


(Study Unit 3- Advanced Negotiation Skills  Chapters 1 and 2)

OBJECTIVES

• Identify the various causes of conflict
• Apply active listening and framing techniques to foster 

constructive communication
• Summarize and reframe what the other party has shared to 

facilitate progress in the negotiation
• Recognize different negotiation styles
• Identify and implement the appropriate negotiation 

countermeasures when faced with negative tactics



Activity: What does Conflict Mean to you?

Conflict may be defined as a sharp 
disagreement or opposition. It includes 
the perceived divergence of interest, or 

a belief that the parties’ current 
aspirations cannot be achieved 

simultaneously.



5 Types of Conflicts                           Specific Causes

1. Data conflict

4. Structural conflict

2. Relationship conflict

5. Value conflict

3. Interest-based conflict Conflicts caused by perceived differences in 
interests, concerns, goals or needs

Conflicts due to insufficient data or 
misinterpretation of data

Conflicts caused by inefficient or ineffective 
processes, systems or structures 

Conflicts caused by personality differences, past 
negative experiences, communication styles or 
biases

Conflicts caused by incompatible beliefs, values 
and behaviors



Activity (refer to case study on Business Games Unlimited): Identify Sam and 
Jane’s interests and the cause of their conflict 

Causes of their conflict (refer to the previous slide): 

Jane’s interest:
• Dissolve the company
• 80% profit from the 3 games
• Old time friendship sake- offer Sam 

35% profit from the 3 products (talk to 
me, trust me, empowerment 

Sam’s interest:
• Dissolve company
• Wants 50% profit for Talk to 

me and Trust me
• For Empowerment-wants all 

profit but prepared to offer 
Jane 10 to 20% for old time 
sake

Data conflict, Relationship conflict, Interest-based 
conflict, Structural conflict and Value conflict



Activity: Identify the Barriers in Sam and Jane’s Communication 

• Jane does not verify the 
authenticity of third party 
information (Richard) regarding 
Sam 

• Jane communicates in one 
direction by “telling” Sam what to 
do

• Jane does not have the ability to 
countermeasure Sam’s negative 
negotiation tactics , instead loses 
her temper.

• Jane does not know how to ask 
questions to get further 
information.

• Jane does not listening actively, in 
fact she does not listen at all

• Sam is sending mixed messages –
calls for meetings showing interest 
but does not turn up

• Unclear in his messages – offers 
rough estimates which Jane  
deems as useless information 



Constructive Communication Skills



Constructive Communication Skills – 1. Listening

Effective listening involves more than hearing spoken words; 
it involves properly understanding the meaning of messages 



Activity: Reasons why should we listen effectively

Give the speaker an opportunity to be heard

Communicate empathy – identify and acknowledge the feelings of 
others

Understand the speaker – increase knowledge and gain insights

Clarify our understanding and correct any misinterpretations



Activity: What were some barriers behind Sam and Jane’s 
listening skills?  

• Jane was being judgmental  
– that Sam is incompetent -
not clarifying and not giving 

Sam an opportunity to 
explain himself

• Jane was being condescending 
– did not acknowledge Sam’s 
first attempt to communicate 

(email and calls) 

• Sam did not show 
empathy to Jane’s  
position as a major 
contributor to the 

company



Constructive Communication Skills – 2. Questioning Skills

Effective negotiators consider carefully the types of questions 
they need to ask – questions should only be asked for a 

purpose.



The 10 different types of questions negotiators use to 
Communicate

1. Open questions – 5 W and 1 H - to give a wide latitude in answering

2. Closed questions – to invite an affirmative or negative response

3. Clarifying questions – to broaden a negotiator’s understanding

4. Reflective questions – to help speaker understand a word or phrase

5. Probing questions – to solicit further general or specific information 
or an explanation



Asking Open Questions

What 
happened?

Why do 
you feel 

that way?

When did 
this 

problem 
start?

How does 
that make 
you feel?

Who else is 
involved?



