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Goal • People wail lo be undtrstood and ;accepted.. 2 pl'fflal urg es:: 
-i, Need lo feet safe • s«we 
o Need lo reet In control 

• Ust.n intenaety - demonstrate e,mpatt,v • show a sincere d.,..,. 10 better unde.-slanc:f wh.11 
lhe oth-ef side ise.xperenc-ng 

,._. • Goat reveal 14WPrfMt ., the rwigoUal ion 

• HyPolheieS vs assumpOons Us.o nogol iabon to teill hyp0U...1 

• VncovtH i)S muc ti 1'1formotion .is Po"Slbtv (not b.lltltt o f cirgumvnlSJ 

• vncov..- w hot counletp.-,rt eclua&ly..,.dl <money. emolionoL othofwG.el - gul l.tle m f..Ung 
aat. to l al< mou, 

• Sar.a h:is:us lt10 o th41f ponon ..1nd whol u,oy ~• 10 s..,y 

Tone • Smlle 
• Slow. It. Down 

• Thrett VOCEtS 

• Late...nighl DJ voce v 1e self!ctil/cty Lo make a point lnnoct voce downwmd Cam and 

slow C real es awa oC trusNfOflhlness wdhoul ltlggEtf"1g defen.s,wness. 

• Posit ive & pjay tut Dela.ill lo'Oice Voioe ot easygoing & good Mluted pe,son Reta•& smle 
whie taUdng 

• D•ect I Assef"U\le: Used rarely 

Nlmw • R..,..t U.. last (or crticaU 3 words o r what someone else has sai::I 

• lnsnuatess~latily wtudl fac.ill ates. bonding 

• Connectors because they helpy0ur counterpart conn eel thoughts 

Mimw Process 1. Use Lale Nighl FM OJ Voce 
2. Start sentences with I in sorry_ 

3;. Min-cw 

• Slenc:e. a t least 4 seconds lo Let m ino, 'W'Ork it's magic 

5 Repeat 

Tactlc:.ol • Imagine mysell 1'1 theccu,t.erpa1fs stlual.Jon 

Em~ • Rocogniff the.- po._- and vocallre INt ..cognition 

• U nderstandcounlet'J)at's feelwlgs& hear whal tS behind lhose feet.,g.s 

• Bring myatle-nlion to the emo t.iooal obstacles lo getlWlgan agmemenl done 

• Look at word5. ton.. a1d body lans;,uage. Spol changes and look for n:ongruendes ..... • Valkhlt. som.-one's .motion by acknowt.dging It 

• If tftnlj Uhe 

• II SOU'ldJ JihM 

• II boluU,a 
• P .... 10 itl the !Abet S<l'lk ., Olh Of ,:,nrty wil rtt., th9 Miene@ 

• Evo,y 4th VQ-l'bfl tiWh ::,n should bl) a lo~ 

NeutraUzetho • F-oa.as f irst on ctNting the 1Nwn«1 to an ag,oeme,nt .._ ..... • LAbQl kt o:n lo dHfuso &heir po\ll'Of 

• Loolt I'm an asshole 

Pfocou: 
l Ot,s,e,Ne w1lhoul reado, & ;xtgement 
2- Label each negative leetng 
3. Replace with a pOIIUvw.co,,..».aulonatea solulion~u«I thought 

Acc&aaUon • Lisi the worst things ff'Pf counterp art can say ab:>ul me first -·· • Use labels to reinfo rce & encou.rage< posllNe pe<cepllons 

• Remove I undersland bom y our vocabulary. Ne-Yer use ii 
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Start with Ho • Need l.o teel In control - gel by saying No 

• SaY1ng Yes m akes people defensive 

• ••hear No -

" WhataboCJI lti,a, doesnl wo,h fat you? 
< Whaf 1t10uki you need ta mahe lh;s 1¥Ntr" 
0 t S#NlllS lhttrll~ ,i;ometltllg t .:!re U,al bol/'lerS )'OU,, 

