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For everyone wants to manage and to lead.
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Let us never negotiate out of fear.
but let us never fear to negotiate.
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Negotioational situations- win-win Strategy
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From the moment you first contact a potential
employer, your negotiation has begun.
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As a result, it is important to understand the
basics of negotiation so that you can better
achieve your goals and develop "win-win"
strategies.
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Some Practical Definitions:
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The American Heritage Desk Dictionary
defines negotiation as “conferring with another in
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order to come to terms or reach an agreement.”
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Here are some other ways {o think about :

negotiation:
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+ Negotiation is, simply stated, formalized

discussion between two parties or
organizations.
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+ Negotiation refers to the process we use to

satisfy our needs when someone else controls

what we are seeking. Other words sometimes

used to describe negotiation are: bargaining,

exchanging, and haggling.
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« Negotiation has traditionally been thought of

as the process of attempting to satisfy your

wants, by giving up something you now have
in exchange for something else you want.

10
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-+ Negotiation and conflict are closely related.

Sometimes we negotiate to avoid conflict.
Other times, we use negotiation to resoclve
conflict.
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+ Negotiation applies to everyday exchanges in

business or personal life where agreement is

reached over buying and selling, exchanging

services or property, resolving differences, or
engaging in mutually desirable projects.
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One thing is certain about negotiation-we
each do it every day! Some of us are better at it
than others, and we get more of what we seek.
Sometimes we can be negotiating without even

knowing it. But negotiation results are better
11



when we know that is what we are doing.
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Thus, understanding what negotiation is and

how works, and being prepared to negotiate
should lead us to a better result.

P e | “Lﬁ-.'.‘..!l_w_&‘.a_)!_:mulc )'IS&-Y‘ oi4 LaliSh By

We'll be exploring these ideas throughout this
book.
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Identifying Opportunities for Negotiation:
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Now that we have a sense of what negotiation
is, let's look next at when to negotiate.
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Many people miss the opportunity to make
a more favorable exchange because they fail
to recognize the opportunity to negotiate. But

any aspect of a transaction that is not totally
satisfactory to you is worth negotiating.

12
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Are You Missing Opportunities for
Negotiation?
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Here is a list of the kinds of transactions we
might face in our own lives. Please check { v )
those that you think offer an opportunity to
improve your position through the process of
negotiation.
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| Purchasing a new car.
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2 Deciding with the family where to vacation this
year.

uadd sedle Lle Jguamtl - 3
3 Getting a raise in pay.
Al At 4535 La st = 4
4 Selecting a dress for the senior prom.
Jaall aelsd oo cnlalal) (e dogara paplainl - 5
5 Meeting with an employee group over work
rules.
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6. Deciding on a new product to launch.
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/. Agreeing on new curtains for the dining room.
RO\ | JTICY &0 el y 5 8

8. Buying new furniture for the office.
IS e S Sler adiios G e a9

veliua
9. Deciding who gets to use the family computer
each evening.

casond Jaall 5,805 L 53 dog i e 3Ly - 10
10. Agreeing on the terms of a new business
loan.
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What other areas in your work or personal life
involve negotiating?
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As you may have guessed by now, all of the
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above situations could involve negotiating. Some
are more challenging than others. Some require
serious thought and planning. Others can flow
quickly and easily. Read on and be prepared to
deepen your understanding of negotiation and
to sharpen your skills as a negotiator. Are you
prepared to handle these situations effectively?
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Reservation Point — The point at which the
Best Alternative to a Negotiated Agreement
(the BATNA) becomes preferable to starting or
continuing a negotiation. In a sale - or in any
negotiation - this is the point beyond which a
party will not go.
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Bargaining Range — The distance between
the reservation points of the parties. This range
can be positive or negative. If it is negative there
will be no settlement unless one or both the
parties changes reservation points.

Buying a house

bargaining range

OVAA_| |
L ]
Seller's Buyer's
reservation reservation
point point
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Expanding the Pie — The process of adding
elements to a negotiation which help one or
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both sides to gain more - a result from making
negotiations more integrative. These are usually
elements which are valued differently by each
party and often they have the characteristic that
one side will gain a little, give up nothing or suffer
only a small loss in return for a great gain to the
other. These elements can usually be added to
almost any negotiation no matter how distributive
the negotiation first appears to be.

s Lee 6,01 Jiak — lluall Aganlga B ST
Le LILe 381,00 claglona sl 985 O camy 5l 0 3 bl
Aagall b )T 03 o ALD Hul (5555 UBy — A )95 080
23151 La 8 yay @f cayls IS Y Buguadll o3y e Wgllall e
Ol e cal LW sl e s 18 LgiSty — i ¥ os bl
0o U8 e asd mbially  Ja V1 paamd 1 )11 oye 3 e
Zaglall o .y Le 5 13U Gl y 2aLatly Caigll
A Sz ¥ deleall I aines 3
Positions vs. Interests — A position is what
you say you want or must have. Positional
bargaining is usually distributive - and may be
inefficient in the sense that value may be left on
the table at the time of settiement because each
party did not know what the other really wanted
- but it may help one party gain more short-term
profit. An interest is both an objective or need and
reasons why you want what you want. Interest-
based bargaining add integrative potential.
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There was once only one orange left in a
kitchen and two prominent chefs were fighting
over it.

ueoolal cadigs

"l need that orange !" "mu:,.,!'- iy _,,_,Ji"
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"Yes, but | need that orange as well !"
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Time was running out and they both needed
an orange to finish their particular recipes for
the President's dinner. They decided on a
compromise: they grabbed one of the large
kitchen knives that was lying around, split the
orange in half, and each went to his corner to
finish preparing his meal.
4_14.a3d.le)_J1w)_u.a.lﬂ( J Lvinﬂ..u-'lcja-_.ul
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One chef squeezed the juice from the orange

