Negotiations
ACTIVE LISTENING AND BODY LANGUAGE
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	Good Listening Techniques 

Give full attention

The first habit of listening is to pay attention to the person who is speaking. Give them your full attention -- and visibly so. Attend not only with your ears but with your whole body. Turn to face them. Gaze intently at them. 

The trick to full attention is to do it from inside your head, not just by moving your body. If you can be truly interested (which is often just a matter of attitude) then your body will happily follow your mind.
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Help them speak

Sometimes the speaker is having difficulty getting their point across. Maybe they are not that good at speaking or are seeking to explain a complex concept. You can help them and yourself by positive encouragement. 

If they lack confidence, encourage them with nods, smiles and positive noises. Show that you are interested in them and don't mind that they are not particularly erudite. If they are struggling with a concept, try to paraphrase what they are saying.

Asking positive questions is a generally good approach, both to test your own understanding and also to demonstrate interest.

Support the person

Good listening also includes acting in a way that is considerate of the other person. As a part of listening, you should seek to help the person feel good about themselves. Having someone pay close attention to you and show interest is very flattering and usually feels good.

A fundamental attitude to support this is to value and accept all people, even if you do not agree with what they have to say or how they say it. Thus, if you disagree, disagree with the argument and not with the person. Show your acceptance of their right to differ with you, whilst stating your opposition to what they say.

Manage your reactions

Finally, be careful with how you react to what the other person says. 

It is easy to be put off by listeners who show a marked lack of interest, who do not seem to understand what you are saying or who seem more concerned with criticising you and showing how they do not need to listen to you.

Before you comment about what the other person has said, pause before you dive into a response. Notice your own internal inferences and biases. Think about what you would say and the effect that it would have. Consider if this is what you want to achieve.

Bad listening - Common habits There are many ways to listen badly.
Bad listening is common, but is seldom really intended. The way that it effectively works is that we fall into the thoughtless repeating patterns of habits.

Robertson  (1994) describes the following list as the ten most common bad listening habits. It is scary how many of these may be recognised...
	1. Body language that signals disinterest 

2. Creating or allowing distractions 

3. Ignoring what you do not understand 

4. Letting emotions block the subject 

5. Daydreaming

6. Lack of interest in the subject 


	7. Focus on the person, not on the content 

8. Interrupting 

9. Focus on the detail, missing the big picture 

10. Misinterpreting what they say for your own benefit


	Active Listening 

Active listening is a way of listening and responding to another person that improves mutual understanding. Often when people talk to each other, they don’t listen attentively. They are often distracted, half listening, half thinking about something else. When people are engaged in negotiations, they are often busy formulating a response to what is being said.
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Levels of listening

Cosmetic listening

Conversational listening

There is a further stage 

Deep listening

Active listening




They assume that they have heard what their opponent is saying many times before, so rather than paying attention; they focus on how they can respond to win the negotiation.

Active listening is a structured form of listening and responding that focuses the attention on the speaker. The listener must take care to attend to the speaker fully, and then repeat, in the listener’s own words, what he or she thinks the speaker has said. The listener does not have to agree with the speaker--he or she must simply state what they think the speaker said. This enables the speaker to find out whether the listener really understood. If the listener did not, the speaker can explain some more. 

Active listening has several benefits. First, it forces people to listen attentively to others. Second, it avoids misunderstandings, as people have to confirm that they do really understand what another person has said. Third, it tends to open people up, to get them to say more. When people are negotiating, they may contradict each other. This tends to make people defensive, and they will either lash out, or withdraw and say nothing more. However, if they feel that their opponent is really attuned to their concerns and wants to listen, they are likely to explain in detail what they feel and why. If both parties do this, the chances of being able to develop a solution to their mutual problem becomes much greater.
 Behaviours which demonstrate Active Listening
	Behaviour 
	Purpose
	To do this....


	Examples

	Encouraging
	1. To convey interest
2. To encourage the other person to keep talking
	don't agree or disagree

use neutral words

use varying voice intonations
	"Can you tell me more about...?"

“Yes that’s a good idea, what about..?” 


	Clarifying
	1. To help you clarify what is said
2. To get more information
3. To help the speaker see other points of view
	Ask questions

Restate wrong interpretation to force the speaker to explain further
	"When did this happen?"

“Isn’t the point that?” 

“So you mean that..?” 

	Restating
	1. To show you are listening and understanding what is being said
2. To check your meaning and interpretation
	Restate basic ideas and facts
	"So you would like your parents to trust you more is that right?" 

	Reflecting
	1. To show that you understand how the person feels
	Reflect the speaker's basic feelings
	"Let me see if I’ve understood..” 

	Summarising
	1. To review progress
2. To pull together important points and facts
3. To establish a basis for further discussion
	Restate major points raised including feelings
	"These seem to be the key points you’ve made..” 

	Validating
	1. To acknowledge the worthiness of the other person
	Acknowledge the value of their issues and feelings 

Show appreciation for their efforts and actions
	"I appreciate your willingness to agree on this matter...” 


Further reading: http://changingminds.org/techniques/questioning/questioning.htm
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7 barriers to great 

communication

1. Perceptual

2. Physical

3. Cultural

4. Emotional

5. Language

6. Interpersonal

7. Gender


Getting behind what people say to understand what they really mean
“We absolutely cannot move on price” - Could mean other aspects are negotiable 
“We don’t usually give more than 5% discount” - “Don’t usually” tends to mean “we do ,at a push” 
“That isn’t our usual practice” - Means they may be willing to make an exception 
Active Listeners

· do not make assumptions

· use questions to test their understanding

· Know our brains think 4 times faster than speech and we can focus our total attention on the speaker

· make notes

· use the power of the brain to create mental pictures

· focuses their attention on emotion, feelings and the hidden message

· listen and do not, at the same time, prepare what they are going to do say

Body Language helps to

· build rapport 

· communicate effectively 

· counter body language techniques being used on you 

· appear confident/demonstrate power

· take control 

· overcome barriers 

· create a win/win situation 

How to spot lies.

The difficulty with lying is that the sub-conscious mind work independently of our verbal lie and our body language gives us away.

Study and read the gestures of other people as well as acquiring a conscious awareness of our own gestures.  A good place to do this is where people meet and interact.

Try turning down the sound on your TV and try to understand what is happening. Turn the volume back up occasionally to check your understanding.

Personal space – What happens when you move into someone’s personal space?

Palm gestures – Usually openness and honesty.

Shaking hands – What can the grip tell us?

Hand and arm gestures – 

Hand to face – 

Barriers – 

Eye signals – why do poker players wear glasses?

Carbon copies and mirror images – mirroring can help with rapport. Try it.

Power status – raising and lowering the body

Clusters – Do not look at gestures in isolation 

