• 3 typesof Yes 
G Cou:Ol W:[SIU Yes as tin esc~i& 1oule (wanl to WlV N ol 
o Cgnfiro,i)UgQ Re lltJWe re,.pons,o que!ibon Aff•m.:it ion w 1lh no p,omiw ot ucUon 

" Conynilrnen l 1,uo .J91'9emef1l IJ'la t INCK to action 

• ltiggv-f :i No is lt);t, 0 bod"""' kl laJH? 
• Might SOfflQUO"o(tS nHCS to fon:• CCM.M1tANpart Into ano 

• "1l41'MIJoniiUy mtWObot.-.nttrnol bn 
o Ask o ridiculous question th.it eon only be Answftf'Od by a No 

Email Magic Ht1w! ~(Jllt'P.f'I upon l/11,i ptOJ«rl 

ffllftllll'lt • Caggg That's Right 

• ~ Yes, You'te RlghJ 

Summary to Trggef Tmt's Right wtth a Swnmary. 
lngger That's 1 Eflecbve: Pauses encourage lhecounlefparty to keep talking 
R,ghl 2. Mnural Encourageo: ¥es. OK. Uh-Ht.t'l, i see - shcNI Im p aying tuU alteolion 

3 Mr,onng Listen & repeat back 
4 L,abel,cg Give feelrlgsa naiie& identdyw,th how they feel 
5. Para;,hrase: Repeal ., my own "-'Ofds LoshCJIN fm really undeu:tandng 

6 . Sumrnatt2ff Re-artx:ulate meoomg of what tS sad• acknowtedgnent of the emoOOns • 
Paraphrase • Labeling 

-SpUllhe Leacls lo a bad oulcomo Lor bolh sides.. eg l bladl • 1 brown shoe 
Difference 

O._..,es • Oeadl.nes m ake people do mpulsiv,e lhS'lgs 

• Resasl the wge lo rush as adeadine appooc:he.s 

• T~ e advanlageol the rush ii o thers 

• ShiYe mv deildl.-,es· 1nlormal.ion asymmetry is I.he worse ror me 

Three uses o f Deleowe n;pyg, We)ust-.ol"i whal'sfa Jr 
Fair • Emotionally ra llied negollalou wlU ,ais,e thew counterotre,, 

• COrrecl responw: OK, I opr,J<>grd . Lei's Jilop e.....-.ry111,1g crt1d gO bock So wfVflll I s tcrtled 
• • ottng you ur(a,ly and .,.,·u P• II 

Nffi1SN5 OCW!il!l!RO WeW9ve1 you a foll o,rw 

• JAb mu,lnl to dis t.me I my .ittctnl lon 

• Co,n,c-1 respo,-.; Fa•' I 1~«."'1, IN?,;, yoo 'M f«ltly to p,olJJctfl Ille • Y'ldlttt<11111at ~t.Jppoa ,111"11 

Po>1!YP ' W(tflf you lo (t-<ttl f,te t<H.I (rte u-ril'9 ltftOH~d fo,tlyal "" llmtt,\ SoPfc!<UIJ .\lop tt'le al a,,y 
ttmrt t( you feel I 'm bl!i"9 ,mfo~ tlfld ,a11J'U addtess,I 

Eirir-• Bond counl et"part·s Rklhl ybt m<:hOflng lhe starting point -· t Befo,e m aking o tfef, emohon.1lly a ndlo, by ~ng how bad ,t wit be , Set an ntrem• anchor to ma.ke mv ,eat number seem 1casonable 

3 use a range to seem lessagg,essi\l'e 

Lou Av.-s.lon • People will lake mo,e nSks. to avod a loss than 1ealtle a 9a11 

• Make sure myopponenl sees lhefe is sanelh.,g to lose by 11adon 

Bend their L Anc;hO( their emoiQos: Start with an acOJSat.on audilac:knowledgng all their rea,s. Anchor 
R-ty them in preparation for a loss 
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2. 1°1 Ille: o th e:r oorb' smel a price fist Espeda.ly i f neil he. pa-ty knows true ma,ket value. 
Considef alternatives ii other party fi a shark or a rookie 