- and poured it into the special sauce he was
: making. It wasn't quite enough, but it would have
. to do. The other grated the peel and stirred the
: scrapings into the batter for his famous cake. He
i too didn't have as much as he would have liked,
* but given the situation, what else could he have

done?
Cye J8 oW el awitt ‘Lualj sie 43 Juaa¥l sl
Lo |y 131 Juiaisl gy 3 0550 O Sar OIS caeallalt
Oa Yyl sl G0 <Gl Lagia JS 2aly  a0La
e oy (13La) La¥1 5850 Lo Legha JS 38, a8 .0l
A15U) 3V dnlias
The better solution may seem obvious to
you now: both chefs would have been better off
if they had peeled the orange and had simply
taken the part they needed. Instead, the chefs

had focused on each other's position (the what)
and not on each other's interest (the why).

aadl e 15303 5985 Bl @bl (e pmglaal Aulae B
Sl Bl ¥y @Sia JO aalnl — allally S o
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ool Sl g tliogli glual e )55 g
In a negotiation, it is important to be able to
distinguish between positions and interests -
both yours and the parties’ with whom you are
negotiating. Depending on which one you decide

to focus on will affect your negotiation style and
influence the outcomes.
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For example, you may insist on a higher salary
to cover the costs of daycare for your child, but
you never explain to your potential employer the
reason why. The potential employer is unwilling
to give you a greater salary because he is afraid
of inequity among your future colieagues. With
an understanding of why you want a greater
salary, the potential employer could inform you
that they are in the process of developing free
daycare in the company building.
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Pure Distributive Strategy
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Integrative or Mixed Motive Strategy

Step One: t ot 913 gladed
339> bl clliisd aladiy L) cladliaa i
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Figure out your own interests and reservation
point as well as you can. Keep reviewing these

. points while you negotiate.

Step Two: e i { YV 3]

'@é.gﬁiq)ulm&%@w@aﬂl

il glas L1 5 ou sl bl
Figure out the interests and reservation point

of the Other. Be alert to new data while you
negotiate.

Step Three: 1Al L) 3 glanet|
Gl pawogid Y (3Ll Jadss Aladh ol o Il gl
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Seek to move the reservation point of the
Other to widen the bargaining range especially if
there is a negative range. (This process is often
begun by "sowing doubt") However, if necessary

for a settlement that you must achieve, move
your own reservation point.
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Through judiciously shared information and
brainstorming, seek to expand the pie so that
each side may get as much as possible of what
it would like. Explore moving the reservation
points of each side.
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Step Four: rAxd o1 3 ghaketi
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Seek a settlement as close as possible to the
reservation point of the Other so that you win the

maximum profit. Decide on fair principles and objective
criteria to determine how to divide the pie.

Step Five: s 31 3 glad !

o Ll a3 55313y latly il g a0 polaies La IS Jad!
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Do what you can to see that both you and the

Other come to see this settlement as the best
possible one under the circumstances.
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More on mixed motive strategies
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In almost all negotiating situations you will

have “mixed motives,"” where you wish to create

values with your Other, and then to claim your

share. In these situations you may use tactics

common to both strategies, or switch at least a
little from one strategy to the other.
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For example one would show respect at all
times and be cautiously forthcoming about one's
interests, share information as trust grows, be
truthful and consistent, seek common ground
and agreement on principle, generate as many
options as possible, and in general pursue
the integrative path as long as possible, while
explicitly safeguarding you own interests. In

many situations you will be able to expand the
pie before having to divide it.
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Effective Negotiation Skills
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Negotiating - A Contact Sport:
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Negotiating is a contact sport. To be effective
you must be able to persuade others to listen
to your arguments, consider the arguments, and

decide that they want to help you in some way
achieve your goals.

il lges e Wbl 1,3 O Il aala B Iged @eil
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They do not need to decide that you are right.

They do need to want to help you or allow you to
proceed toward your goal.

24
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Being Right Isn't Winning:
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Being right is an ego thing. Just because you
feel that you are right does not make it so. It
also does not mean that others agree; or should
agree. Being right is a perception colored by

interests, needs, history, emotion, perceptions,
and, all too often, self-deception.

. jezeie Lasls bt 2 o e ubils ,al
Thinking that you are right is almaost always
biased.

ot LB 2 i A 53 pdal g g Yl LY 5 Y
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Don't let your ego blind your vision and foil
an opportunity to advance your cause. Achieving
your objectives and goals should be more
important that assuaging your ego. We often lose
sight of this. It is a dangerous mistake to make in

a negotiation and can result in a satisfying victory
at the cost of losing the war.
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Equally important is to consider the other °

person's reaction to losing. Will aloss cause more
than a material loss? Will it leave an emotional
scar or, worse, terminal injury?

The Art of Persuasion tL‘é‘X'p 8
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“Yes" is what we all strive to make another
person say. The objective of negotiating is to
inspire or coerce the other person to agree to
your terms. Persuading others is the art of the

process.

gl (o JulB 558 Ll UM (pm el i Sy
Jodlly 3V Gan il al el bgame (9S5O B 22 )11
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People can be motivated by many things.
Simple fear, a desire to be liked, respect for the
other person, or simple avarice and greed. Each
are motivators in a negotiation.
Jiass LY gl gt e 20 ilioglal) @lana 3
Ln guzng Ja¥1 (6 a3 palgdt al it il palally Jadt 2
el ilgls gamli I8l il o 3,81 B 3l
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In most negotiations we assume that the prime
motivators are avarice and greed. It is the use
of other, less obvious motivators that makes the
difference between those who barter and those
who negotiate. Bartering is an exchange, typically
a fair exchange of like value. Negotiating has the
potential of creating value from the process. It is
much like making 111=1+ rather than 2.

e 3855 buar Ll g LiaY! bl e 5300 g
Jaad Lgit Ll @laas Jle 555 Al dnadl! jalgadl e
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There are many persuasion technigues. They
all play off the core psychological drivers that
effect most people. They represent the basic
negotiating tools most of us use consciously or

unconsciously.

O OSes e ol col8 Lol LY 3Lyl
aled 3 il ST AV Gkl slaed wlils (e ansios
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A consistent emotional response, positive or
negative, on your part can be used to condition

the other person to react in a specific way. This
persuasion tactic involves reinforcing positive
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performance such as reaching an agreement
with you with a positive emotional reaction.

