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Introduction and Preparatory Information

Objectives

To look at the various aspects that effect negotiations and to learn to recognise them early enough for the benefit of both parties. 

To build on personal strengths and improve personal weaknesses

To learn to look for win/win and deflect win/lose by turning it into win/win through consideration, debate and practice.

Process

The process is in 3 phases;

A Workbook

A Workshop

A Clinic Session
This workbook aims to provide some~

~ information to be read and assimilated, 

~ some questions to generate reflection about your own personal style and behaviours as well as your personal experience 

~ and some case studies for you to give thought to before you come to the workshop day (the case studies offer a range of work and private life situations in order to look holistically at the issue of negotiation)

In order to complete the workbook you may download it electronically or as a paper document, but you will need to bring it to the workshop, completed, in hard copy form.

The workbook should take no more than a couple of hours to work through and complete.  As the workshop starts with a “test” you may want to read the workbook through a couple of times!

The workshop day (9.00 til 5.00) will provide opportunities to discuss and get feedback on your past experience, as well as opportunities to practice and discuss the case study situations 

Delegates are encouraged to self manage a Clinic Session about a month after the workshop at which it is suggested that the group should assess developments and review and analyse behaviours in the light of the learning from the workbook and the workshop.  A brief for managing the Clinic Session is included in the workbook

Information

Before embarking on any activity it is as well to ensure mutual understanding of definitions; for the purposes of this programme we will define “negotiate” as the verb meaning: 

To confer with another or others in order to come to terms or reach a mutually acceptable agreement

(There are other meanings of the word such as: 

To successfully manage an action (eg he negotiated the corner successfully)

……we, however, shall use the former definition.)

Let us then consider the relevant issues within that definition:

To confer with another or others in order to come to terms or reach a mutually acceptable agreement

   .
~If we are to confer we need to communicate directly with the other party so we need to consider our communication style and skill

To confer with another or others in order to come to terms or reach a mutually acceptable agreement

~If we are to deal with another or others we need to be able to empathise with them and to see things from their perspective (it is also important to ensure that we are negotiating with the right other or others, ie the decision makers)

To confer with another or others in order to come to terms or reach a mutually acceptable agreement

~If we are to come to terms we must know what our minimum acceptable terms are (the least we can accept before we agree to disagree and walk away), we should also consider what the minimum terms of the other party might be in the event we cannot happily agree an outcome

To confer with another or others in order to come to terms or reach a mutually acceptable agreement

~If we are going to reach a mutually acceptable agreement then it is likely that we will each need to compromise but each get the maximum acceptable gain ie, win/win


  Please think about the above points and note any issues you have with them….

Ladies and Gentlemen, may I introduce to you….

~The Three Greeks

“The Three Greeks” is a respected Model for influencing and is recognised as being valid for virtually all situations in almost all cultures.

When considering any argument within a negotiation we need to consider how persuasive it is.  All aspects of persuasiveness tend to fall into one of three areas:

Logos,                                             Ethos,                  ..and..                     Pathos

Logos: 

The Greek word “logos” is the basis for the English word logic.  Logos is a 

broader idea than formal logic--logos refers to any attempt to appeal 

to the intellect, the general meaning of "logical argument."  Everyday discussions 

rely heavily on ethos and pathos, but academic (and in business, commercial) arguments rely more on logos.  

Yes, these arguments will call upon the individual's credibility and try to touch 

the audience's emotions, but there will, more often than not, be logical chains of 

reasoning supporting all claims. 

Ethos:  

Ethos refers to the perceived “trustworthiness” of the individual.  Ethos is an effective persuasive strategy because once we believe in the credibility of the individual, and we believe that the individual does not intend to do us harm, we are more willing to listen to what she/he has to say before we even hear the actual argument.

For example, when a trusted doctor gives you advice, you may not understand all of the medical reasoning behind the advice, but you nonetheless follow the directions because you believe that the doctor knows what (s)he is talking about.

Likewise, when a judge comments on legal precedent juries tend to listen because it is the job of a judge to know the nature of past legal cases.

