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[DISclaimer;

The information contained in this document is not intended to be an assertion of future
action by IBM. The use of this information or the implementation of any of these
techniques is a customer responsibility and depends on the customer's ability to evaluate
and integrate them into the operational environment. While each item may have been
reviewed by IBM for accuracy in a specific situation, there is no guarantee that the same
or similar results will be obtained elsewhere. Customers attempting to adopt these
techniques to their own environment do so at their own risk.

In this presentation, any references made to an IBM licensed program are not intended
to state or imply that only IBM's licensed program may be used; any functionally
equivalent program may be used instead.

Any performance data contained in this presentation was determined in a controlled
environment and, therefore, the results which may be obtained in other operating
environments may vary significantly. Users of this presentation should verify the
applicable data for their specific environment.

It is possible that this material may contain reference to, or information-about, I1BM
products (machines and programs), programming, or services that are not announced in
your country. Such references or information must not be construed to mean that IBM
intends to announce such IBM products, programming or services in your country.

Any feedback that you give IBM regarding this presentation will be treated as
non-confidential information. IBM reserves the right to use this information in any form.

Agenda

m i ihirsisessionwill e pyoeurhealhetter Negoetiator,
p- Negoetiatingisalifelongipursuit
»- Negotiating involves:

= Preparation
= Strategy
= T actics
== Closing
» T 0 help you continue tolearn:
= Practice, practice, practice.
= \Wonderful references
== Don't get discouraged.
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Why:Negotiate?

m {[0/mMpreyveyeur situation

» [Doing better than BATINA - Best Alternative
1'0'a Negotiated Agreement

m \What isit?
» A methodfor peoplewith different intereststo
reach a mutually beneficial outcome.
» A discussion that |eaves both of you better off
m Successful if:
» Both get a Positive Outcome
» Good Relationship

WihatisINOI-Negetiaing

([ CISNOIE
- Using poewer:
= Autharity
- Pasition
= M aney
= [=0rce
» Manipulation - winning when you are wr.ong
» Aggressive - loud, pushy.
» Quick or Easy
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[DEMH

m [Honit negatiate when:
» Alweaponiisinvelved
> Y.ou areover your head
m Don't brag (i.e. don't moetivate the wrong way)
» "['m a good negatiator:"
> "| just took thisclass'
> “["mrich"
> "“|'m powerful™ or “Doyou know who I 'am?"
®m Don't make unnecessary movements

Preparation

m Knewyoeursar:
= Knew what you want:
e |ncluding quality.
= oW your BATNA
e Know what elsersavailable(i.e: prices)
e Know when tostop
= Know what isfair
e Don't settleif it isn't fair: for both of you.
— Know what your timeisworth
= Know how willing you ar.e to change
= Know what else depends on thisrelationship
= Know how long do you need thisto last
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Preparation

m Knewwhoeyeurare dealing with
= Understand their: situation
= [=ind eut: what: they need andwant
e Determinethelr BATNA
= Know who will'makethe decison
= What will they think isfair?
= \What tactics arethey likely to use?
— Understand their background
m |f you don't know,
— picture yourself in their place,
= guess, and then
- |isten and te<t.

\What ISEalE2

m [Dependsien Culture
» Eixed concept
» Determined by the.outcome
® Erom my perspective:
» The GOLD rule:
e "Yethat hasthe GOL D makestherule”
» Pay for Knowledge
» Pay for Service
» [t isfair for everyone to make some money.
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@1her CenRsderaliens

m| EXpect tebesuccessiul
W K'een control ol your: emotions
= [_ ose control, couldlese thenegotiation
= Eind/deal withiitems that will upset you
m Don't let the discussion bbecome personal
» Don't discuss YOU or THEM! - discussideas
» Use your smileto communicate
» No matter what, show respect for them

@1her CenRsderaliens

m [Donit give upanything for free
m [Don't agreetolittiethingstirst
¢ Similar topackinga car