Ayl Bacdat Ll oy 528 i 55 5l o a5
People want to please others. It is human
nature.
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Personality matters in persuading others to
say "yes". People are more likely to want to say "
yes" to a proposal offered by someone they like.
The second motivator is fear. In that case they
are seeking to avoid wrath rather than please
someone.

A gandl 028 95 1558 Syl LBl ol wags Lade
el alaiut (90 dpwaill lBY el yaga 6 &
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While there are many other persuasion
techniques these basic tenants seem to be the
core psychological drivers of persuasion without
the use of power, fear or threats. They represent
the basic tools most of us have available in our
daily lives.
Gk ol ang ¥ eels IO pLBY aniiig 358 S
s e Olgas gl Jabe e Jolatll OIS elgun 5T g 50

28

Ausglai cadlgs



Auaglii cadlge

5o ol cacge sl Ausae Jued gl g o) us
LalS) i pa o Joloed ot iyl 250 g1 2 e
Ceas Buslsl

Everyone uses persuasion throughout their
lives. There is no way around it. Whether dealing
with a child, pet, boss, ally, school mate, date,
teacher, banker or car salesman, we are trying
to hear that special word, "Yes!".

2 izl M oy 31 pLEB e Tyals (S5 ol 131
Jaizll e @eS 2 il Dl paialy 085 Caga Sl
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If you are unable to convince others to your
way of thinking, you will be constantly doing their
bidding. You will quite likely resent being told
what to do. Realize that it is your fauit, not theirs,
that you were not more persuasive.

s it ¥ | 5 glaldt gkt utd o g1

Fear is not the best negotiating tactic:
Ol Dpalaion ¥ @gils Jlad¥t il glatiy of 131
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If people can't communicate they cannot

possibly get along together much less negotiate.

Fear puts people on the defensive and is a major

obstacle to clear, open communications.

Cogbiea sl a0 M gt GHall dalul b S0 @l
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Unless you have absolute power, seek to :
diffuse any fears that may exist on both sides :
through open and direct communication. This
will promote the involvement of all concerned .

and facilitate resolution.

O mgalsal 355 Y a Yl jak il pim ol ol oS 1]
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If you are trying to convince the other person,
do not shut them down by yelling, shouting or
otherwise attacking them. That is not the way to
win your point.
by B el Jams 4l JLad¥l el gl Glas
AaSoes coanieiwl 13 (dads | st 18 a9 (e e .tlb_xj\
Cagadl el Ol camy SAY janill le 5ye40) 54all
adgll e 3 el
Fear blocks communications. It makes people
defensive, apprehensive and inhibits resolution.
Only if you wield brute strength over the other
person should you invoke fear to control the
situation.
EHLIVTIRA SO P P PP WSV ([ 1PV [
Ll Lallal! Aalul Ldasi G ol ey ¥ auelaas VI
il ol ZBIS B ygems BN @i ek 8 o0
g Byl il By (Gl Aabiadl iy LY sty
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Inday-to-day business, family or social settings
no one person typically holds absolute power
over others. Everyone values the relationships
enough to steer clear of deploying absolute
power and jeopardizing the relationship. It is
the emotional fears of the social setting that
impact communications and negotiating in a civil
setting.
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These fears are harder to discern but are just

as problematic to clear, concise communication.

As such, they stand in the way of reaching a
resolution until resolved.

geglaall el
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What is it? ok
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Negotiation is the process of searching for
an agreement that satisfies various parties. An
agreement may be reached either through a barter
or through real negotiation. Abarter allows only one
party - the party in a position of power - to "win",
the other party is forced to accept something of
lesser value. A real negotiation implies a "win-win"
situation, in which all parties are satisfied.

Who uses it? va St e
eally (5o pall cliael

The team members, the manager.

Why use it? $ g0 bt 13U
eIV adga Gladaly S5ST 5 oyl diess gl
Lglals e 3LLYL K bast s pranll
To avoid dominance by one or more parties
and to ensure a "win-win" situation where all
parties get their needs met.

When to use it? $ lgaditid o
M Jseosll I zlsd gl Aabinll Bl LY Ly 5 Lasde

colgidl gllall algll el pull . Jaadl 22 )l 5o 3LaSH

el

When different parties wantor need toreach an

agreement about the way to work, the program,

the assigned functions, the responsibilities, the
supervision, etc.

How to use it: :L‘;,,M _~_£
cslud (SN egd) mge tis 13l Axlias L
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. Analyze the interest of the parties: This is
important to understand the perceptions, the
style of negotiation, and the interests and
principles of the counterparts, as well as one's
own.

HEEEYY iubjl.iﬁ.!l dalas 2
- Plan the negotiation, and determine:
Sumalaall fypa cilangill Lol ©
What are the expectations from the
negotiation?

Somalall 5l Lala @
What are the terms of the negotiation?

OSay sl Lag poglail) ALlall 2 sl oo Le @

Salsas

What are the nonnegotiable terms and what
can be modified?

SalaWt al Juas ol Kas s ol asdl ga L @
What is the minimum that an agreement can
be reached on?

Soogland! il ol o la @
What is the negotiation strategy?

Syl Cal LS Aaal 5V Slgal La e o
What are the most important interests of the
other parties?

Spaa o ob 31,8Y1 e o)l Jeliny (oS @
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How does one interact with or manage
people?

:L:,.‘:;j’l O e @ i glant ._._,,L.,l sat- 3
3. Select the appropriate negotiation technique

from among the following:

LM oY st 1 Jgaoglly Tl sl Bl o

Bsle Agle Cpaly cbluaVl dadin ¥ &l (e el e
(A9 GV s e
Spiraling agreements: Begin by reaching a
minimum agreement even though it is not
related to the objectives, and build, bit by bit,
on this first agreement.

Sl (Lagrall) lsjiaall @olis pe S I1 Huas o
R FIIEE S-S JTRTERLE S
Changing of position: Formulate the proposals
in a different way, without changing the final
result.

paiaga) ;N Caydall (e Shesles cills) rnlaglal) pas o
Aaing

Gathering information: Ask for information
from the other party to clarify their position.