Similarly if you are broken down beside the road you are more likely to take some notice of a man in overalls with a toolkit in his van than a person in a business suit and a Rolls-Royce
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Street cred. is here to stay!

(**in the early 1970s that quotation became US election slogan against President Richard Nixon to denigrate the man in the role (Mort Sahl was the originator) 

When a large number of people accept an argument…“25,000 people can’t be wrong”

the argument begins to appeal to other emotions, that of safety in numbers, “mob rule” or “join the club”….at this point we are moving into the area of….

Pathos: 

Pathos is related to the words sympathy and empathy.  Whenever 

you accept a claim based on how it makes you feel, without fully analysing the 

rationale behind the claim, you are acting on pathos.  The feelings may be based on any emotions, positive or negative: 

love, fear, patriotism, guilt, hate or joy. (or joining the club as mentioned above)

The majority of arguments in the popular press are heavily dependent on pathos-based appeals.  

The more a person reacts without full consideration for the WHY, the more effective an argument can be.. “You’ve already come this far, why stop now?”

Pathos based appeals include the call to do the “right” thing, be it religious, nationalistic, humanistic etc.  Doing the “right” thing creates to an emotional response, a feeling of altruism, belonging, easing guilt and so on. 

It is important to remember that the “right” thing for one person isn’t the “right” thing for another “one man’s “terrorist” is another man’s “freedom fighter”” 

Although the Pathos based appeal can be manipulative, it is the cornerstone of 

moving people to action.  Many arguments are able to persuade people logically, 

but the apathetic audience may not follow through on the call to action.  

Appeals to pathos touch a nerve and compel people not only to listen, but also to 

take the next step and act in the world.

Consider a religious convert…or radical.

Now we know what we mean by Logos, Ethos and Pathos what use is the theory?

If we are going to negotiate with another or others we need to communicate with them and we need to try to influence them to meet us at a mutually acceptable agreement.  

We will need to convince ourselves before we try to convince others and using the logos, ethos, pathos approach may help us to consider all the factors)

This is often referred to as the “inner dialogue” that forms a part of our individual decision making process…
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We need to consider the arguments we plan to use and see whether they will appeal to all three areas

  





Consider for a moment a successful negotiation you were involved in at work or in your private life…(this may require some soul searching and some serious thought but it is worth it)




The information we have covered so far tells us something of the content of our argument as part of our attempt to negotiate but we will also need to consider a great deal about the way in which we get our message across especially when we are negotiating face to face.

If we can get the ethos and pathos elements right then the logos will be far easier to “prove” (indeed if we get the ethos and the pathos right we often don’t have to prove the logos at all -this is the basis of most successful cons or hustles). 

A large part of achieving the ethos and pathos elements of a successful negotiation is dependent upon the impression the other party gets of us…. 

Anatomy of an Impression
Albert Mehrabian wrote, in "Silent Messages", that the overall impression left behind after an interaction was created by a series of factors:-

{ 7% was caused by the actual words and vocabulary used

{ 38% was caused by tonal influences

{ 55% was caused by non verbal factors 
This discovery came from scientific research and testing so, although we may have a problem with the exact percentages, it is reasonable to say that tonal influences contribute around a third of the impression we create, whilst the non verbal influences account for over half. 
Actual Words

Presuming that we are all literally speaking the same language, then the words that are used can have significant effect on the influence we exert. For example, using technical language may have a very positive effect on a similarly professional audience, however, it can have a very negative effect on a non technical audience who may perceive it as jargon or an attempt to patronise…if you can’t blind them with brilliance, then baffle them with b%&*$.  We should also be aware of the specific words that are used; there is a significant difference in meaning between “I will do it”, I’ll try to do it” and “I promise to do it” 

Tonal Influences**

Tonal influences are the volume, speed of delivery, tone of voice, accent and intonation, all these things have a definiet effect on the listener.

Consider the same sentence but with the intonation placed on different words each time you read it out loud

· I can’t see the point the you are trying to make

· I can’t see the point the you are trying to make

· I can’t see the point the you are trying to make

· I can’t see the point the you are trying to make

· I can’t see the point the you are trying to make

The implications and inferences are quite different in each case

Now consider the same sentence spoken 

in a quiet, Clint Eastwood as “Dirty Harry” style….
 as opposed to a 

….Jonathan Pearce or…. Reverend  Ian Paisley type yell.

