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21 ool the Dillssncs by Chris Voss

Summary Cheal-Shasl

Goal ® People wanl lo be understood and accepled. 2 prmalurges
o Mesd o fesl safe & secure
o Meed [o leel in control
= Listen intensely = demonsiale emipathy - show a sincere desine Io betler un derstand whal
he other sl (5 X petEncng
Propare & Goal reveal surprises o the negolialon
& Hypolheses vi assumplions Use negolabon lo test hypotheses
& Uncover as much mformabon as possible inol batlle of angumientsl
# Uncover whal counterparl sctually nesds imoney ema lional, slhersse | — gel [ham fesling
safe Lo lalk mora
 Sololocys [he olher peson and whal they have o say
Tona ® Smile
# Slow. it Down
& Three vouces
o Lale-nighl D vosce Use seecively lo make a poinl. Inflect voce downward Calm and
slow Creales aura of rusbe'orthiness wilhoul iggering delensiveness
o Posilive & playiul Delaull voice Voice of easygoing & good nalured person. Relax & smie
while talking
= Deedd f Asserlve Used mrely
Mirmor # Repesat the last (or criticall 3 words of whal someone else has said

Insmuates sumlany wihich facilitales. bondng
Conneclors becauss they help your counlerpard connecl Lhoughl=

Mimor Process

o b pa =

U=z Lale Mighl FM DU Vo
Starl sentences wilh I'm sormye_

Mimor
Silence, al leasl 4 seconds ko lel mirmor work il's magic

Hepeal

Tactical

imagine mysell n the counterpart’s silualon

Recognize their perspective and vocalize thal recognition
Undersland counlemparl s leelngs & hear whal 15 behind those feelngs

Brrvg my allenlion 1o lhe emolonal obslacles o getling an ageemenl done
Look al words, tone. and body Language. Spol changes and look for mcongriencies

Validate someons’s emotion by acknowledging it

i rewrms e

il sourial s e

N ke e

Pause [0 k| (he label sk Othar parly sl Bl n the silence
Every 4th verbabzalon should be o label

Heulralize the
Hegalhe

Focus Tirsl on clearing the barrders 1o an agmement

o Labellears loohiTuse el o

Lok I'man asshale

Process

1 Observe withoul reacton & udgement

2 Labe sach negalive leeling

3. Replace with a positive. compassionate & solution -based thought

List the wors| things my counberpar| can say abowl me firsl
Use labels lo remlorce & enmmumge posilve pereplions
Remove | understand rom your vocabulary Mever use it
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M Spll the Dnflsmnce by Chris Voss

Summary Cheal-Shasl

Start with Mo

s Mesd lo feel in control — ogel by saying No
Saying ¥es makes people delensive
a 01 hear No —
= Whaol oboul Ihs doesnl work for you?
= Whal would you need o moke s work?
1 seermis Meve s someifung e Lhal bolhers pou?
® Ilypesol Yes
o Couniedel Yes o an escape roule wanl lo say Nal
o Confimmalion Rellessye responss quesbon Alfrmation with no promae of acbon
o Commilmen ] True agreemenl thal leads 1o acbon
& Trggera Mo s haw o bod bmi ko fedir?
& Mghl somelimes need 1o force counterpart into & no
inbenbionally muslabe | an g molon
Ask o nidiculous gues bon [hal can only be answersd by o Mo

Emall Maglc

Hve you gven up on thes progect?

* Good Thal's Right
¢ Bad ¥es You're Righl

Summary o
trgoger Thol's

Right

Trigger Thol's Righl with a Summary;

Ellective Payuses encourage Lhe counlerparty Lo keep lalking

Moimal Encoumgers Yes O, Lh-Huh, | see — show [m paying full & l=ntion

Mrmnng Lislen & repeal back

Labelng Gve feelngs a name & idenidy with how they fesl

Paraphrase: Repeal m my own words lo show [m eally undersianding

Summarge: Re-arboulale meaning of whal = sad = acknowledgmenl of the emobons -
Faraphrass + Labealing

Bh & B dad b =

Mever Split the
Defference

Leads o 3 bad oulcome (or both sdes, eg 1 black » 1 brown shoe

Dreadlines make peopls do mpulsive thngs
Heszsl the urge lorush as adeadine approaches
Take advanlage ol the rush m others