AWle (685 O o G Sl a3 1,81 A Jas o
-omstault elgil Jud slas U
Making the cake bigger: Offer alternatives that
may be agreeable to the other party, without
changing the terms.
o LSy dalis bl lee yal ol e
oeghalt gt
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Commitments: Formalize agreements orally
and in writing before endlng the negotiation.

.Mimiﬁlewm)‘unhhé u.aa'L‘u 4
Agalall pliagl sl LCaugll e Wyl e Y ST

Sl plliae wgas o Jslos
4. Negotiate: Be sensitive and quick to adapt to
changing situations, but do not lose sight of
the objective. Avoid confrontational positions
and try to understand the interests of the other

party.
ol e 0% Ol Sas G dn g¥1 iy
Some aspects that could interfere with the
negotiation are:
Auaxddl xllally gl o
Personal positions and interests.
pas OLSAN) AglaiiWly uwaill SoliiNl dagl o
(- ':-.._]1 u‘:'l.n.sylj ﬁ.uu:\."'q_l.] el RSO

. Psychologlcal and emotional qspects of the
persons (place, placement of chairs, body
language, gestures, etc.)

( .&’! .QW‘ \_),a.&_ﬂ
+ Difficulties in communication (differences in

languages, different meanings of the same
words, etc.})
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Being A Good Negotiator

Al e glall patlas L ,
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Winners in negotiations are skilled negotiators

who have high aspirations and a high degree of
power (with respect to the negotiation). They

also control themselves under pressure and tend.

to make smaller concessions.

CHARE cn bl

AU Slendl e Gl s Goglae e s Lesic
When looking for a good negotiator, look for
the following traits:

adazill e 5080 ®
ability to plan,
.JL&;:}” ol ‘EJ:U)__S.&Z -
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- clear thinking under stress,

3 prmug dale A2 ma ©
general knowledge and insight,
(Aad) juey adadl) suss Jlail oillge
good communications skills (verbal and non-
verbal),

‘G:LLLL_. aﬁj.l.n e
+ knowledge of the product,
kel
honesty,

ability to recognize and use power,

a2l t‘r')" PURC-TREL
high self esteem,

Qray Gadl pidie ®
open minded and flexible,
Aglle oilatlay @
+ high aspirations.

SHILL 3yl

Cgao Sy wiass 3 S Jalgadl aad 350l JiaS
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The skill of the negotiators is one of the
largest factors in determining who will succeed
in negotiation. Usually the more skilled the

negotiator is, the more often the negotiator

wins. The larger the difference in skill between
negotiators, the more the skilled negotiator wins
against the other party.

PR s quit Jf‘

besie mgloglan 53 5,0l s Ogudoglill Guuaty
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Unskilled negotiators improve in their
negotiations when they possess power (with
respect to the negotiation). Power is relative,
with neither party having absolute power. Power
needs only to be implied. Power does not have
to be exercised for the opponent to understand
that it exists.
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In good economic times, sellers can generally

pick and choose their customers. In this climate,
the buyer has little opportunity for non-reward
pressure. The reverse holds true in poorer
economic climates. In bad times, the buyer has
the advantage.

Commitment Al
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Commitment to a long-term relationship
can have a powerful effect on negotiations.
Negotiators will give a degree of power to their
counterpart, if they feel that the other party is
concerned about their long range objectives and
interests.

Knowledge A3 yaed
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The more a negotiator knows about the
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other party's objectives, the more powerful the
negotiator is in the negotiation.

Agadainlt w5lall  Badl (Jaall 3,500 o puill A8 e
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Knowledge of the product or business, the
market, regulations, and legalities is also source
of power. A good understanding of negotiation, in
theory and practice, is also a source of strength.
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A seller who has many customers or a buyer
who has many suppliers has a strong bargaining
position. This allows for more competition in

negotiation because there are other parties who
are willing to deal with the buyer or seller.

42 s LS oglail) @8 5 e Crienad gl pdationy
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Sellers can improve their competitive position
by developing a unique knowledge, to become
a "world leader" or "marketplace leader" in a

product or business. They can also reduce the
competition by purchasing other companies to

Competition
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improve distribution or reduce their dependency
on others.
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Buyers can improve their competitive position

by bringing the process or product into their

operation, thereby reducing their dependency
on others.

Time and Effort Jggxdi g gl
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Most negotiations conclude shortly before the
deadline. The negotiatorwhois not constrained by
time has the stronger position in the negotiation.
If a product must be bought by the end of the
month, the buyer is mare willing to concede on
issues than a buyer with a longer time frame.
By ensuring a proper lead-time, negotiators can
enhance their posmon of power
O8Se sl yaslall, 'JL,..:a_a L..a..l'l Slbaoglall ..L_:-L:
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Negotiations also take effort. The negotiator
who is willing to plan for the negotiation and work
hard during the negotiation, will come out with
the better deal. The negotiator who is ill-prepared
and agrees easily will come out with the poorer
deal.

Bargaining Skill dasladl 3ylge
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People who are skilled negotiators have
more power than unskilled negotiators. Skilled
negotiators have learned how to plan, how to
manage perceptions, how {o persuade their
opponents, and how to recognize and use power
to their advantage. Everyone can improve his/her
position in negotiation with a good understanding
of negotiation. However, as with most skills, the

most dramatic improvement comes through
doing, not studying.
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Successful negotiators make small

concessions during the negotiation. Negotiators
who make the first concession usually find
themselves to be the losers in the negotiation.
The largest concession is made by the loser of
the negotiation.

faweal JBYY 53t e gymd S YL @l aie
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When  making  concessions, smaller
concessions made on less important/critical items
can improve the negotiator's bargaining position.
The other party may feel that the negotiator is
responsive to their needs and therefore is willing
to give in on some demands.

o2 By jalll paglall s dadall cle! G Jseesl!
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Asthe deadline for the negotiation approaches,
the pressure to reach a deal rises. The skilled
negotiator has greater resolve and control as
the deadline approaches, and resists the urge to
make concessions.
Opidiw Lesie rladll B @guosd (gdglall e
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Risk is assessed differently by people, even
given the same information. For example, a
potential customer may be hesitant about the
performance of a new system. The negotiator
has confidence in the design of the system and
the people who will be implementing the system,
so he/she does not estimate the risk as highly
as the other party. If the negotiator agrees to a
performance bond when implementing the new
system, the negotiator reduces the perceived
risk for the other party and increases his/her
power in the negotiation of the contract.