Non Verbal Factors**

Over 60 different "kines" of non verbal factors have been observed and recorded but we can cluster these in the mnemonic PEOPLE:

P--posture and gesture; do we chose to use informal posture or a symetrical, formal posture? (think of the difference between Queen Elizabeth II delivering the Christmas Message and Dave Allen perched on his barstool with a cigarette and a whiskey)  Are our gestures appropriate to our message and do they convey the message and the impressions we wish them to? (are we literally pointing the finger of blame whilst saying we don’t have a blame culture?) 

E--eye contact; do we seek or avoid eye contact?  Where do we look when not maintaining eye contact? (look me in the eye and say that) Are our eyes visible or hidden? ( do American cops wear mirror sun- glasses in order to intimidate people?) Be aware of cultural differences here, in Western culture it is generally accepted that eye contact of 3-5 seconds is “comfortable”.  In many Asian and African cultures this level of eye contact may be interpreted as distinctly aggressive.  

O--orientation;  how are we orientated to the person we are speaking to?  Are we facing them? Are we "hiding" behind a desk? Are we above them “looking down on them” or are we seeing “eye to eye”. (Does the Sergeant Major stand behind the recruit to shout at him because he wants him to feel appreciated or scared?) 

P--proximity; we all have our "personal space" and whether we choose to "get close 
to someone" or "keep them at arms length" tells them a lot.  Worst case...


"I wouldn't touch him/her with a barge pole" 

L--Looks, appearance and smell;  "looks" we can't easily change; our skin colour, gender, height, weight etc.  “Appearance” we can; clothes (colour, cut and cleanliness[ think of the difference in impression given by the stereotypical British Rail Guard and a Grenadier Guard]) grooming, facial hair etc.  Smell can include garlic, tobacco and BO or after-shave and scent.  Do we look the part…   
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…or not ?

E--Expressions of emotions; facial expressions; smiling, frowning, yawning, are the most obvious but also the easiest to control, also consider finger-fidgeting, thumb twiddling and foot-tapping, twisting hands and leaning back and forth on the chair, are often seen as the unconscious expressions of emotion whilst blushing, breaking into a sweat or shallow breathing are often uncontrollable expressions of emotion. 

(** Note these are called “factors” and “influences” rather than “communication”….often there is a factor at work that is not meant to be there or is open to misinterpretation;

~I may smile because I’m happy or I may smile because I have wind

~I may fold my arms because I am feeling defensive or I may fold my arms because I am cold)
~I may raise my voice because I’m angry or I may speak with a raised voice because I am deaf (or I think you are, or I’m competing with the sound of the printer)

The Communication Arena...
(or "getting my message across)
Putting the verbal and the non-verbal/tonal elements together we also find that there are  two levels to any face to face communication:

The First Level
This is the "head to head" level.

We transmit data to the other party and can then seek feedback from them to check that they have received the message accurately.





On this level the interaction is similar to the conversation heard on a CB radio; each party takes turns to say their bit.  This is where the Logos tends to go back and forth

The Second Level
This is the "heart to heart" level.  

All of us transmit and receive messages from each other EVEN WHEN WE SAY NOTHING.

We pick up our perception of the attitude of the other party and the perception we have of their attitude effects the way we tune in to the data, facts and information that they transmit.  If we don't trust the person, we won’t believe the words they say.






This communication is different from the “head to head” by virtue of the fact that it is happening all the time, not just when we are speaking….. for example….

Imagine you are in a meeting at a contractors office, part way through the meeting a well dressed man in his mid fifties walks confidently into the room, shuts the door behind him and pulls out a chair from the table.  He sits down and watches you and your colleague as you make your presentation.  As you reach the end, he looks at his watch, stands up and makes an exit with the slightest nod and smile to the most senior of the contractor staff present. 

