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Trainer presentation z



Bernard Monnier ¾



China Business Consultant ¾ Trainer in International Negotiation (IPAG Business School Paris, ESCPEAP, University Jules Verne Amiens, …) ¾ Corporate experience : 20 years of marketing and commercial experience in Asia and Europe Occupied positions : • Rhône-Poulenc fine chemicals (today’s Rhodia), Area Manager for Asia. Visited every Asian country (except Burma and Laos). • Moulinex Far East Ltd (Hong-Kong based), CEO • IFRA (Germany based), Director of International Development • Since 2002, free-lance consultant for China business development helping companies on a daily basis to penetrate the Chinese market. He also held business seminars on China and lectures in different academic institutions. ¾



Educational background : Graduated from the School of Oriental Languages, Paris (Chinese section) Graduated from Paris III Sorbonne University (German section) and Paris VII University (Chinese department) • Trained at ISSEC Business School (5 certificates ISSEC-IMD programs) • •
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Objectives : Becoming International Negotiators ! z



Improving your negotiating skills



z



Negotiation is for many people a daily activity… to sort out differences with other people or to get what you want



z



Developing a better understanding of cultural differences



z



Better deal with conflicts using assertive communication tools



3 International Negotiation Bernard Monnier - [email protected]



The Globalization of business



z



Because Globalization, for better or for worse, has changed the way the world does business !



z



The challenges that business and individuals face are : ¾ Learning how to live with it ¾ Manage it ¾ Take advantage of the benefits it offers
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The Globalization of business z



The International Monetary Fund (IMF) defines Globalization as : ¾ “The growing economic interdependence of countries worldwide



through increasing volume and variety of cross-border transactions in goods and services and of international capital flows, and also through the more rapid and widespread diffusion of technology”
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The Globalization of business z



Growing job demand for “global specialist” : “thinking globally, acting locally”



z



Globalization does not mean Standardization but cultural crossfertilization of people behavior ( consumers, managers )



z



Required profiles :



z



¾



Multicultural-multilingual



¾



Expert in its field (Management, Sales, Legal matters, HR, IT technology, etc…)



¾



Example : previous Nissan CEO of French origin the “then called cost killer “



Negotiation is the heart of every transaction: to be able to “negotiate” in any kind of cultural environment
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Course program z



Managing the International Negotiation Process ¾ Basic rules and principles ¾ Common negotiating mistakes and remedies ¾ The “six-step approach” in the negotiation process:



a practical framework ¾ Reviewing your negotiating experience ¾ Negotiating within groups ¾ Negotiating between groups
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Course program z



Dealing with Cultural Differences ¾ Cultural development : the “7 levels” of cross-cultural awareness ¾ What is culture ? How do cultures vary ? ¾ Adopting culture-specific strategies ¾ Profiling your foreign partner ¾ Non-verbal communication ¾ Humor across frontiers ¾ Key points for negotiating across cultures ¾ Discovering cultural characteristics (USA, Germany, France, China)
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Course program z



Improving the Conflict Management Tools The Conflict Management Process ¾ How different views explain our differences ¾ Our differences in perceptions, visions ¾ Differences in personality types ¾ Fight the differences or celebrate it ? ¾ Understand/manage your feelings ¾ Building a bridge or a barrier ? ¾ Develop skills
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Course program z



Improving the Conflict Management Tools The Conflict Resolution Process ¾ The 4 steps to Resolution ¾ Role play ¾ The 7 steps to Resolution ¾ Conflict Resolution Workshop ¾ The 5 Conflict Handling Modes ¾ Conclusion
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Managing the International Negotiation Process
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Negotiation - Definitions z



“A negotiation is any communication in which you are attempting to achieve the approval, acquiescence or action of someone else” (Negotiating for Dummies, Donaldson and Donaldson)



z



A negotiation is a communication to reach an agreement through a movement (offer, counter-offer, concession… etc)
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Negotiation z



Basic Principles : ¾ “Let us never negotiate out of fear. But let us never fear to



negotiate.” (J.F Kennedy, speech, 1961) ¾ “To be discreet rather than appearing as a master of negotiation “ (Cardinal de Retz, Memoirs) ¾ There is no such thing as “take or leave it” : everything is negotiable. ¾ Success isn’t winning everything, it’s winning enough.
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Negotiation z



