try to help him regain control. 

 Sit quietly. After he has stopped shouting, ask whether there 
is anything thing you have done to make him angry. Listen 
calmly and actively. Resume negotiations with a calm voice. 

Questions
6) What should I do when the negotiator on the other side has 
an emotional outburst?



 If the other part’s outburst persists, get up and turn to 
leave the room. As you get to the door, calmly explain that 
you understand that something has made him angry, but 
you can’t continue to negotiate if such an outburst might 
occur again. 

You might also say that you need time to calm down after 
hearing his outburst. Suggest that he call you in a day or 
two if he wants to continue the negotiation. 

6) What should I do when the negotiator on the other side has 
an emotional outburst? (cont)



 If his shouting was intended to get you upset, don’t reward 
that strategy. Think seriously about walking away from the 
deal. Dealing with this person in the future may not be 
worth the headache. 

 Depending on the situation, you might contact someone 
else in the company to suggest that another negotiator be 
assigned to the deal. 

6) What should I do when the negotiator on the other side has 
an emotional outburst? (cont)



Questions
7) How should I react when the other side opens with a very 
unreasonable number?

Don’t counter with an equally unreasonable number; doing so will make the 
negotiation still more difficult. Instead, state that the offer is entirely out of the 
range you had anticipated. Then use one of these strategies:

•Change the subject by asking about a specific issue. Explain your 
perspective on the deal and its value. After some discussion, suggest a 
number that you can justify as reasonable, and that is in the favorable end or 
your range or close to the other side’s reservation price, whichever is better. 
Do not refer to the initial number or proposal.



If the apparently unreasonable offer appears to have been serious, 
ask questions to understand it and to make the negotiator justify the 
offer. 

For example, ask, “How did you arrive at that number?” “What is it 
based on?” “How can I justify this number to my company?” the 
danger of this strategy is that it may lock the negotiator into that initial 
number and make subsequent sizable concessions more difficult. 

7) How should I react when the other side opens with a very 
unreasonable number? (cont)