He hasn’t said a word but, based on the non verbal signals, you will doubtless make a number of conclusions about who he is, why he was there, what effect he had on the contractor staff, what effect you might have had on him, what his management style is like and any number of other judgements…in other words he has made an impression.

The Two Levels Combined 
{ What I think I said
v The impression I wanted to give

{ What you think you heard
v The impression you actually got
{ What I actually said

v ???????????????????????????----the other person’s perception is the only reality!!

(Possibly the most simplistic example of the difference between the words we say and the meaning they appear to convey is the teenager’s “Yeah, right” the words are positive but the listener will probably receive the message “No way” 






The figure in black on the floor is a what?  A six or a nine?

It all depends on whether "we are both on the same wavelength", whether we are "speaking the same language", whether "you see things from my point of view". 

If we want to influence someone we will only succeed if we achieve some level of rapport and relationship.

Consider a negotiation in which you were involved that went wrong, again it could be from the workplace or from your private life….(another bit of worthwhile soul searching)




When we negotiate we are trying to achieve a mutually acceptable agreement.  Therefore we need to be assertive, assertiveness is the behaviour between passivity, (being walked all over), and aggressiveness, (doing the walking). 

This model weighs all behaviour drivers on a scale between the consideration of rights and responsibilities, for the purpose of clarity “my” relates to the reader and “your” relates to the other party, think of it as your “inner dialogue”.




In this situation we are putting all of our consideration onto “my rights/your responsibility”, the inner dialogue here might be something like “I’m the boss and I have the right to manage you to get the job done, it is your job to do as I tell you so stop complaining and just get on with it”.

The behaviour that results will be “aggressive” (I win- you lose)



My rights 

Your responsibility

In this situation we are putting all of our consideration onto your “rights/my responsibility”, the inner dialogue here might be something like “You don’t want to tidy your room and you are the person who sleeps in it after all, so I’ll just have to accept it looking like a pigsty and have to pick through the discarded clothes to find the stuff that needs washing.” 

The behaviour that results will be “passive” (I lose-you win)


My rights

Your responsibility


In this situation we have balanced our consideration fairly evenly between the two sets so that each party has rights and responsibility.  The inner dialogue might be something like “You want to go on a cruise and I want to go to Italy to see Rome, so why don’t we take a weeks cruise in the Med and stop off at the end for a week in Rome before flying home”

The behaviour that results will be “assertive” (I win a bit –you win a bit)

There are some important points to remember about assertiveness:

· Assertiveness is about behaviour not personality-there are very few people who are always assertive, always aggressive or always passive, we tend to moderate our behaviour to the circumstance and the person(s) with whom we are interacting.  For example we may behave assertively with our peers, aggressively with our staff but passively with a customer.

· Our behaviour tends to colour, and be coloured by, our perception of the behaviour of the other party

-If we think the other party is being aggressive we tend to react with aggressive behaviour as a way of redressing the balance, this leads to a vicious circle, we often refer to this as “tit for tat” .

-Due to the human survival instinct we often react to passive behaviour by being more aggressive, “if the other party is seeming to consider my rights as being most important then they must be correct so I’ll take a bit more”

Of course the other party will be thinking the same, so if you come out “guns blazing” expect to be met with a hail of metaphorical bullets!

· The visible behaviours don’t always follow the commonly accepted expectations relating to the words “aggressive” and “passive”, for example being manipulative such as “ Oh, go on, darling, you’ll buy it for little old me won’t you?  Since you love me!”  Is still aggressive behaviour, whilst screaming, “Fine!  Have it your way!” and storming out slamming the door is still passive behaviour.  Aggression can be exhibited without violence or threat of violence and passivity doesn’t always look meek and mild.

The Other Bit

There is one other area of behaviour that seems not to be covered in the model above…

For example when your 13 year old says, shamefaced,  “Yes, Dad, I know smoking is stupid and I won’t do it again”….and goes straight down to the end of the garden and lights up.  This type of behaviour is simply passive (to the face of the other party) and aggressive (behind their back), hence it is called passive/aggressive, though many people prefer the term subversive. 