B K'eep possibilities clearly separate fr.om
commitments

m [Don't expose your: time pressur.es
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@Oiher Consderations

m Know \Whoeiiswatching:
= [J oW much deyeurtrust: them?
=\What affectwillitheyhave?
m Hiew you are communicating:
= [N/ person
= Phone
= \\ritten on paper
= Public forum: >size = >risk
— Recorded discussion
- e-malil

Stirateay,

m\/alidateyoeur initial perspective
» Keepiit casual
» Keep them talking
» | you meet any. rresisiance;
= Step, o1 change subjects
» L_isten for what they want
» Don't make commitments
» Probe for common interests

® Any information received here may be
useful later
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dHeINegoeaterRiEyele

' Dewhileproegressisheng made:
» Discussilnterests
= |ncludinglearning aboeut them
» |nvent Optiens
= Possibilitres that: might benefit both of you
» |_ook for Criteria
= \What have ethersdone?

= How hasthis, or something similar, been
solved?

== \\/hat isthe market value?
m End Do

VWhat are fiachics?

W Short term actions meant teigain a
concession witheut giving Uup one:

m Universal Defense:
» Call them on it

=" | seethat you areusing ... . | don't see
how thiswill'help us reach an agreement.”

» Test it Immediately
=" Did you just say that If everything else
was in agreement, that thiswould keep you
from agreeing?"
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Faclics

W [D1Shenesty.
> Defense:
= ‘U Fyouwaen't he honest, then we cannet reach an, agreement”
= | n fact, it:they are not honest:here, what makes you think they
will'keep the agreament later?
m Deferring te another: time
» Defense:
= Determine why they need to defer.
® Custom
e More information
® Just a dday
= Compare the need to defer to ther negotiated gains
= QOr, just be patient

TFrlet]es

mSurprise=
» Use
= “\WOW, 29/dollars?”
> Defense:
= Stand firm: “Yep, that isthe price*
» [Thisisa good first approach to getting the fat out of the price.
m Sngledeferral
> Use
= " But, ..my boss.. will make thefinal decison”
» Defense:
= "|_et metalk to the person that can make the decison.”
» Preparation:
= Determine how much authority this person has
= Match their levd of authority
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Tzierjes

= Multiplebererral
> Use
= But, ‘the commitiee’ will'make thetinal decison’
> Defense:
= Jihe committee must rely on your recommendation or they.
wouldn't-haveyou representing them. What:will you
recommend to them?"
® Helper (Good Caop, Bad Cap)
> Use
="1'm on your sde. I'll'takeyour caseto my boss"
» Defense:

=Firmly say: " | know you two are working together, so | will treat
you as one.”

Tzieijes

m =ixed Price
> Use
="Jhisistheprice”
> Defense:

= ‘| can getiififor X‘on the weh, but | would rather: deal with you
aslongasthepriceisin line.”

= | f;we came within Y, would you still not agree?
m Smaller differences
» Use
="|_et's split the difference™
» Defense:
= [Don't be the first to split the difference.

== |\]ake each change smaller than the previous change
® j.e. 50, 40, 35, 32, 31
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Faclics

m Quality,
> Use:
="My product iIsmade better.”
» Defense:
= AsK for: explanation, then research

= [Jse for: your- own education even if it takeslots of ther timethen
defer: for consderation

= "T-hat iIsmore quality than | need”
m Urgency.

» Use
=" Buy now and you get ..."

» Defense
= Consder why it is urgent and how important that iSsto you.
= \Which is greater, his commission or your benefit?
="1f | buy later, you won't extend the same offer ?"

Flet]es

m \ibbling
> Use
=\Vhen thedealisalmas sgned say “Wauldiyou throwin ...2"
> Defense:
— Restate what they are receiving
= M ention another: bendlit for them
» Why:
—|f the deal is a bigienough gain, the ether sdewill yield rather
than ruin the deal.