The 10 different types of questions negotiators use to 
Communicate

6. Leading questions – questions which imply their own answer, often to 
establish uncontroversial facts

7. Cross-examining questions –to test accuracy or reliability of the person’s 
questions

8. Hypothetical questions – to raise a general possibility without any 
commitment made

9. Disarming or distracting questions – to refocus the discussion or lead the the
discussion away from destructive interchange

10. Rhetorical questions –to make a point rather than to solicit information



Activity: What 2 possible type of questions can Jane 
ask Sam to minimize misunderstanding?

• Jane should ask clarifying or probing questions 
regarding the exact profits made from the sale of 
the games

• Jane should ask Richard cross-examining 
questions to test the accuracy or reliability of 
the information that Richard gave about Sam





7 Common Negative Negotiation Tactics

1. Stonewalling (refusal to Negotiate)
Withholding information and not forthcoming in the generation of 
options

2. Red Herring
Inserting arguments irrelevant to the issues or options to distract any 
meaningful substantive discussion

3. Take it or Leave it
Bluffing or bullying his way by taking a confrontational approach and 
threatening to walk away

4. High ball/Low ball 
Starting with a high offer so that in the anticipated bargaining, he will 
not end up worse off



7 Common Negative Negotiation Tactics

5. Threats
Pressuring and abusing the other party hoping that he would 
give in out of fear

6. Good guy/Bad Guy
Where the other party involves more than one person and one 
deliberately plays a tougher and meaner negotiator while the 
other appears kind but makes, at best, unmeaningful 
concessions

7. Deliberate Deception
Using phoney facts to improve one’s bargaining position



Activity: Identify and explain the negative negotiation 
tactics used by Sam and Jane

1. Stonewalling: 
Schedule for meetings but does not 
follow through

When Jane ask Sam about the 
accounts, he was non-committal as toe 
when the accounts will be done

2. Deliberate deception:
Marketing Empowerment game under 
his name but treating the revenue from 
this game as if it has been marketed 
under Business Games Unlimited

Sam Jane

1. Threat
Threatening Sam with legal action 
hence instilling fear in him
Telling him to “get it together or 
else… 

2. Stonewalling
Not taking his calls and not 
responding to his emails



5 Countermeasures for the Negotiation Tactics

1. Go to the Balcony or Be a Fly on the Wall

 Do not react by attacking, giving in or breaking off
 Instead, recognize the strategy or tactic, remember your own interests and 

prepare to deal with the specific situation

1. Step to their Side

 Draw the negotiator into a friendly interaction i.e. deal with your enemies by 
making them your allies

 Listen and acknowledge the negotiator and his point of view. Note that this is 
different from agreeing with him on substantive issues.

3. Change the Game

 Direct the negotiator’s attention to the problem of meeting each party’s 
interests by asking problem solving questions



5 Countermeasures for the Negotiation Tactics

4. Build them a Golden Bridge

 Bridge the gap between the negotiator’s interests and yours. Make it 
easy and convenient from the negotiator to agree by providing “yes-
able” options

5. Bring them to their Senses

 Ask reality-testing questions
 Display your BATNA without threatening



Activity: Advise Jane how she can countermeasure each of 
Sam’s negative negotiation tactics   

Stonewalling

When Sam was avoiding the meetings, Jane should change the game by directing his 
attention to the importance of having regular meetings 

When Sam was non-committal about the accounts – Jane should take the ‘Go to the 
Balcony’ approach by not giving in to Sam. Instead she should recognize his tactics 
and prepare to deal with the situation by asking Sam for the specific information 
regarding the accounts

Deliberate Deception
When Sam marketed ‘Empowerment’ under his own name – Jane should Step to his 
side by drawing Sam into a friendly interaction and listen and acknowledge his points 
of view. Then she should bring his to his sense by asking reality-testing questions of 
his intent in doing what he did.



Activity: Advise Sam how he can countermeasure each of 
Jane’s negative negotiation tactics   

Threat
When Jane threaten Sam with legal action – he step to her side and draw Jane 
into a friendly interaction. He could also build her a golden bridge by making it 
easy and convenient for the negotiator to agree by providing ‘yes-able’ options

Stonewalling

When Jane did not Sam’s call or respond to his emails – Same should bring her to 
her senses by asking reality-testing questions and show his BATNA [marketing 
Empowerment under his own name instead of through Business Games 
Unlimited] in a non-threatening manner.