Behavioural drivers and the obstacles

We can all see that we should be aiming for win-win assertive behaviour all the time but we often don’t, we need to feel respect for a party in order to respect their rights and that includes our self-esteem or respect for ourselves.  Without going into the depths of the psychology of self-esteem it is important to recognise a couple of areas where we can lose our goal of assertive behaviour.

Hot Buttons

A “Hot button” is the common term for a comment or behaviour♠ that someone knows or thinks will cause us to avoid behaving assertively.  In the “Back to the Future” films the character of Marty McFly, played by Michael J Fox, displays this admirably.  The minute anyone suggests he is a “chicken” (in the sense of being a coward, rather than a bird!) he immediately becomes totally passive and does exactly what he has been arguing against on the grounds of stupidity or extreme danger.

People who know us well have learned to identify our personal hot buttons and others will use the generic hot buttons associated with our profession and other characteristics.

For example;

“Don’t be unprofessional”

“If you loved me…” 



“Go on it’s for charity….”

“What’s the matter?….scared?

“Everyone is doing it”

“Won’t somebody think of the children…”
“Don’t be a big girl’s blouse”


 
“Do you want this contract?” 

“Anyone with half a brain can see I’m right” 

(“Any half decent engineer could see….”)    



“With all due respect…”

(Recently… “That’s not very environmentally friendly….” 

(♠ a certain look from someone you know is a behavioural hot button (for example a “come hither” look, a traffic warden drawing his or her ticket book from the Bat-belt, a “V” sign from white van man, or if you are Hugh Grant, a photographer raising a camera to the eye.)


Recognising that you have hot buttons is key to recognising when they are being used against you, remember that you choose your behaviour, not the other party, they influence it, but you can choose to stop, control your instinctive reaction and act assertively.

Hot buttons are specific action on the part of others but we must also be aware of the  “Crumple zones” we all have…..

“Crumple Zones”  

Crumple zones differ from hot buttons in that they are entirely self-managed (they have been created by our past history so are often the creations of others, parent, teachers, school friends, but they are in our control).  We often rationalise our behaviours in the Crumple Zone by claiming that it is an uncontrollable personality issue but it is controllable.

A crumple zone is a situation or people of a type that makes us uncomfortable and we choose to react to that by being passive or aggressive rather than assertive.

Situations 

These are normally out of the ordinary such as a major change in pressure, 

eg “He was shouting, she was screaming back at him, the policeman was yelling, I just couldn’t cope and I snapped and hit her”

eg “I was on holiday the sun was shining, the sea was blue there was no pressure and before I knew it I had…….”

People

We often have a certain type of person to whom we react in a given way (this can link to the Ethos issue discussed earlier), for example:

-Many people tend to react to children in a non assertive way; they may be dominant and treat the children as if they were mindless minions who have to be patronised and instructed in everything, alternatively they may become like the stereotypical “liberal parent” who believes that children are sweetly expressing their creativity as they scream their way around the supermarket, throwing everything on the floor and behaving like little maniacs.

-At work many managers have a Crumple Zone with a person with any form of medical condition, particularly a “personal problem” in a staff member of the opposite sex.

-At work and in everyday life many people find it difficult to act assertively in the face the disability… “Little Britain” makes a whole comedy thread from it, Lou behaves like a complete tyrant with Andy who just accepts it all. 

-Authority figures are another common Crumple Zone, historically many people became overly respectful of police officers, increasingly the instinctive reaction of many otherwise law abiding people is the opposite. (“Haven’t you got some real criminals to arrest, Officer?” is a prime hot button we want to use in our crumple zone when we get stopped for speeding!)