3 E51abl:ah a bPIS;lemg cange RecaU a sirJWar deal Raige high so people will na lu1alty want 
tosalSfy lhe tow end of my range 

' PDtPl k) OoO•Q)QOQlQrytenns Grve lhllgSi lhal are not r'nl)orlanl Gel things lN!I a,e. Suggest 
d e;a.s to stimulate brai"lstouring 

5 UW odd ourobett Dorfl use round nufri>ers 
6 ~Ulil:!JH: ~!lb M Sl!!l GerM!'fal e reciprocity by 9"ving u:m&laled sutpr&e girts 

C:.Ub<al<MI • The l llteMir hasconl 1olol tho4lconwrsauon 
Ouolllont • C.0.-. is IO M.llf)tlnchanbeUef - Ci'llbrillod ~i"bOM to ask r()( hot,) 

• Don I us.o Con. Is. Arv. Do Doc 

• Avoid qU4'Kl iotli lh.11 can tHt {Y'IJWViod w,u, Yes Ot tiny J:)iOCff o f .,torm...ition 

• Slart ew,y qu011Jon wilh .._,_,,<& ~otfflK but @ro ly -

• Only USO .,,,.whon del enSNOflffll.j ti Cl°"IOS IS in m y favcw Wh)' wou~ )'O(J 1/Vt!f c hOttgi! 
f1onI 1h11 wa1 you ~otll>O)o'S cton-e th,ng, orldtry my crpp,oachl 

• You mn'I leave - W}'OI do yotJ IIOPl!f Lo OCiJ!tlM• n,,go;ng7 

• Avoid ungry emot.lOffitl reuctlons 

Phrues to UM 

• --)IOI/-• -IIIIGl<t ~ ... 2 .... )1111# 
• HOM con J help male th.s be.Uet /or us? 

• He» would you I/Re me ID ptoceed? 

• \U/1:Jt a lllhal brougrl. us nto v,,s situaUon? 

• HOii con we solve lhe p,oblem' 

• Wlofs the objective / \.WJat are we lr;ing lD ocrompl.ish here? 

• ,.,,, .. ,." , ... _ 
Haw • Yes is nothing wilhou I,.,_ 

• Calbraled ht:1,1 Questions hel,p gu;arantee execution 

• Look for Thal's Rig ti 

• Dewi t settle fo, ru lry. You're Righi - Thosemeanl ,...IO/tlf 

Phrases to use 

• 
__ ,_,..,., __ 

• Haw w-NI we hnow we·,e on ttodt' 

• Haw will weaddreu lh~l(\ff{lfld \W·teoff lroch-7 

lnftuenc. thoM baflhd the tabt• 
• H<Nf dcktJ IN!. af{ed th~ rel of your l"1m 7 

• Hrw en boa Id a,o me o~e not on thh. c:m.t? 
• wiiot do f()ur colil!'c:,guts ue ru lhlHr ma.n chollflngtl In tilrs 00101 

1-, a-111 7X conWf'l t 38" lo no o l voe·• S5X bOCl\'LDnguago& Inca 

• Fly g11tal dislM<»t IOfflNI p,ooplo In peraon 

• PlJy dosei!lloolon 10 ton• & body lan~age See l f they don1 m..1tch up with lilorol 
m...-., 1'19 o f W()(d$ 

• Use labels to discove, tOUtce o l tho ricongruenoe 

• lli«ud yot.1 Joay 'Ya · buHt 1eemed I/he Hr, ~ Wl'OSO hesitation Ir, yow lo'Ok'e 

• N o. this }s ,impo,iont Utt's mohe slJfe "'e get lttlS nghl 

Rul•ofTtwwe Gel them to say y n l time-s 
L Gel them lo give me a CDmmrtmenl 
2 Label • .summari2e - gel a That's Righi 

3 Caibtaled Howot What ~eslions about url)Emenlat.ion. Ask what 'Wll constil:ule success-
\Nhotdo we?do 1fwegeto/(tJach? 
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Spotting Uan Ls,s.. 