Share my deadlnes informalion asymmetry & Lhe worse for me

Three uses of

Fair

Releasye move We jus! ward whal's fay
& Emolonally rallled negolalors will rame Lhew counlerol fer

= Comeclresponss: OF | opologire. Lel's siop everything and go back o where | slevied
freating you urfairly ond ael] fix I

Nelaoys acousalon We v given you a fak offer
& Jab maanl Lo dislrac] my allention
& Cormeclresporse: For” § seoms i pod e roody o prowde The evaence fhel supporis Dl

Posdive | eri] ol 1o fee] bve pou one Daing Beoted fourly ol all bmes 50 pleose slop me ol any
bme if pou feel l'm being unfar ong well oddress il

Extreme Bend counlterpar s realily by anchosing lhe slarling poinl
Anchor 1 Belore making offer. emolonally anchor by saying how bad d will be
2 Selan exbreme anchor o make my real numbser seem reasonable
3 Use arange lo seem less aggressive
Loss Aversion & People will lake more nsks o avoed a loss Lhan reales a gain
# Make sure my opponenl sees there is something ko lose by naclon
Bend their 1 Anchor their emolons Start wath an acousalon awdit acknowlsdogng all thedr lears Anchor
Reality Lhem in preparation fora loss
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Meer Splil ihe Diff s oo by Chris Voss summary Cheal-Shaetl

2 Lelihe other parly suggesl a price (rsl Espeoally il neilher party knows brue marke! valus
Consider allernalnves f olher party is a shark or arookie

3 Eslableh abolslemg mnge Hecall asimilar deal Range high so people will nalurally wanl
losalmly the low end of my range

4 Prollo non-monelany lemms Gve Lhings thal are nol mporlant Gel hings thal are Suggesl
Heas Lo siimulale branslormeng

Uzs odd numbers Donl use round Aumiberns
Surpnse wilh g giff Generale recipracily by groang unrelaled surpree gifts

2

Queslions

The letensr has conlrol of the convemalion

Cioal 5 lo suspend unbellel — calibraled quesbions [o ok or help

Dontuse Can, s Are, Do Does

Avod guailions thal can be answased wath Yes or biny pieces of miomabion

Start @very quasbion wilh wial howr (& sometrmes bul rarey wiy!
Only use WY when delensveness i creales s in my lavor Why would you ever change
fram the way pou ve always done things and try my aparoach

You canl legwe — Wial do ol hope lo ochenwe by gong?

& Avoid angry emolional reactions

Phrases lo use

What makes you osk?

Whatabowt ks imporiont o you?

Howr corn | help make this better for us?

How would pou lke me o procesa?

Wil s il Thal boughd us mibo thes s/ fuolon?®

How con we solve the problerm ?

Whot's the obyeciive /" Whal ore we Enwng lo ocownplish here?
Howr am | supposad o do that?

Yes & nothing withou | How

Calibrated how? Questions help guaranies execulion

Look for Thal's Right

Don't seltle for Ml fry. Youre Righl — Those mean | plan o foll

Phrases bo use

= How am | supposed o do that?
o How will we Fnow were on ook ?

o How will we address things if we indg uwe re off rock?

influence thoss behind the table

& How does TS affec the real of your leam ?

& How on bocel ave the people nal on this cali”

& Whol oo youd colieagues see as el F mew challenges /A this area ?

7-38-85

7% conbenl 38% lone ol voce E5% body language & [ace

®  Fly greal dislonoes 1o mesl peop s In person
® Pay close allenlon 1o lone & body language Sea il they don'l malch up with lilaal
mgan ing of words

® Use labels lo discover source of lhe incongrue nce
Fheard pod soy Yes' bul il seemed lve lhere wos o hes/lalion in your woice

Ma, bhis /s imporianl Lel's mohe sure we gel this nghl

Rule of Thres

Gel them o say yos 3 times
1 Gl them o give me a commuitmenl
2 Label » summanze — gel a Thel's Righl
3 Calbrated How or What questions aboul impEmentation. Ask whal wall constitule sucoess
What do we oo i we gl off rock?
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Meysr Splil the Dill smncs by Chris Vioss