 

Exercise




Some Further Assertiveness Tools

Beside diagnosing and managing our hot buttons and our crumple zones here are some further assertiveness tools

1. Count to ten

The old approach of counting to ten before responding is a tried and tested way of overcoming the instinctive reaction that could otherwise land you in trouble.  There is an anecdote relating to a man who know he was a “gut reactor” when negotiating with prospective clients and that he often found that the undersold disastrously due to his passive reactions when challenged on price.  He really worked the “count to ten” method to extreme, to the point that some of his colleagues started to call him “Mogadon Man” (Mogadon was a popular brand of “chill pill”).  After one particular negotiation with a prospective client (at which there had been long and almost painful silences when he was deliberating on an answer before speaking) he got a letter telling him that he had won the contract.  It also explained why he had won the contract; the buyer felt that of all the suppliers who had bid Richard was the only one who gave the confidence that his answers were “considered and thoughtful rather than glib and trite”  

2. Stuck Record
Children are exceptionally good at the stuck record approach but they tend to overdo it to the point where their own behaviour becomes "aggressive".  Repeating your point (at appropriate moments and with slight variations in wording) shows that it matters and you are serious.  Remember that it is probably better to engineer an appropriate moment than to hope for one. 

3. EFNC--Even Fish Need Confidence

EFNC is a simple mnemonic to help remember a process of information that should help to achive an assertive outcome 

E ~explain situation that causes problems

F ~describe the feelings this causes

N ~suggest a solution that satisfies both parties’ needs

C ~if necessary♦ warn of consequences of inaction or detail the positive consequences of action

For example..
you keep asking me to answer the phone for you because you haven't got the time

this makes me feel that you think I have no work of my own to do and that you don't value the work that I do do, that annoys me

could you please not keep disturbing me and asking me to do bits of your job

....otherwise I am going to have to ignore your phone

or

...otherwise I won't get the work done that you need me to do so I will be letting you down

or

..if you could do this we will get a lot more of the work done on time

or

…if you can do this then I’ll happily help you with that other project you mentioned yesterday

♦if, by the time you have reached this point in the negotiation the other party is abjectly apologising and agreeing to your request it may be best to quit whilst you are ahead rather than over egging the situation. 

4. Saying “No”: An Assertiveness Strategy

Saying “No” is:

~sometimes difficult because of our own preferences

~sometimes difficult because of the behaviours we assume or expect from others

~sometimes difficult because of the hierarchy

~sometimes difficult because of the customer supplier relationship

So to add a slightly different view – you could try saying 'Yes' - but it with conditions attached. This helps to communicate the value of the 'Yes'. 

So for example

'Yes, I can do this for you, which of my other tasks do you want me not to do?'

or

'Yes, I can do that. If you do XXX in return'

or

'Yes, on this occasion, to help you out, but after today I’m afraid I can’t'

or

'Yes, if you help me with XYZ'

or 

“Yes, I can do that for you, but it will have to be next week”
If you are concerned that the other party will switch off the second they hear the word “Yes”, then consider turning the phrasing around:

So for example

'Yes, I can do this for you, which of my other tasks do you want me not to do?'

would become

“If you can give some of my other tasks to XXX then, yes”

or 

'Yes, I can do that. If you do XXX in return'

would become

“If you do XXX in return, then yes, I can do that '

or

'Yes, on this occasion, to help you out, but after today I’m afraid I can’t'

would become

'After today I’m afraid I can’t do that after today but, to help you out, yes, I will on this occasion'

or

'Yes, if you help me with XYZ'

would become

“If you help me with XYZ, then, yes.” 

or 

“Yes, I can do that for you, but it will have to be next week”

would become

“If you can wait til next week then I can do that for you”

Sometimes saying 'Yes' is a good way to say 'No'. When faced with a 'Yes' with conditions, many people can't be bothered, it smokes out the people who really are trying to take advantage of you. 

Knowing What You Want

When starting a negotiation it is always “best” to know what you want out of it.  This is easier said than done since you may have had no knowledge of the subject at all when the other party put you on the spot asking for a decision.  In this case consider the “count to ten” technique!

Where you intend to enter into a negotiation in a planned situation think about:

~ Your stance and what you want to gain from the situation For example we will propose a daily rate of X on the understanding that there is Y days work expected over a Z period.

(ie the CSMART type bit!)  