Common Mistakes : ¾ Preset mindset ¾ Not knowing who has the final authority ¾ Not knowing what power they possess and how to use it



effectively ¾ Failing to advance positions and arguments of substance ¾ Losing control over seemingly unimportant factors such as timing



and the ordering of issues ¾ Failing to let the other side make the first offer ¾ Ignoring time and location as a negotiating weapon ¾ Not knowing the right time to close
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Negotiation z



Key points for avoiding common mistakes : ¾ Talk less, listen actively ¾ Do not interrupt the other party ¾ Use paraphrasing, humor and positive comments ¾ Use adjournments to keep control ¾ Summarize regularly ¾ Look for common ground. Avoid criticizing the other party ¾ Avoid irritators such as value-loaded words such as « unfair » or



« unreasonable » ¾ No blaming or personal attacks or emotional outbursts
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Managing the negotiation process z



Number of ways to describe the negotiation process



z



However most negotiations can be seen as a loosely ordered sequence of “6 distinct stages or phases” (Hiltrop & Udall)



z



Valid for big formal negotiation (between 2 negotiating teams) or face-to-face negotiation (between 2 individuals) … A practical framework … 16 International Negotiation Bernard Monnier - [email protected]



The six-step approach z



1. Preparation



z



2. Developing a strategy



z



3. Getting started



z



4. Building understanding



z



5. Bargaining



z



6. Closing
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The six-step approach z



1. Preparation ¾ The negotiators identify the issues and range of objectives for



each issue z



2. Developing a strategy ¾ Each party decides what strategy and style to adopt



z



3. Getting started ¾ Each side presents their initial demand or case
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The six-step approach z



4. Building understanding ¾ The negotiators justify their position and try to weigh up the



other’s position. z



5. Bargaining ¾ Each party tries to get concessions



z



6. Closing ¾ Final agreement is reached or the negotiations are terminated



short of an agreement.
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Step 1 : Preparing for negotiation z



Setting bargaining objectives ¾ Top line objective ¾ Target objective ¾ Bottom line objective



z



Assessing the other side’s case



z



Assessing relative strengths and weaknesses
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Step 1 : Preparing for negotiation z



Learn sufficiently about the culture of the people you are going to negotiate with : ¾ Customs, values and practices… etc



z



Determine your strategy for the first meeting



z



Key points for preparing your negotiation ¾ Identify the real issues in dispute ¾ Identify a range of objectives ( top line, target, bottom line ) ¾ Success or failure : criteria by which we will judge
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Step 2 : Developing a strategy z



Determine our strategy



z



What style will I adopt ? ¾ Collaborating ¾ Compromising ¾ Accommodating ¾ Controlling ¾ Avoiding



z



What tactics and strategy will I use ? ¾ Where to negotiate ¾ When to negotiate ¾ The first meeting 22 International Negotiation Bernard Monnier - [email protected]



Step 2 : Developing a strategy z



Key points in developing your strategy ¾ What is our opening position ? ¾ What questions should we ask in the first session ? ¾ What questions are they likely to ask ? ¾ How will we answer these questions ? ¾ Negotiating as a team
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Step 3 : Getting started z



Important… as it will set the tone for all that follows…



z



Opening the negotiation ¾ Who should speak first ? ¾ What should be your opening position? ¾ How do you respond to the other’s opening position ?



z



Setting the agenda
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Step 3 : Getting started z



Key points for opening the negotiation ¾ Introduce yourself and your team partners ¾ Cover the «process» issues first. Why, who, when? ¾ General views and especially underlying concerns ¾ Obtain a briefing on the other side’s view ¾ Summarize before you leave. Agree on what to do next.
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Step 4 : Building understanding z



Getting information ¾ Open questions ¾ Probing questions ¾ Closed questions ¾ Hypothetical questions



z



Testing arguments and positions



z



Using timing and adjournments
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Step 4 : Building understanding z



