How an FBI Agent Uses Emotional Intelligence to Negotiate | Inc.com 9/25/20, 3:08 PM

TOP STORIES TOP VIDEOS Inc. NEWSLETTERS LEAD INNOVATE GROW 8 =Q

STRATEGY

The 5 Brilliant Emotional Intelligence Tactics This FBI Agent Uses
to Negotiate

BIG HEROES OF SMALL BUSINESS
Wildfires Destroyed the Food Truck They
Used to Feed the Hungry. The Community

Is Helping Bring It Back BY JUSTIN BARISO, AUTHOR, EQ APPLIED

SMALL BUSINESS CELEBRATION

How This Salvage Shop Became Famous for
Turning Portland, Oregon's Trash Into
Treasure

MARKETING

4 Tips for Not Running Afoul of Facebook's
New Political Ad Rules
Getty Images

REAL TALK

3 Success Tips From the $1 Billion 'Female
Viagra' CEO

My father was a hardcore negotiator—the kind that used car salesmen actually

BIG HEROES OF SMALL BUSINESS feared.

Rackspace Co-Founder Is Bankrolling a

Push to Get Everyone a Covid-19 Test
Not me.

AT e For years, I cringed in similar situations. I was a peacemaker by nature-to a fault. Afraid to

John Mackey: How to Keep Your Ego in
Check as CEO push too much for fear of losing out altogether, I often settled...and ended up with the

short end of the stick.

https://www.inc.com/justin-bariso/how-an-fbi-agent-uses-emotional-intelligence-to-negotiate.html Page 1 of 7


https://www.inc.com/
https://www.inc.com/strategy
https://www.inc.com/author/justin-bariso
https://www.inc.com/justin-bariso/12-awesome-tips-to-better-negotiations-and-what-everyone-can-learn-from-mike-tys.html
https://www.inc.com/justin-bariso/the-right-answer-to-what-is-your-greatest-weakness-and-why-it-matters.html
https://www.inc.com/gabrielle-bienasz/oregon-wildfires-daddy-ramen-gofundme.html
https://www.inc.com/gabrielle-bienasz/oregon-wildfires-daddy-ramen-gofundme.html
https://www.inc.com/leigh-buchanan/hippo-hardware-portland-steven-miller.html
https://www.inc.com/leigh-buchanan/hippo-hardware-portland-steven-miller.html
https://www.inc.com/justin-bariso/christine-lagorio/how-navigate-facebook-political-ads-ban.html
https://www.inc.com/justin-bariso/christine-lagorio/how-navigate-facebook-political-ads-ban.html
https://www.inc.com/matt-haber/cindy-eckert-addyi-sprout.html
https://www.inc.com/matt-haber/cindy-eckert-addyi-sprout.html
https://www.inc.com/gabrielle-bienasz/graham-weston-rackspace-covid-testing.html
https://www.inc.com/gabrielle-bienasz/graham-weston-rackspace-covid-testing.html
https://www.inc.com/christine-lagorio/whole-foods-john-mackey-keep-ego-check-ceo-success.html
https://www.inc.com/christine-lagorio/whole-foods-john-mackey-keep-ego-check-ceo-success.html
https://www.inc.com/newsletters
https://www.inc.com/lead
https://www.inc.com/innovate
https://www.inc.com/grow
https://googleads.g.doubleclick.net/pcs/click?xai=AKAOjsv99DGkK_Tx3dHmB4Y1c2WGPWzEHvBh-CY1mblCT4ci-7PHOCuIo5FF2X1dvBDUg9EhOvPJ-0nIOHJYv6fIaVQ5bW-aPjQxVt4_Gt_9mUwEWT23eN8X2p2P-uI9SznL9XhOmH7d8aLjRcPfpv8HggRL08f7MBi5ZEfcbKuXIsfzecPe9XgSVHvjgeT7WNcFfF8WOtNe8yCdaNRgvLcqt915KkVwY6KE_IMw8RUvg_Rbbu6iklZuIJRhBTwCGK_krHNb-BUyYIOK8t-iabvice_wkyU9XTApgtEdrP2C&sai=AMfl-YSDlfiGuPRQ-EhRf7QleUOHe8G-6bex79PjVCj4yn6RNy-OC8KgjHyAMBS4StOkKCQmagzoY-FJo3Dx2uNP9-ABVMRtJptMbiDsD2Di3Q2aDYKmwr9Kj8CQwhA569E&sig=Cg0ArKJSzLHtqCbAat_6&adurl=https://conference.inc.com/?cid=dan:632:0:_&utm_source=paidDisplayOn&utm_medium=0&utm_campaign=dan:632:0:_