~ Your level of authority to reach agreement for the entity you represent (company or couple/family) ie can YOU actually commit or do you need to report back to a decision maker (if the latter should you consider changing the make up of the negotiation team)

~ Their likely stance

~ Their level of authority (as above)

~ Your BATNA

~ Their BATNA

BATNA

BATNA is a “best alternative to a negotiated agreement”~ depending on the circumstances a BATNA may have almost any range of constituent parts but always remember that the BATNA may well be “We walk away from this negotiation having agreed that we are not going to agree to anything other than not to agree.”

For example in the instance of negotiating a house sale the BATNA with this particular buyer may be that we will not reduce the price to their demand and therefore the house remains on the market.

BATNAs change as time changes

For example in the instance of the house sale the BATNA will probably be different if the house has only been on the market for 10 days in comparison to two years, new house found, furniture all packed and bridging loan imminent

BATNAs are also usually a full package, not a single issue

For example we will reduce our daily rate to X on the condition that we are guaranteed Y days work within a Z period with payment assured on terms of 30 days.

(ie the CSMART type bit!) 

on any negotiation relating to project plans you need to consider downstream impact and dependencies.  

Case Studies 

At the workshop we are going to discuss and/or role play some case studies, for the purposes of the learning you are going to have these case studies in advance to consider. Please consider all the 10 case studies that follow and make your own notes.

Case Study 1 

You have identified a new line of business that has emerged as a result of a change in legislation or customer need.  You have booked a date in your boss’s diary to discuss this with a view to furthering the company’s interests in this area.

What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence the boss? 

Case Study 2

You want a raise in pay, you have a regular review coming up (not a PDR) you are going to bring the subject up at the review. 

What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence the boss? 

Case Study 3 

You have agreed to take a holiday in seven weeks with a group of 7 friends, the deposit was paid (£25 each) weeks ago.  The balance, £250 each, is due paying within 7 days.  One of your friends is on the phone and says he can’t go because it is too much bother.

What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence him?

Case Study 4 

Your family is bursting out of the house.  Your partner wants to move to a larger house locally but you have had a great plan for an extension and a loft conversion.

What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence the boss? 

Case Study 5 

You are have decided, for family reasons, that you want to move house to the area you came from and would like to relocate to a closer Hyder office.  You haven’t yet mentioned this to anyone at work but you are attending a workload planning meeting with your boss next week.
What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence the company?

 Case Study 6 

You have recently got engaged.  Your (or your partners) mother has started to tell you of her plans for your wedding; religious service, lots of family guests, traditional/formal outfits etc.  You and your partner would prefer a quiet registry office civic event with just 10 or 12 close family. How are you going to move this forward?

What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence her?

Case Study 7 

You are project managing a project for a client; whilst you were out at a meeting your boss took a phone call from a subcontractor who is going to miss a deadline.  The boss said (s)he was sure that wouldn’t be a problem as you were really good at sorting things out.  That subcontractor’s delay is going to effect some important milestones for completion. 

“Who you gonna call?”  

What is your objective?

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence that person?

Case Study 8 

Your elderly Dad has just been released from hospital where he had a new knee fitted.  He has a schedule of daily exercises from the physiotherapist but he is not doing them properly because he says it hurts too much.  He can just about make it to the loo but otherwise is currently reliant on you for everything else.  You are worried that missing the exercise will prolong his incapacity, or even make it permanent.

What is your objective? 

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence him?

Case Study 9 

In last year’s PDR you agreed that you would go on a particular training course that your boss would book for you. It is approaching PDR time but the training course hasn’t happened.  You still feel you need it.

What is your objective? 

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence your boss?

Case Study 10 

Your immediate manager is leaving to work overseas for Hyder.  You are sure that you would make a good replacement at this higher level, and are more deserving than anyone else in the office to take on the role.  You have just been told that management are looking outside the company.

“Who you gonna call?”

What is your objective? 

What is your BATNA?

What is going to appeal to the logos?

..the ethos?

..the pathos?

What non-verbal behaviours will you consider in order to influence him?

That concludes the work needed before the workshop day, bring a paper copy of this workbook, completed, with you on the day as you will need to refer to it and make further notes in it.