Summary Cheal-Shasl

Spotling Liars Liars
®  Use more words than uth [eles
s  Talk aboul him, her, i one. they and thek Rarely | — dslance from the e
&  Speak n mome comples senlences dlo cover up the Lel
Spot Dedslon Walch pronouns
Makers ® | me = less snporiant in Lhe decoion of the oulcome
& We they, them — aclual decmon makes leavng oplicns open
Use rmry oWin ® My nome s Yenoea
&M & Whols tha Yonce dvacount?
Saying Mg 4 1 How om | supposed o do thaf?
time s £ Your offer s vy generous Im sory therl st doesnl werl for me
3 rmsorny Bul V'm afrend | st cont do That
4 Imsarny no
Use marroring and open-ended gueslions in belwesn Empalhize 3x
& That's very generous of pou
a  Thai price /s maore fhon foer
#  Thank pou fof loking the me ko lall o me
Types of
Megotialors

Analyst {eg. Ryanl
Acqguiring facts & info > making a deal
Tme = Freparalion

Sidence - Opporunily lo thmk

Melhodical & diligenl Hades surprises.
S=ll-maged bed lo minmoeng mslakes
Prelers lo work on Lher own

Reserved problem solver

informalion aggregalor

Skepbcal by nalure

May appear lo agree when jusl agresing o
Lhmk aboul il

Accommodator leg Chasel
Building relationship > making a deal
Tmie - Belalionship

Sdence - Anger

Communcaling — happy
Socable, peace-seekng oplmsle,
datraclible, poor Lme managers

Assertive (eg me. Mercd

Baing hoard > making o doal

Tmae - Money

Sidence - Dpporunily 1o s peak mom

Gelling solulion pedecl s less imporiani
Ihan getting il done

Loves winning above all else

Mosi Lkely o gel lunnek-wvision Focus on
goal —= miss opporiumibes lo explore
Emolions - bad

Megobalion = inlelleciusl spaming

Doesn't like caliwaled questions
Apologes have lillle value
Hypersensilve lo mopmoaty

= Gelgill list - d musl be a rap

o Give lirst = you musl eciprocate
Tools labels, speoficaly o compars
analyss,

U=e dala

o Use dala lo dove my reason , no ad-lib
o Use dils compasons Lo disagres

Wiore]- bvpe malch Asserne

Walch lone & body language — hesdancy
won | come n wosds

Bk may overpromise agree Lo gve you
something they can'l actually deliver
Tools: Whal & How calibrated questions.
locusad on mplemenlabion

Worsl-lvpe malch Accommodalor

Focus liml onwhal ey have [0 say Once
thay are convinced | undarstand {hem
only Lhan will they lalen

Tools calibrated ques tions, labels, and
summaries Gel a that s right

Be carelul with recprocily igve an inch —
lakea mile)

Wost-lvpe malch: Analyst
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Mewer Spll the Dhill s ncs by Chris Vioss