• Use more words than trulh tellers 

• Talk about him. hw. it one. tliey a nd lhelr. Rarety / - dista nce from the Lie 
• Speak in more complex sentences<toOJVeJ up tr,e liel 

Spot Dedslon Walch pronouns 
Mallon • ,. me. my - toss mp01t . .ril in l h-e d&cisfon ot lheoutcome 

• Wa tJ••Y· them - ach.kll du<:is.ion mat«M le.,,,.-.g options o,pun 

UM my own • My Mftlt' 1$ Yanda - • w,~,., rho Y(rndo drltCount-, 

S.ylng 11111' J Ho,, on1 I suppos11<110 do t ttlr? 
tlfflltl 1 Vou, cf{'f!, Is ~""Y ""'1i.t'°'1Jt Im so,ry lhal}L,>I do,t>,n'I ~·o,M for Nllf , I m ,IOf,V D(JI f m af,clfd lp $1 COfll do I/vi 

' l m 10,~. no 

Use nwrou,g a nd open-ended quesUons in between Empathize 31C 

• That 's ve,y 9,m ~oos of )OU 

• Thal pr,ce i£ m OI!! lhonfo, 

• Dtatt>t. ycu for toifin9 Ute tnN! tolalh lo me 

Type of 
Negali&lln 

An.alY51teg. Ryanl • Doesn' t t.i(ecal.bated quest.Ions 
Acquiring facts&. fn/o > matilg a deal • Apob gieshavelll!e value 
T.ne • Preparation • HyPEfsensilive to ,ec:iprodty 
Sienc:e • Opportunity lo think D Gel girl fGl• l musl bea trap 
• Methodical & dit.genl Hales surpris.es,. o Gil.-e fifsl • you nust ~ iprocale 
• Sell-imaged lied lo mnm.cmg m ist akes • Tools:ubels.speofcaly lo cOIT1)a re 
• Prefers to 'w'Otk oo lhea" own analysis . 
• Reserved problem solve' • Usedala 
• lnkw-mation aggregalor o Use data to dnw my reason. no ad-lb 
• Skeptca t b y nab.lie o Use dala corrpar-isons to disagree 
• Mayappea, loagreewhenjust agree.'lg lo • W<xsH voo malch AssertNe 

thnk about ii 

t,ccommodator <eg_ Chas.el • Watch lone & body language - hesitancy 
Bu.l..,g f'Ntlonahlp > mrlking a deal won'lcorne in won:ls 
Tme • Relation.ship • 8§:!s. m ay overprorrise . .'.'lgl'Qe lo grve you 
s•ence • Aslge,, somelh ing they c.-,,·1 actui'tly d&tfvef 
• Communicating - h.lppy • ~ Whot & How c.allbn.t.d q1;Ht10111 

• Sooilbte. PQ.)C<t•j.QOlc,ng optf't'lisl ic. tocuwd on mptemenl.ition 
o l'Slt Kl b le. p00f tune rr.,n.-,ge,1 • wouHvoo mqtch Accon-modotor 

6oectbe •~ me. MCHcil • Focut fi rst onwho11 they h..iw to say One• 
.. '°'9 hNtd > moldn9 o ON thoy aro convll'ICod I unde11Lond them. 
Tmo• Money only I hon ",t,ljll lhoyl41tt-n 
Slone• •Opporlunily lo speak mOfO • ~ caUbrated q ... tlons., c.bN, Md 
• Gelling solut ion perlec:1 a less irnpOftanl IU.rrmartM Gel a that~ ,J,ghl 

th.31 9etun9 II dooe • Be auelu I 'N'ith reoprocity <g,vo M inc:h -
• Loves \I/Inning above au else takea mllel 
• Mosl IJ,;oly lo go! lunnel-,1s.lon. Focus oo • Wost -t ype ma1ch: Anatysl 

goat - miss oppo,b.an,bes l o e,cplore 
Emot ions • b ad 

• Negotiation • inteUectuat spa1Tin9 
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Oeflactthe Counterpartywillslart wthan e.xlmme-andior. Ciel ready todenect the punch 
Punct, • By sayWlg ·no· How om I SUtJPOSed to do U1at? 