D0 W
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Have you ever experienced any of the
following?

Negotiation and
Resolving Conflicts

]
|
|
|

A father and daughter argue over the use of
the family car.

S Aaladtt 12 Lagin o Rage Jp Oliin ¥ gleal o
Laglan fgedd Lagopl U505 by 5l 2ol

- Two brothers disagree about whose job it is to
take out the trash and demand that a parent
settle their argument.
lGlll s LalS LS e sals plalin plagy
A couple strongly disagrees over how to
balance a checking account.

Jlael G2 3GLAL Joo (ol Syl Sle zsds ang)
Jalalt Gole ys ot
- Awife and husband are increasingly at odds
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over how to share housework and child
care.

Jaall e iy (LY 51) a6Y 5304 r'Y' oV Ay o
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A parent's job is threatened because he or she

regularly misses work due to a preschooler's
frequent illnesses.

Liia) Wgam aung ! Jedd) combio (yo (nbalall clind o
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Employees resent their employer, who has
set an inflexible work schedule to follow.
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Disagreements are bound to happen because
parents and children, employees and employers,
and couples inevitably have differences in their
opinions, values and goals. Many common

situations can become sources of disagreements
and conflict in personal relationships.
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Ineffective approaches to conflict:
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The following examples illustrate some common

situations that can lead to conflict. After a discussion

of how to develop successful negotiating skills, this

chapter concludes with suggestions for resolving
. the conflicts in these examples.

N1 g a1 1( 1) JER)
Example 1: Parent-child conflict:
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It's Friday, and Maged and his mother are arguing
once again about the teenager's weekend curfew.
Mrs. Lila has grown increasingly distressed by her
son's continuing resistance to the 11 p.m. curfew
she has set. Maged insists that this is unfair. Both
become so angry and frustrated that they storm off

to separate areas of the house to avoid each other
and further conflict.
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Example 2: Workplace conflict:
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Example 3: Marital conflict :
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Diana and George have the "perfect” marriage,
two children and a lovely home. Both work in
professions that provide personal satisfaction
as well as a comfortably secure income. They
have "made it." And they are miserable. Work
and family roles have left them with little time to
spend together and have increased their areas of
disagreement. Diana and James have become
focused on meeting their own needs with little
regard for the needs of the other. Resentment,
dissatisfaction and conflict are all they seem to
share any longer.
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How can everyone win?
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statements. Communication between people
will go more smoothly when statements such as "l
become very upset when you " are used rather than

more aggressive statements such as "You make
me mad when you," which blames the other person
and puts him or her in a defensive position. Shared
concerns rather than individual issues remain the

focus of discussion throughout negotiation.
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The negotiation process will be most effective
when people take time to think through what they
will say. When possible, plan ahead to meet at a
time and place convenient to everyone. A quiet,

neutral spot where there are few distractions or
interruptions is perfect for open discussion.
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Listening is an active process of concentrating
all of one's attention on the other person.
Encouraging the other person to share thoughts
and feelings, giving feedback on what has been
heard, and maintaining eye contact are skills that
show you are interested in understanding what
he or she has to say. Itis always helpful to simply
ask, "l understood you to say ... Am | correct in
this?" or "1 hear you saying that you are ... Is that
how you feel?" Active listening assures the other
person that he or she is heard, accepted and
respected. The ability to listen actively supports
open, ongoing negotiation.
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Thinking ahead or anticipating the course of
the discussion are distractions that interfere with
listening. Poor attention and listening can lead to

misunderstandings, inappropriate solutions and
continuing conflict.
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Before two sides can look for solutions, a
common understanding must be reached. If two
people do not understand each other's problems .
and concerns, then the process of negotiation
will either be broken off or will end with solutions
that do not work.
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Activelistening encourages understanding. Itis
important to pay close attention to what someone
says as well as to how he or she behaves. Body
language, including facial expressions, hand
gestures and degree of eye contact, can provide
clues about the other person's thoughts and
feelings.
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Observations, however, are shaped as much
by the observer as by the person being observed.
Itis good practice never to assume to understand

. the other person without first asking, "Did | hear
. you correctly?” or " have noticed that you appear
- _.."or"l sense you are under strain. Do you want
¢ to talk about this?" and "I'd like to hear from you

about how you are feeling" are all good examples
of statements that encourage communication
and better understanding between people.
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SUCCESSFUL TTEGOTIATION OUTCOMES
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This section provides suggestions for resolving

the conflicts discussed in the three examples at
the beginning of this chapter.
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Example 1: Parent-child conflict:
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Effective approach: compromise:
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Mrs. Lila has retreated to her room to calm
down. It is time to discuss the issue of curfew with
Maged directly. She is careful to listen to Maged
and to give him time, attention and respect. He can
express feelings without fear that his mother will
ignore or reject them. Maged admits that he had
grown frustrated by his mother's seeming lack of
respect for him, causing his anger. Mrs. Lila and
Maged agree to an 11:30 p.m. curfew. Maged had
asked for a midnight curfew, but settles for the
additional half hour. Mother and son have found a
middle-ground solution that both can accept.
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Example 2: Workplace conflict:
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Effective approach: consensus
FFUIRESPH PRSI (PN LIS [ iy e
" 1 :
B ) Joda Gaaod Wsles . el o s e il
&l B Blal ety ol Lglis casl 1B Jeudl as ol
58

Quesglai Caslge



usolal cadlgs

w.ul_.u,q‘n)_] Jaadt Calis 8% aGalby ubay By
ASiy )Lu.ul.mfa’g.u-.t.ag i3 pag . pladll A jan o)
Jasd! =3 W il yum ot e ¥l s G55 (o 8g 5
(et 8y o)l Jadll con o A gleal e Emdt @