Key points for building understanding ¾ Talk less not more. LISTEN. Ask questions ¾ Always remember your basic interests ¾ Use adjournments to keep control over your team and discussions ¾ Try « bargaining by objectives » ¾ Summarize regularly ¾ Avoid sarcasm, point-scoring, being « too clever » … etc. ¾ Careful with your body language
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Step 5 : Bargaining z



Getting and making concessions



z



Breaking deadlocks



z



Moving towards agreement
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Step 5 : Bargaining z



Key points for managing your concession-making ¾ Know exactly where you intend to stop conceding. Trade



concessions (what if?) ¾ Use packages to make concessions for your objectives. Link



issues. ¾ Value your concession in the other party’s terms. ¾ Firm on basic interests, flexible on positions.
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Step 5 : Bargaining z



Key points for breaking deadlocks ¾ Go back to information gathering (underlying issue ?) ¾ Try to discover the barriers to effective negotiating ¾ Agree not to agree ¾ Consequences of failure to reach a negotiated solution ¾ Call in an outside party to act as a mediator
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Step 5 : Bargaining z



Key points for facilitating movement toward agreement ¾ Advice and suggestions ... ¾ Promises … ¾ Threats … ¾ Explanations … ¾ Praise … ¾ Criticism … ¾ Leading questions … ¾ Apologies … ¾ Humor … ¾ Joint agreed summaries … ¾ Proposals as hypothetical suggestions … etc 31 International Negotiation Bernard Monnier - [email protected]



Step 6 : Closing z



Formulating an agreement



z



Ensuring implementation



z



Reviewing your negotiating experience
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Formulating agreement z



Check all aspects for agreement



z



Ensure full understanding



z



Do not write ambiguous words or phrases



z



Good closing is never done in a hurry
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Step 6 : Closing z



Key points for closing the agreement ¾ Clarify the terms of the agreement ¾ Ask yourself the question : WHO gets HOW MUCH of WHAT,



WHEN ? ¾ Try to get the agreement in writing ¾ If the agreement is oral, send a written note listing the points of



agreement, disagreement, interpretation etc …
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Reviewing your negotiating experience z



How satisfied are you with the outcome of the negotiations ?



z



How well was the time used? Could it have been used better?



z



Who talked most ? How well did people listen to each other ?



z



What were the strongest arguments put forward by the other party ?



z



What are the main learning points ? What would you do differently next time ?
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High-speed train KOREA (KTX) contract (TGV)
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High-speed train KOREA (KTX) contract (TGV) z



1) Preparation 1982-1990 ¾ Feasibility studies,



« High speed » Symposium October 1989 ¾ June 1990 : Decision from Korean government to go ahead



z



2) Developing a strategy 1991-1992 ¾ Setting up the organization



(100 persons from different French companies) ¾ Remitting the first proposal (January 1992)



1.80m long 20 canteens in front of TV and press
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High-speed train KOREA (KTX) contract (TGV) z



3) Getting started 1992 ¾ First « pre-negotiation » session



(3 months / 30 negotiators) ¾ The 2 other potential suppliers the same way



z



4) Building understanding 1993 ¾ Five revisions of offer ¾ Negotiation simultaneously with Korean suppliers
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High-speed train KOREA (KTX) contract (TGV) z



5) Bargaining 1993 ¾ June 1993 : Announcement that the Japanese are eliminated ¾ July 1993 : Request of « best price » to the German and French ¾ 50 persons (KHRC and Bechtel 3 weeks in « isolation ») ¾ August 1993 : TGV announced as the « best selected bidder »



z



6) Closing 1994 ¾ Final negotiation : 50 French engineers permanently based in Seoul ¾ LOI signed on 14th of April at 5 a.m ¾ 10% discount compared to July 1993 price ¾ Official contract signature (June 15th)
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High-speed train KOREA (KTX) contract (TGV) z