• Byden.ect W'lg lheanchor- Whatara we lf)'ll'19 to accomplish here? 

• P1Y0l to tenns:. detour 10 non-mone lary ,ssues: 

• l til 's put p(lce o,rw the side fora moment& talhaboul what • 'OUtimohe t>vs a good 
dt/0,? 

0 Wl\Qt {tlsewou1d you bll able looller 10 make- th.:11 i'l g oodp" at f0t rne1 

• Res.pond '-',,'jU, yoo1 ()',Nn 9'lll 19mEt M<:h<>t 

stra .. glc I don1 SN h,w thal woc_dd ~I wo,h ...... ._ 
l 1tatemenb I (HI _ Wi'lUfl )IOU Of;l«K,,S6 

Ac:kwman I Sel l .."HQQI pnoo 
Barvalnl,g , P\.1n your oH<Hs 

• Buyer etx - 85" - 95X - "'"" 
0 Se-ti.et' 1,s" - n.sx - 105" - 100" 

3 Al l natot let add nol'HftOl"letary Item to show I.hat rmal my lmll 

• Use an AccU1ations Audi to pre-empt the flrsl o ffer lo lake the edge on 

• You're going Jo Ihm I haven't done my hanfN/IOflt 

• You're gotng to (eel 1ruulli1d by m y olfet 

• Im embaoa~d k> &el too my o /(£Y 

• Use lots o t errpalhy and ways of .saying No., between lo gel olher lo counter ber°'e I 
OCre,a:se- my o ffer 

• Use precise. non-round.odd numbers 

llladtS...,.. • ) Blac:k Swans Fl e.ve<y negotiation 

• Every negotial ioo is ne-.v - donl lecl ok:I pattems bliid me 

• Always ask myself: Why ;ve lhey c,ommu.nic.al:slg what they are com.munica.~g right now 

JTypesof pPsitJve Leyaage: I have something lhey want 
LM.•erag• 

Neaat.,ye LgyercXJ.e. My abltty lo make my <:oonterp.,rt suffef 

• More po'Nel'lul because ol lou aw,nion 

• To use.. m t fild wha'I a n"4)0rl.ant to them 
0 W ho is lhe4, audience, 
0 W hal slgnlfies status and ,opute l ioo lo lhem? 

• Wh.ol most WOlrlQS them' 

• Ident ity with ltJl:>els. II ~ms )"OtJ J1J«Jngly 110W /he f«t tJtcrt JIOU've o Jw,oys befiY! paid on t,,,e 

NOUD!llMl LWMU)Qf \Aing tr'lt olh91 part,f1 norms l o advance my pos,lc:,n 

• Show lneonMI IOf'IC..., betw..,, U,{H r betiofs And tholHr ~Clk>nt 

• No~ llkQ-1 to look, ... 3 hvpccrlto 

• Todl1eov• nom,J Mk what m y coun l.Qfp.lrl bowvtitt in .ond l11tenopitnly 

• Seewhal tonguage lhey spe,..1k and 14>e.JI,,. d ba::k l o them 

u.-,.- • Reviltw 8Vefylhing I hea- Doubt• check 

u- • Use blidu,1:p Uster.nwhoseonly job l!i. lohsten botvleoo tho ,.,~ 

• Compare noles wdh team member.s lo drscovet new lnfOfmaton 

Simhrily • People trust lhose who are in then NJ grr,19 
P,lndple • Look at and m in Of atttudes. beUels, ideas. and even modes of dmss 

Pow•of hopas • Vaualtze w ha t counterpart WM l s QIUI o f life - use thoseaspSalc::,ru, to get them lo fotlcJtw, 
a d,_,...s • Evef")Onewanls to believe that woe are capable of the exlraoo::IN,y 