Lot e LeadlS cdlee conlis @gy diinlsy aly yodsg

5ogeens aaid Sl M Jseasl! @lslaay colsladl adalil
Alball ala Lt o
At the meeting, Ramy explains that he has
been caring for his elderly father, who suffers
from Alzheimer's disease. Attempting to maintain
a schedule at home and at work has proven
difficult. Ramy is concerned that he will lose his
job. Ramy's employer reassures him that his
job is not in jeopardy. However, alternative and
more flexible scheduling must be considered
to resolve family-wark conflicts. A consensus is
sought. The employer values Ramy's training
and experience, and Ramy values his job and
his employer's understanding. Both are willing to
discuss options and to try out alternatives that
best serve mutual needs.
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Example 3: Marital conflict:
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Effective approach: mediation :
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Intimate relationships can become
battlegrounds of unresolved issues, complaints
and unrealistic expectations. Diana and George
marriage is one thatis stuck and in serious trouble.
They are unable to step back and view their
problems rationally. Both have acknowledged
their inability to resolve any of the multiple
problems facing them. Diana and George decide
to seek the assistance of a family mediator.
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Licensed family mediators are trained to
provide impartial help in defining the problems
and to assist in the problem-solving process.
Mediators and counselors both provide additional
information and resources to individuals in

difficult relationships.
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Compromise is a basic negotiation process in
which both parties give up something that they
want in order to get something else they want
more. Compromises usually occur in win-lose
situations -- when there is a fixed pie to be divided
up, and whatever one side gets, the other side
loses. In compromise situations, neither side gets
all of what they really want, but they each make
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concessions in order to reach an agreement that
is acceptable to both.
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There are two principal ways to negotiate a
compromise. The first is for the parties to go back
and forth with offers and concessions until they
meet somewhere in the middle. This usually takes
place around a single issue, such as the price of an
item. For example, Gad and Marwa want to buy a
house that is on the market for $200.000. However,
they do not want to pay that much, so they make
an offer of $160,000. Bakry, the seller, does not

want to go that fow, but does want to sell the house
soon, so he offers to sell for $180,000. Gad and
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Marwa accept the deal and the house is sold. In
this case, Gad and Marwa paid $20,000 more than
they wanted to and Bakry sold for $20,000 less,
but the house was exchanged, which was the main -
goal of both parties.
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When there are multiple issues to be
negotiated, then parties may make additional
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concessions. The basic idea is that each party
gives up something that the other party values

i but that they themselves do not care about. For
. example, Gad and Marwa want to move into the
- new house in one month, but Bakry was planning
- to stay for three months. Moving in sooner
- means a lot to Gad and Marwa because they are

currently staying in a motel suite that is too small
and is costing a lot of money. Leaving the house
sooner is not really a problem for Bakry, but would
force him to work hard to get out faster. For that
he wants to be compensated. The agreed price
of the house is $180,000, but Gad and Marwa
offer $185,000 if they can move in eight weeks
earlier. Moving in faster is of value to them but
not to Bakry. By offering to pay $5,000 more than
the agreed price of the home, Gad and Marwa
create an incentive for Bakry to move out quickly,
because doing so is now a valuable proposition
for him. This is an example of trading value in a
compromise situation.
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In the case of Gad and Marwa buying their
house, the compromise between them and Bakry
was limited to money and timing, both of which
are interests which could be negotiated. Although
$5,000 is a considerable amount of money, these
types of interests are relatively superficial and
can be balanced through negotiation. However,
some things cannot be compromised because
they cut to the core of an individual's or group's
identity or survival. Two things that usually are
not compromised are values, and fundamental
human needs.

AN, 8 il Lol VB gy ol gt
e 23 polea W1 0L Gelied anl g Lasie | ogliat
Lisils ol ¥ e o ole ool Golgy ¥ g a4l 50
s pan e S0 Tk i Wi Vi g S5SN8
Bl il gl Jgum pouiaga 1 e dangll Jall
Rpain ad (e i Suiall iBlall olia L alga ¥ e
acogll Jslall 3L (€3 Y gy Bany Aol

66

l&i cadlgas

o9



Sy olai Cadlga

The issue of abortion provides a classic
example of non-negotiable values. If a person
believes that abortion is murder, he or she will
never agree that abortion should remain legal
in the United States. Moreover, this person will
never be willing to compromise on any issue
that eases current legal restrictions on abortion.
These hard-line positions stem from a deeply held
personal value and will not be compromised.
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Human needs are the material and nonmaterial
necessities of life: food, shelter, water, a sense of
security, identity, belonging, and independence.
When it comes to disputes over any of these
necessities, people usuaily will not compromise
either. For example, a person or identity group
needs to feel they have some control over their
future. Thus, people will be highly unlikely to
make compromises that diminish their control
over their own lives. Native American groups in
his country provide a good example: They have
fought for and have been granted sovereignty
(legal control) over their own reservations and
possess their own laws independent of the U.S.
and state governments. They are likely to be
very reluctant to relinquish this control, even if
the reward for doing so would be substantial.
This example also relates to the importance of
identity. Many Native Americans have resisted
assimilation into mainstream U.S. society. They
have valued their tribal identities very highly
and have maintained a lifestyle co.isistent with
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that identity, even when that has required giving
up material gains. This is because control and
identity are both fundamental human needs, and
are seldom compromised, even when doing so
might yield material benefits.
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Critics of the compromise approach to conflict
solution believe that people should not have to
make concessions as much as they do when

they engage in negotiation. Proponents of
integrative or interest-based bargaining argue
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that if people are open about their real wants
and needs, then a win-win solution can often
be found that provides what both sides want
without compromise. Compromises still tend to
be made in interest-based bargaining, but they
are usually more creative than simply "splitting
the difference.” The example of trading off
money for time in the house-buying scenario is
one example of compromises of interests that
yielded a win-win solution.
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In part because of the tough economic climate,
the cost of litigation is, in many cases, rising. At
the same time, many cash-strapped states are
reducing courts' resources. As a practical matter,
this means that litigation - already criticized as a

lengthy, expensive process - can take even longer
and cost even more than parties onginally expect.
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One way to minimize the time and expense

* of litigation is to seek a resolution via mediation.