Follow-up 1994 ¾ French president Mitterrand’s visit September ¾ « Down payment » October ¾ NTP « Notice to proceed » November



z



Implementation ¾ First prototype engine 1997 ¾ First trials 1998 ¾ Seoul-Daejon (12 trains) Start of running service 2000 ¾ Seoul-Pusan (46 trains) 2002 ¾ End of French assistance for maintenance May 2004
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Role-play (The honeymoon trip)



z



Context ¾ A just-married couple received from their family as wedding gift a



large amount of money to be used for their honeymoon trip z



Negotiation ¾ The young husband has to get the agreement from his young wife



about the country, city or region he would like to visit ¾ Please use your knowledge of the place to give good arguments,



listen to the answers and questions of your wife, being empathetic.
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Negotiating within Groups z



Organizing successful meetings



z



Communicating with impact



z



Identifying creative solutions



z



Achieving consensus
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Organizing successful meetings z



Specify the purpose of the meeting



z



Invite people with the right knowledge and orientation



z



Ensure the size of the group is compatible with the task



z



Manage the process of the meeting
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Communicating with impact z



Remember communication is a two-way process



z



Know precisely what you want to say



z



How is often more important than what you communicate



z



Look at the other person when you talk to him/her



z



The way messages are organized affects their impact
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Looking for creative solutions z



What are the advantages of group problem solving ?



z



What are the pitfalls ?



z



What can be done to improve the group’s problem solving skills ?



z



How can you enhance people’s creativity in group problem solving ?
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Achieving consensus z



How can you achieve consensus in groups ?



z



Clarify the concept



z



Do not allow some people to hijack the discussion



z



When appropriate, use other methods of decision making, such as voting
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Negotiating between groups z



Effective teamwork



z



Forming and maintaining coalitions



z



Devising integrative solutions
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Effective teamwork z



To be aware of each member’s abilities



z



Draw a line of authority : who is the spokesperson, who is back-up, who is observer.



z



Regular review of teamwork



z



Avoid autocratic team leadership



z



Avoid blaming each other



z



Establish a united front on goals and strategy before negotiating sessions
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Forming and maintaining coalitions z



When too many parties round the table but a two-edged sword ….



z



To make it work



z



Define issues clearly, select leadership



z



Devise a clear plan of action



z



Keep all coalition constituents informed and involved
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Devising integrative solutions z



The story of two sisters who were quarrelling over an orange



z



Integrative solutions require creativity and solutions



z



The husband want to go the mountains, the wife to the seaside…



z



Look for common goals



z



Separate the people from the problem



z



Focus on interests, not positions
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Dealing with Cultural Differences



Bernard Monnier [email protected]



Dealing with cultural differences z



Cultural development



z



The « seven levels » of cross-cultural awareness



z



What is culture ?



z



How do cultures vary ?



z



Adopting culture-specific strategies



z



Profiling your foreign partner



z



Non-verbal communication



z



Humor across frontiers



z



Key points for negotiating across cultures



z



Discovering cultural characteristics 52 International Negotiation Bernard Monnier - [email protected]



Cultural development z



Surprise



z



“This great mechanism of the new spirit”, according to Apollinaire, plays an essential role in attaining an awareness of cross-cultural issues.



z



By being Open to surprises, you allow yourself to achieve a non-knowledge that facilitates the discovery and elaboration of new knowledge
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Cultural development z



As the case of the « savage » arriving for the first time in a western airport, hitting the glass door…. Surprise… Surprise.
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Cultural development z



Realizing that others do not operate the same way can be painful … ¾ « To travel is to be born and to die at every



moment » (Victor HUGO)



BUT z



Beyond surprise, cross-cultural observation is revealing of our frame of reference… which would otherwise remain hidden, and which often surfaces in the occasion of misunderstandings… 55 International Negotiation Bernard Monnier - [email protected]



Cultural development z



“The first condition of understanding a foreign country is to smell it” TS ELIOT 1888



z



“Time is money” … Benjamin Franklin



To be aware of cultural differences and sensivities too! z



“It is useful to know something about other nations’ habits in order to judge our own in a healthier fashion, and not to imagine everything which differs from ours should be dismissed as ridiculous or illogical as is frequently done by those who haven’t seen anything” Descartes 1596-1650
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Cultural development z



“I think they are trying to tell us something in their own dialect”
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The « seven levels » of cross-cultural differences (P. Baudry) z



1) Ignoring cultural differences ¾ Base level : we do not notice that another culture is different ¾ Americans frequently remain stuck at this level, for lack of



preparation for interaction with foreigners ¾ The American system « the best mankind can hope for »



(Abraham Lincoln) ¾ This ignorance : source of anti-americanism ¾ However, ignoring cultural differences can be an advantage to



integrate quickly in a new country
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The « seven levels » of cross-cultural differences z



2) Restricting ourselves to criticism or praise ¾ « Those Americans, they really know what they’re doing ! »



« Going native !! » ¾ « Those Americans, they’re all so naive » z



3) Explaining another culture in terms of our own ¾ This is a progress !