® Hard Stand
» Defense:
= Don't reduce yourself to ther leve
= Find otherstotalk tothem
= Be patient

Copyright IBM Corp., 2004




Criedi-CardrtExample

i Situation

p- Usedfer many years

p- Alwayspaidiontime

p-|_ate payment thisonce ($25 fee + interest)
m Your BATNA

» Unhappy with company

= Not use card'asmuch

» Pay $25 + interest
m Their BATNA

» |_oserelationship (since you feel badly treated)

» |_ose future transaction fees (5%-7%)

» Gain $25 + interest

Credit Card Example

B EXplainiwhat happened.
m Ask:
- “Would you forgive thelate fees?”

p"'Beforedeciding; please consider hew much|
have char,ged toyour credit card.”

m The Usual response
» " OK, but just thisonce.”
m Nibble by asking:
» "Would you also consider removing theinterest
charges?"
m Usually they will

Copyright IBM Corp., 2004




Cllesing

B Cleseas seen asit Ispessble.
p- [Document theresult
= .ecord the name ofithe person
P [DIscuss guarantees

= Based on how durablethis agreement needsto
he.

> Put it into action as soon as possible
= Players may change
= Players may. forget
= T'he situation may change

@lesing

» Re-clesing - |1 first clesing wasn't sucecessful
= Smile
= Agree: “ | understand how: you might feel that
way/."
— Add morevalue:
e | didn't havetimetotell you ...
e Did | mention ..(something new)

= Close with a different question: " What color
would you like?"

e allow them to save face
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Example

» Prehlem:
= Yoularein arestaurant and you get:abad meal.

- Your BAT-NA

= Don't say anything, pay, leave and don't return
» Other possible outcomes:

= Complain to waiter

= Get a new meal, refund, or. something else

Example

p Goals:
= Y.our: principledigeal:
e scttleon afair price (>$0 and <full price)
=\ aiter's goal:
e Preservehistip
= Mianager's principled goal:
e 10 haveyou come back
e [0 allow you say good things about them
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Example

- Resolveas seen aspossible
= negative feding grew with time
= reducetimedamagesdone
» Determinewho can resolvethe problem
=\ aiter?
= Vlanager 2
e Discussing the pr.oblem with sameonewho
cannot make the decision you want can not get

the result you desire and could prevent you
from ever getting it resolved.

Example

p- DiscusswithiManager
= o theWaiter: “May | seethe manager?*
= [Drscuss fiactsfirst withithe Manager

e "My 'meal wasn't asgood as| expected:..."
(and why)

» [ f'you likethesolution:

= Say thanks

= don't say anything negative about them
» | f you don't likethe solution:

== \/Ote With your feet - Don't come back
» Most will go beyond your expectations
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Plractice

m =St practicein asate envirenment
> \Wiie
» Children
P peopleyou don't knew.
m Next, practice in riskier; environments
» Peers
» Boss
m Don't practice high risk environments until ready
» Physical violence (e.g. weapon involved)
» Significant value

EValtiateyourseal|

' Howdidyou do?
» | you feel geed about theresult:
= \What will'yourde again?
> | fiyouifeel likeyou have been taken?
= \\/hat will'you dobetter next time?
® preparation
® sirategy
® tactics
m Continuously Study:
P negotiation techniques
» successful people
» unsuccessful people
» other cultures
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Refer ences

m U Getting to)Yes!
» Negotiating Agreement without: Giving In
» Roger: Eisher:and William Ury
> A Penguin Book
> SBN01401.5735 2

m Clayton Heath

[DEVEeRMIENT COnacs

= Wil 3. Roden, Jr.
= Phone: (607)1429-3278
= | nternet: RODEN@USIBM.COM
= \/\/ eD: http//www.vm.iom.com/devpagesroden

= Postal mail
o |BM Department G796
®.1701 North Street

e Endicott, NY 13760 U.SA.
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