Although pretrial mediation does not guarantee
settlement, with some forethought and
preparation, mediation can resolve even cases
considered beyond compromise.
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With that in mind, following are a few tips to
help maximize results in mediation and perhaps

make a difficult and expensive process a little
easler.
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1. Time mediation wisely. Are parties disputing

what happened, or the effect of what
happened? Does the case turn on discovering
and interpreting the facts, or on how the law
applies to known facts? In cases where the
facts are fairly well-established, parties may
want to mediate early in litigation, before
conducting discovery. Discovery can be time
and fee intensive, and it may not be necessary

to resolve a dispute.
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2. Select a mediator wisely. Mediators come in
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all shapes and sizes: lawyers, non-lawyers,
current and former judges, and those with
industry expertise. If the litigation concerns
specialized issues - construction claims and
processes, for example - the best option would
be for a mediator to possess a background
in the subject matter or issues at stake. Such
background enables the mediator to quickly
get up to speed on the issues in the case, and
to confidently evaluate the relative strength of
the parties’ legal positions, and to convey that
to the parties as they negotiate. Mediators
also have vastly different approaches to
communicating with and between the parties.
Some approaches may be better suited to the
parties in some cases than others.
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3. Use mediation as an opportunity to honestly
evaluate a position: Prior to mediation, parties
often submit mediation statements to the
mediator (and, sometimes, to the opposition).
These statements typically highlight the |
strengths in a case, along with the opposition’s
weaknesses. The preparation of a mediation
statement is an excellent time to sit down
with an attorney, assess the strengths and
weaknesses of a position, and discuss what
it will likely cost to see the case through trial
versus the likely cost of settiement. Even the
strongest case might be worth settling, if a
settlement can be reached for less than the
cost of litigation.
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4. Go into mediation with an open mind: Just

because the opposition submitted a hard-line

mediation brief with an astronomical settlement

demand does not mean there is no chance of

mediating the case to a reasonable resolution.
Attorneys and clients may have their reasons for

74

Aol Casit,



Lty caélgs

Qusg

playing hardball before backing down to a more

reasonable negotiating position. Be patient.
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Even when mediation does not result in
settlement, mediation is rarely wasted. The
work that goes into preparing for mediation is
excellent preparation for trial, and the mediation
itself can provide an excellent sense of strengths
and weaknesses for both sides.
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Lastly, compromise is perceived differently
in different cultures. In the United States,
compromising is sometimes seen as bad, as it
is seen as losing something or giving in. That .
is precisely why some American crilics believe
it is a bad approach. On the other hand, some
traditional societies, see compromise as a healthy
way to end conflict. In the traditional societies,
compromise focuses on restoring relationships
damaged by conflict, which is generally
considered more important than how much of
a fixed pie each side will get. The primacy of
relationships over substance is common in many
societies, which may encourage compromise
when core values or needs are not at stake.
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Learning how to negotiate removes pressure,
stress and friction from your life. You see,
negotiating is like chess -- if you don't know how
to play you will be intimidated by the activity,
especially if your opponent knows the game.
Negotiating is a predicable event that has rules,
planned moves, and counter moves. But, unlike
chess, negotiating is an activity you can't avoid,
so learn the rules. This article discusses the
five underlying facts about negotiating, win-

win negotiating, and the definition of a good
negotiator.
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Five Underlying Facts About
Negotiating:
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1.
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You are negotiating all the time. Whether you
are buying supplies, selling products or services,
discussing pay with employees, buying a car,
disagreeing with your spouse, or dealing with
your children, you are always negotiating. It's just
that some of what you negotiate, are considered
by you as normal activity.
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2.
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Everything you want is presently owned or
controlled by someone else. Doesn't that
statement seem like "a given?" But think of the
implications. To get what you want means you
have to negotiate with the person that has it.

Al W 2l Ll L duoli gl AL o blaiol sa g5
G 120 0g O @al! (o okl PGt llan e 5!
Lgiotst San D 2353l AL1S Slie 51 120V SIS 15
22 sl algdl Aglos Jin A ghe! Uas Ma 2ilS 13

78



Ausolai cadlga

Lo BN VIIESINE P UVES P e [ 1L PR SUPHE L
9 Waladl Lazgn ol Lal L ilimgay 20 LI Cdlas

3. There are predictable responses to strategic

maneuvers or gambits: It is critical

understand this because if strategies are
predictable then they can be managed. If a
gambit such as "nibbling" for extras at the end
of a negotiation is employed on you then you
can request "trade-offs" to either stop it or get

extras for yourself.

sl S B3 sma Jalse B uagi -
4 There are three critical factors to every

negotiation:
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+ The understanding of power - Who has the
power in the negotiation? Understanding
this will help you in your strategies. Does the
person you are dealing with have the power
to make the decision? Are you in a weak
negotiating position? If so, can you bring in

factors or strategies that mitigate that?
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The information factor - What the opponent
wants, what they require, and understanding the
elements about the object negotiated for are all
informational items that are critical for a smooth
negotiation or to use to your advantage.
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The time element - Time is an important
element to negotiation. If someone wants your
product but is desperate because they need it
quickly, it's a big factor in the strength of your
position. You know they have little time to

compare other products. You can guarantee
speed for more money.
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5. People are different and have different
personality styles that must be accounted for
in negotiations. Strategies are affected by the
people within the negotiation. If you play to
the needs and desires of the person, you will
be more successful in the negotiation.