It is an attempt to understand another culture, instead of ignoring… ¾ BUT through our own set of references…



which is not the right one!
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The « seven levels » of cross-cultural differences z



4) Understanding a culture from the inside (full immersion) “Hey, Martine!! Damn! You’re looking good, babe!” “Lucien, is that you ? Have you been swallowed by the local culture ? I told you before this idea of complete immersion with the rednecks was stupid!”
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Cultural development z



Woooh, you got pretty well integrated here ! Let me introduce you my wife and kids !
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The « seven levels » of cross-cultural differences z



5) Seeing our own culture from the outside ¾ Only when we have observed another culture from the inside, can



we return to our native culture and perceive what until then we had taken for granted and obvious. z



6) Communicating across cultures ¾ To see things from the perspective of others : feel what they feel



and take their implicit codes into account. ¾ « Cross-cultural reconciliation »
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The « seven levels » of cross-cultural differences z



7) Making cultures evolve ¾ Ultimate level of cross-cultural awareness where it becomes



possible to act upon a culture in order to change it … ¾ Ex: François Cheng member of the French Academy



François Cheng 程抱一 (born 30 August 1929) is a Chinese French academician, writer, poet and calligrapher. He is the author of essays, novels, collections of poetry and books on art written in the French language, and the translator of some of the great French poets into Chinese.
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What is culture ? z



“The software of the mind” (Geert Hofstede) ¾ The social programming that runs the way we think, act, and



perceive ourselves and others. z



Culture is a set of learned core values, beliefs, standards, knowledge, morals, laws and behaviors, shared by individuals and societies that determines how an individual acts, feels and views oneself and others.



z



Cultural components : ¾ Language ¾ Non verbal communication



(gestures, body language, facial expressions) ¾ Religion
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How do cultures vary ? Key questions for assessing cultural differences z



One : Individualism vs. Collectivism ¾ Is everyone expected to look after himself or herself and his or her



immediate family members ? ¾ Are people expected to be loyal to one group or organization ? ¾ Do individual interests prevail over collective interests?
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Individualism vs. Collectivism z



The story of the small family-owned Saudi Arabian lighting company who wanted to become a public company ¾ Consultant position : Output and revenue per employee



embarrassingly low Solution : layoffs and firings ¾ Company’s solutions : cut pay across the board and reduce everybody’s hours. The workers were thankful to the owners saving their jobs ¾ Conclusion : in highly collectivized culture better to act this way



Workers also prefer this way z



Different cultural mind-set can present creative solutions to universal business problems 66 International Negotiation Bernard Monnier - [email protected]



How do cultures vary ? z



Two : Uncertainty avoidance ¾ Do members of this specific society feel threatened by uncertain or



unknown situations ? ¾ Are formal rules and procedures considered essential and absolute



? ¾ Are people allowed to express anger, aggression and other



emotions ?
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Uncertainty avoidance z



A large multinational firm ¾ Acceptance of change will vary considerably depending on the



country’s uncertainty-avoidance measure ¾ Introducing new accounting rules : The manager of the German



accounting dept felt uncomfortable with the new system and ordered workers to keep two sets of accounts - one in the old system and one in the new. ¾ His solution was to avoid the risk by keeping two sets ¾ « I found this extraordinary » the British accountant said
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How do cultures vary ? z



Three : Power distance ¾ Is power based on family background, gender, age and/or ability



to use force ? ¾ Does the law stress or guarantee that everybody has equal rights, regardless of status ? ¾ Do the prevailing ideologies and belief systems emphasize hierarchy and stratification ?
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How do cultures vary ? z