How an FBI Agent Uses Emotional Intelligence to Negotiate | Inc.com 9/25/20, 3:08 PM

But that changed when I started studying successful negotiators. In time, I realized that the
ability to understand emotions and use them to work for me, also known as emotional

intelligence (EI or EQ), could be valuable at the negotiating table.

Chris Voss, founder and CEO of The Black Swan Group and author of Never Split the
Difference, is a former lead international kidnapping negotiator for the FBI. In a recent
piece for TIME, Voss detailed a few of his strategies for winning negotiations. As he
explains, the traditional advice to show "a poker face" and keep emotions out of the

negotiating room is completely wrong.

"How can you separate people from the problem when their emotions are the problem?"
asks Voss. "Emotions are one of the main things that derail communication. Once people
get upset at one another, rational thinking goes out of the window. That's why, instead of

denying or ignoring emotions, good negotiators identify and influence them."

"Emotions aren't the obstacles to a successful negotiation," says Voss. "They are the

means."

So how can you use emotions to your advantage when negotiating? Here are Voss's

suggestions, with a few of my own thoughts.

Learn to mirror words selectively.

"Repeat the last one to three words your counterpart just said back to them," says Voss.
"This is one of the quickest ways to establish a rapport and make your counterpart feel safe

enough to reveal themselves."

Additionally, this technique allows you to slow the conversation down, providing more

time to think.
Use empathy strategically.
Demonstrate to your counterpart that you're striving to understand their feelings.

Voss recommends phrases like "It sounds like you are afraid of..." and "It looks like you're

concerned about..." to do this.

An additional tactic is to sit down before the negotiation and list the weaknesses of your
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position. Doing so allows you to prepare for the difficult questions, and even beat them to

the punch.

Get them to "no".

Every yes is a concession to the other side; at least, it sometimes feels that way. Allowing
opportunities to say no gives the other person a measure of control and gives them a sense

of security.

Ask no-oriented questions like: "Have you given up on this aspect?" and "Is it too late to

talk about x ?"

Rephrase and summarize.

Here's Voss:

"The moment you've convinced someone
that you understand their dreams and
feelings is the moment a negotiation
breakthrough can happen. Trigger a 'that's
right' response by summarizing and
reaffirming how your counterpart feels and
what they want.

A great summary that will trigger a 'that's
right' will be done based on feelings and
passions that are driving them but that they
may be blind to."

I do this personally by repeating what my counterpart says in my own words.

Let's say a client tells me they think I'm worth the price or terms I'm asking for, but they

can't afford to pay it-because they're afraid other contractors would discover this and
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demand the same. I follow with something like: "So what you're saying is that you don't
want to risk your relationships... and that you're not ready to bind yourselves to a new

precedent."

Acknowledging their side and mirroring their point shows them I understand, and

contributes to a feeling of working together.
Work with your counterpart. Not against them.
Good negotiators realize that striving for win/win outcomes produces the best results.

My favorite piece of advice from Voss: ""Don't try to force your opponent to admit that you

are right."

Because remember: In negotiations, the more the other person likes you, the more flexible

he or she will be.

Putting it into practice.

Whether attempting to persuade our spouse or child, a boss or client, all of us are in the

negotiation business. And emotions will always influence the outcome.

Base your discussion on these principles, and make those emotions work for you, instead of

against you.
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