Summary Cheal-Shasl

Deflect the Counlerparly will stard wilh an extreme anchar Gel ready o deflect the punch
Punch = Hysaymng "no” . How am | sugposed [o oo Thol #
= By deflecting the anchor Whal are we lryng lo accomplish hepe?
s Prollo lemms delour Lo non-mone lary ssues
= Lel's pul price off io the side for o momeni & falk aboul whal would make Ths o good
o
= Whal else would you be able o offer 1o make thal a good pnoe lor me?
& Respond wilh your own extreme anchos
Stralegic fcdanl sew how el would aver ok
umb rage
| statements I ferirl W i ie s TET
Ackorman 1 Sel lrgel prce
Bargaining 2 Pln yourollers
Buyer B8% — BEY — g5% — 10:0%
O Seller 138K — 115% — 105K — 100%
i Allnaloffer add non-monetary (tem Lo show Lhal fm al my limad
& Use an Accusations AudR (o pre-empl Lhe frst of fer to take the edge off
You're going o think | haven | dane my homework
Youre gong lo fes insulied by my offer
fm emboymoss=d io el you my offer
® Use ok ol empalhy and ways of saving Mo in bebween lo gel other lo counler belore |
ncreasze my offer
& == precss, non-round. odd numbeers
Black Swans s 3 Black Swans m every negobiabon
=  Every negobalion & new — don't el old pallem s blnd me
= Always ask myselt Why are they communicating what they are communicating right now
3 Types of Posdtive Leverage | have something they wanl
Leverage
Hegalwe Leverage My abdity lo make my counlerpar suffer
& More powerful becausze of loss aversion
® Touse first find whal & mportant Lo lhem
7 Who s lheir audhence?
= Whal signifies slatus and repulabion Lo them?
o What mos| worres them?
& ldenlbily with labels I seems pou srongly volse the focl ol pol've aleops been poid on bme
Mormgleg Lovelage Uung the olher parly's norms 1o advance my posdon
& Show inconsislencess bebvesn e r belials and Baar actions
# Mo one lkes o ook ke a by pocrile
& Todiscover nomms Ask whal my coun lerparl beleyes in and lslen openly
& Seewhal language they speak and speak d back Lo [ham
Listen, listen, & Revew sverylhing | hea Double check
listen * Use backup Usteners whose only job s (o bslen be bwean [he lmes
& Compare noles with leam members (o dscover new informalon
Simiarity & People brusl lhose who are n thedr i0 QEoup
Principle # Lookal and mirror alludes. belie(s, deas. and even modes of dress
Powerofhopes | # ‘Veualirewhal counlemparl wanls oul ol life — use those aspiralions logel them Lo follow
& dreams & Everyonewanls io beleve thal we ae capable of the exlracrdmany
s Deplay a passon (or whal my counterpart has always wanted and convey a purposeful
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Mesr Splil ihe Dillsrnoe by Chris Voss summary Cheal-Sheet

plan on how to get there — changes my counlerpar's perceplion of whal is possible 1o
change

s ‘We ae all hungry for a map to joy — be courageous encugh 1o draw il and others will
folicw

= DRCOL .. People respond lavorably Lo reguesls made n a reasonable lone of voice and lollowed by a
becouse reason seven i the resonsn'l greall

Mol crary People acling crary afe oflen nol Inslead . counlerpark

& sl informed has mcomplele or differenl nlomalion lome
& s Constralned may nol have powed 1o cliose Lhe deal

& hus Other Interests hodden inlamests thal jusbby his bahavor

GolFace Time |« Gl lace ime
& Obse s unguarded momenis
= Firsl lew minules belore you gel down Lo business
Lasl few momaenis as averyone & leaving
interruplions, odd exchanges, alc.
& ‘When somelhing doesn'l make sense, there's an opporiunity. Dig n!

MHegotialion s Thelogl speahic scenao thal mpresenis besl cae
One-5he et o el opbimistic bul rasonable goal & defme d cleary
= ‘Wrile it down

= Discuss my goal with a colleague icommidment & consislency)
= LCamy lhe wrillen goal nlo the negotalion
= Summary Couple of senlences aboul Lhe kmown lacls thal have led up o the negoliaton
Arm for Thal's Right in response
®  labels S Acousstion Audil 3-5 labe s Lo perlorm an accusabion audd
o B seems ke = wluotde fo you
= 0 seems like you donl lige
= W seams like you vae :
= R seems ke merke s 1 easer
= N segms ke you're relocion! o ;
s Caliwaled guesions 3-5 lo myveal vakie & overcome polenlal deal klers
= For my counlerparl
m  What are we g lo accomplsh ©
How! /s Thal worPahide?
Weherl's The core raue heme?
How does [hal af fect things®
How does [hes i nio whal [He olyecive 57
= To denlily behmnd-lhe-lable deal killers
m How does this affect the st of your lvam?
| How af board o e peopde Al an s coll 7
a  Whel oo your colleagues sew as Ther man challenges in the amea?
o Todenlily and diffuse deal-killing msues
m Wher e we up ogevrs ! b ?
Wihal /s The beggest challonge you foce?
How claes meleng a deal wilh ws affect things?
Whenl happens if yod oo nathing?
Whol does doing nothing cosl you?
How does makng Lhis deal resongle with who!l your compony prices ilself on?
o Follow up with lab#ls (o their answers Io Lhe calibraled quesions
| I seamy & dmpeylanl,
® I seams you feel live my company & 0o omngue position o
m i segms pou ore eorned Bhed
s HMon-cash gllers ksl of non-cash ilems posses=ed by my counlerpard thal would be
valuablae?
= Whatl could they give me Lhal would maks me do this Tor free?
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