Performance Improvement Grid

We will fill this in at the end of the workshop


Clinic Session

After any training event it is wise to practice the new behaviours ASAP….knowing you are going to review that helps to focus the mind on the practice!  Have a clinic session after about a month, get together over lunch, say, with a plate of sandwiches and, as a group ask yourselves the following questions….







(Note that whilst traditionally this followed the purely establishment hierarchy approach as described above we are also seeing an increase in this being used the other way…hence the TV documentary “Ross Kemp on Gangs” ….. Ross Kemp has an image as a “hard man” gained from his TV appearances….





…..rather than “Trevor MacDonald on Gangs” …….Trevor MacDonald is TV’s Mr Respectable so his credentials to discuss gang warfare are less impressive)





or the Daily Telegraph motoring section by “Honest John”.


(“ Would you buy a second-hand car from this man”**)











To Appeal to Pathos      


      Vivid, emotionally loaded language 


      Connotative meanings 


      Emotional examples 


      Vivid descriptions 


      Narratives of (possible/expected) emotional reactions to events 


      Figurative language


      Evoke a cognitive, empathetic response, perhaps by the use of questions








To Appeal to Logos 


      Theoretical, abstract language 


      Denotative meanings/reasons/reasoning 


      Literal and historical analogies 


      Definitions 


      Factual data and statistics/trend analysis/graphs





To Develop Ethos


      Attributed Quotations 


      Citations from experts and authorities 


      Informed opinions


      Language and vocabulary appropriate to the subject (eg not “layman’s terms”) 


      Restrained, sincere, deliberate presentation 





If we haven’t really convinced ourselves of the solidity of our case we will keep hearing those little nagging voices of doubt!





What was it about my arguments that appealed to their logos?








What was it about their arguments that appealed to my logos?





What did I say to appeal to their ethos?











What did they say to appeal to my ethos?











What did I say to appeal to their pathos?











What did they say to appeal to my pathos?











Louisiana State Police Officer, Anthony Calagna, pulled over a car driving at about�100 mph even though it had flashing lights and a siren, since it wasn't a police car, fire officer or an ambulance.





It was New Orleans City Councilwoman Cynthia Hedge-Morrell. 





"She yelled at me, 'Do you know who I am?'" Trooper Calagna wrote in his report. 


"'What the hell are you stopping me for?'”


 


She proceeded to exclaim to me that she had the authority to 'do what I wanted' and that she had a badge and was late for a meeting." 





Unsure what to do, the officer let her go. 





(New Orleans Times-Picayune) ...








Consider the letter to the left (Telegraph of 26th April 2007)





Which parts of the letter appeal to The Logos?





The Pathos?








and 


The Ethos?











What was wrong with your actual terms?





What was wrong with your tonal influences?





What was wrong with your non-verbal behaviours?








My rights


Your responsibility





Your rights


My responsibility





Your rights 


My responsibility











Your rights


My responsibility











What are my hot buttons?























What can I do to control my instinctive reaction?





What are my Crumple Zones?























How can I overcome them?








Things to do more of 





Things to do less of





Things to stop doing





Things to start doing





What negotiations have we had since the workshop?








How did they go?


What went well?











What could have been better?














Did we use the techniques we learnt?  If not. Why not?











And was that the best solution? 





Anger at Dog Prozac��Sir - The RSPCA is appalled by the idea of an antidepressant for dogs (report, April 25). In most cases, if dogs have plenty of exercise and company, are given proper training and a good diet and environment to live in, they will not become depressed or develop behavioural problems.��The Animal Welfare Act makes it a legal requirement for owners to meet the needs of their animals. This drug may be used to hide the fact that a dog is not being cared for properly, and that thousands of dogs will be made to take this drug long term.��Pet owners may also be horrified to hear that laboratory experiments were carried out on dogs to test this drug, and that some dogs suffered severe side effects and even died. Would caring dog owners really want that to happen?��David McDowell, Acting Chief Veterinary Adviser, RSPCA �Penny Hawkins, Senior Scientist, RSPCA, Southwater, West Sussex





Consider the situation above, identify examples of assertive, aggressive, passive and subversive behaviour?











What hot buttons can you see?











What crumple zones can you see?
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