• Otsplay a paSSO'I for what my coi.nta,put hu at.-ays wanted ald CDffllfl'1 • purposeful 
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plan c:w1 how to get there- changes my count.erpa.rt·s pe,,cept.on ol what is p ossibte lo 
change 

• We areal hungryf« am.ptojoy - be courageous e nough to a-.,.. it andolh~ w ill 
loUc w 

_ .... .. People respond favo,ably l o req~l s made ., a teas.on.able tone o f \Olc:e and followed by a 
Mo::ause reaso(I (OW(I ii lhO rei'ISOn 1$(1' ( 9fe-3U 

-c,uy PvoP<• OC:l lf'\9 ctazy are often not lnstood. c:ount0tp0.rl 

• Is ll Informed h.,s .-comptele Of different nform,otb('I tome 

• 1,ccnatr1hw d m:.y not h.'lve l)OWQf to ct>s. lh'l dlN>I 

• has OU-.- Interests hiddo-n lnt&lfflSb INI Justify his bQhO-.AOt 

Q.etFace T1m• • Get bee l imo 

• Obsoerve unguarded moments 

• Arst few mnutes bebe you gel down 10 business 

• LA.st tew momenl.s os 4'W ryone- is loaw,g 

• t'ltefrupt lons.. odd exchanges, o l.c~ 

• When S01nothing doesn't milke SDOse, the,.'I an opporh.nty. Dig 11! 

Negali&Uon • The Goal spedric scena-o that represents besl case 
o-si. .. • Set opt ffistic but mason able goal& def..e it clearty 

• Wnte ii down 
• Discuss my goat wilh a colleague konwni rrenl & consistency) 

• Carry the written goal into the negoleli:>n 
• Surnna;y. Couple o( sentences about the kno'IIIO tacts tha t have led up lo Lhe negoliat.on. 

Am for Thal's Righi in response 

• Laool.s / AcOJsalion Audit.3-5 labe ts to perform an accu.salion audit 

• I seemslme IS KJWCJbJe lo you 
0 I Sl'l:YTIS I/he yeu don'f Ille 

• I seM1slille youwbe 
• I seems I/he mahes JJ easier. 

• I 5eMl.!i lihe you·rere.bctant to . 
• Cal.bated questions: 3-S lo reveal vaUe& overmme pole<ihal dM $olers 

• Few my cou nlerparl 

• Whal are we U>""!J to oo:ompUsh? 

• How Is ltw:rl -..orthwl!Jle? 

• What's the COf'!W i.n,e hem? 

• Howdoo lha1 a(/ed lhlngs? 

• How d~ lt,,s (if •do what the ~«we <5? 

0 To ideflt1fy behf1Cl-lhe-l able <kh'Jl kiUen 

• How does lhtf offttt tt1e NSt of your teom? 

• Ho won bootd mv t11c, pvoplr11 nolon ~ c:otl7 

• w>,at do >'®' collflOflUCJ i e,a as II~• mo.., clloht.1r1gt1s ifl u,1s or«J, 
• To idQfllily Md Cl~ IUM> dtK'll• kil l ing liSWS 

• What or• • • up 090'~, >uuo? 
• What Js th• blggeJ-r cir:.,UQngu you /a«' 

• HowdaPS nUlH"'flO d«ff w}t}I U5 o(f«I thA'tSJS? 

• Whal hcrope11.> i f yO<JdO nothing? 

• What doi:s dcingno1J1Jng cosi youi> 

• How doe$ mCMng tms deal resona111t wJth 'Alllot your company ptu:i•S Hsclf on? 

• Follow up with label.a to their ans'W'Qfs lO thee.alba led que$llons 

• ii seems r.i Jmpottonl. 

• II seems you f ee-I l ite my componytS n out1,que pa$1lion to 
• • seems you a,~ w,omed tha.t . 

• Non-Ci15ib g([en: is.I of non<ash items possessed by my counterp:ut that would be 
valuable? 

0 What could they <;Ive rre Utal would make medo this r°' free? 
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