Win-Win Negotiating: ; qexlowsll jaola
BUa5 3015 wlbas Shinglall a3 Ll 351 e gs
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may be totally different from what they are.
You may be selling them on quality, when
what they need is medium quality, low price
and large volume. Always keep an eye on

their wants and needs.
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3. Understand that people are different and have

Ausolhi cadios

different perspectives on negotiations. Some may
want to negotiate and build a long term business
relationship. Others may want the deal, and a
handshake and it's over. Price is generally an
important factor but never assume that money is
the only issue. Other issues can change the price
they are willing to accept or the price you are willing
to accept, like financing, quality, and speed. |
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Let's now direct our attention to the negotiator
- You. To be a good negotiator requires five
things:
Cdalad 15— (raladl g3 pgunse Ll iashic g e ]
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I. Understand that negotiating is always a two-
way affair - If you ignore that fact, you wili

ignore the needs of the other party and put a
stake in the heart of the negotiation.
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2. Desire to acquire the skills of negotiating -
Negotiating is a learned activity. Constantly
evaluate your performance and determine
how you can improve.
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3. Understand how the human factor and gambits

affect negotiating - Knowing one gambit and

using it always is not enough. It may not work

on some people. They may have an affective
counter to the gambit. Then you are lost or
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may not recognize tactics being used on you.
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4. Be willing to practice - Pay attention to what

you are doing during negotiations. Plan them

and re-evaluate your performance. Prepare
for negotiations by practicing with someone.
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5. Desire to create Win-Win situations - You
don't want to negotiate with someone who

only wants to destroy you. If you both win, a
future deal is possible.
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As you understand the rules and the process
of negotiations, the stress, pressure and friction

that currently get in your way will disappear. You
will actually learn to enjoy the process.
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Pricing Negotiation in
a Sales Presentation
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Understand Your Prospective Customers’
Motives: Everybody wants a better deal!
Let's fact it. Prospective customers often
try to negotiate down the price by talking
about all sorts of negative things about your
products and services. Or, they would try
to compare your products and services with
a competing offer. As sales professional,
we need to identify whether it is just a game
the prospective customers are playing with
you to get a better price. Remember, if your
prospective customers are negotiating with
you about your prices, it usually means that
they have already gone to the stage where
they are interested in buying your products
and services.
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Shift the focus to quality: Try to make your
prospective customers understand the theory
of “you get what you pay for". And then, go
on and talk about your product and service
quality.
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Always save up some extra margins or offer: :

One important trick is to save up some extra :

discount offer. Do not offer the best deal to
your prospective customers first. Offer extra
add-on services for free to your prospective
customers at the end. This can aiways solve
the problem.
Al 3ae Slalazal ub ol wSTl L ie 2l 2 gt
doglasll S50 Lmlagdd 3l 1 3555 Al pusy soandl f5
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The key really is to make sure you satisfy
your customers' concerns about pricing quickly
and get back to the closing. Remember the
guidelines above and you will be fine.
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APPLIED EXAMPLES:
TEBTS A0 THEIR ANSWERS
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1.You are in negotiation with someone you
have never dealt with before. He suggests a
compromise - “I'll meet you half way”. If you
accept this proposal you will have achieved
more than you had hoped for before you
started the negotiation. Do you:

a) Accept; s -

b) Decline; TS
VPPNV IPJVES S

c) Telt him that his offer is insulting;

d) Make a counter offer; :IJL;M L.'o).r_ AA =S

e) Stay silent; lialo 15 - s

-oaﬁb@%&ﬁrﬁ-%ﬂ‘dl&bﬁ bl & 5 -
5038 s auul 5 slel Y]

f) Explain that you are looking for more; offer
him something he wants if he reconsiders his
position?

;mgﬂlﬁmphdumiimb@d‘;@ﬁ&[ 2
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2 You are buying a car for cash. You ask what

the discount for cash is at this garage. The

salesman asks “What do you have in mind?”
Do you:
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a) Suggest 5%; 1% 5 5 a3 -1

b) Suggest 10%; 2% 10 7 235 -0

c) Suggest 20%; % 20 7 25 -

Lpien®s aolol lagh calady bl I cliiges 5,S5 -5

S I e sl e Aaaall

d) Repeat your question to the salesman; ask for
additional items to be included in the deal at

no extra cost?

O iy isls 23s fua e el Wl b il
ROIPER IPN N I CSCA WV VS JCHP SO |
s il e 33ay Lesie L aigals AlISe Lle 5,05 sl
Leaic 83dus wlile oo yay 51 Jlod! 5 mgbanll gl )
sl Al = Jaslb adl Jpuoall @5 s M1 pungll L5 Cage

R N

3

3. You have been in negotiation for a long time
and you are approaching a position on which
you are prepared to settle. The other party is
called out of the room to answer a telephone
call. When he returns he announces that he
must terminate the negotiation immediately.
He offers you a deal if you will accept the
position already reached - take it or leave it.

How would you react:

il iy Lo i Tins S8y piaciic S )

90 -

ursolal Cadlgas



4 .'l-..l -\ﬂl""l ;Erﬂ,g_k Q,Lil =2y, £
- pen g umderstans whst e
cErry on with the negoialion,

i =
>

A e 1 P (e il e
ey b e 0 P N e T NAR'S LR

& Ty o maks hin feel wrmeascratie, deollie

satengd

e dealy

= a Y e - J :
0 TR .(‘.;.i.e‘aun{_gut LT e O TR Y R e

wh el gour eoetwhe Sl E

WO ¥ears aud, Pased of promasnns] advion
vou woulkd Ye relighted 3 pget D88 K
glithough vl Bave & Tall-oan mikimuey ©
EATEUD. Refore voo el arsund te cuting
Tont  warkst g9 asgositience cliers you

EACO0S. In resoonss o

= "":"1& 2 i e

2 G- 47 20, s =



139,000L dads oy ,5 wlil Joi5 —o
d) Say you only wanted £39,500;

0l ¢ Lot 0 Al a3 by 13ka Jlus —

e) Ask what he will pay for the extras;

Sl 13 o all ()T Jpaig Liabo Jlas -

f} Stay silent; say you've been taken aback by
his offer?
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5. You are in negotiation in which you and the
other party are unable to reach an agreement,
Both sides believe firmly in their respective
positions, and in many hours each has made
only token movement. What would be your
first preference of the following courses of
action:

a) Change negotiators; ropusmalall yus -1

tadeas JHLB @i o
b) Offer a large concession;

P pato LD e ool @i -
c¢) Offer a further small concession;
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