Four : Time perception ¾ Is punctuality considered a virtue? ¾ Is it important to keep appointments strictly, to schedule meetings



in advance and not arrive late ? ¾ Are people mainly preoccupied with the future or with the past and



the present ? ¾ Is time considered short and expensive or rather infinite and



flexible ?
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Time perception z



South Africa : « I will do it now-now » « I will do it just now » = equivalent of manana



z



Indonesia :



Jam karet « rubber time »



z



Germany :



meeting at 9 a.m



z



France :



meeting at 9 a.m
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How do cultures vary ? z



Five : Importance of personal relationships ¾ Are personal relationships more important than formal rules and



regulations ? ¾ Are good friends expected to take care of each other, regardless



of the costs ? ¾ Do people seek and get personal favors, through direct



relationship to the leader ?
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Adopting culture-specific strategies z



In achievement-oriented cultures ¾ Make sure you or someone in your negotiation team has enough



technical knowledge and experience to convince the other party that your proposals will work ¾ Use professional titles and qualifications to underline your



competence and personal achievements
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Adopting culture-specific strategies z



In status-oriented cultures ¾ Make sure that your team has enough older or senior members.



Do not send a young brilliant representative…. ¾ Respect the line of hierarchy in the other team : do not undermine



the credibility of the senior member (often the spokesperson) even if… ¾ Use titles and symbols to indicate your status in society ¾ Dress conservatively. Refrain from joking, no use of first name,



negotiation face-to-face.



74 International Negotiation Bernard Monnier - [email protected]



Adopting culture-specific strategies z



In uncertainty-avoidance cultures ¾ When negotiating with this type of culture (Germany, Switzerland)



be fully prepared as they demand that all the details be at hand ¾ Need for rules in strong uncertainty avoidance countries :



be strictly on time, discuss one issue at a time. Avoid interruptions and delays. ¾ Strong need for formality : use formal titles. No critical comments



made in public.
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The story of Euro Disney
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The story of Euro Disney z



How cultural insensitivity can lead into huge business problems. The devil is in the cultural details! ¾ The company had a system that worked in the USA and Japan. ¾ ¾ ¾ ¾ ¾ ¾ ¾



Why adapt to European sensibilities ? Yankee cultural imperialism : bought land at a fraction of market price through government aid French sensibility offended : bringing lawyers right from the start. In France lawyers a tool of last resort .. Insistence on sprinklers unnecessary under French law Strict dress code for personnel – morale plunged Wrong assessment on breakfast needs : not enough sit-down breakfast seats. Same for lunches Alcohol prohibited : an insult in a country where the consumption of wine is at mealtimes a birthright ! Night in hotel : only one night as opposed to 3 or 4 nights in USA or Japan. As a result not enough computers for checking out ! 77 International Negotiation Bernard Monnier - [email protected]



Cross-cultural success tips z



Show empathy



z



Be flexible



z



Don’t go native



z



Be aware of non-verbal communication



z



Develop trust by combating mistrust



z



Become involved



z



Respect local customs but… ¾ Do not feel obligated in activities that might violate your personal



moral codes or endanger your health. If so, just decline respectfully. 78 International Negotiation Bernard Monnier - [email protected]



Role play « a trip to Mintana » z



Simulation of a business meeting of Americans who have traveled to the fictional country of Mintana



z



Preparation (10 to 15 min) Mintanan Briefing Sheet/ American Briefing Sheet



z



Meeting (10 to 15 min)



z



Respective goals : ¾ Mintanans’ goal to successfully exhibit the Mintanan cultural ways ¾ Americans’ goal to make a profitable deal
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Profiling your foreign partner z



Do they value a sense of humor or is business considered too serious a matter ? Do they have high respect for authority ?



z



Do they prefer a more rigid structure and value security over individual achievement ?



z



Will they stick to a schedule or use time simply as a rough framework ?



z



Will they expect highly precise communication loaded with details that leaves little room for doubt ?



z



What kind of time horizon will they have when it comes to business ? 80 International Negotiation Bernard Monnier - [email protected]



Profiling your foreign partner z



Manners and customs



z



How formal are greeting procedures ?



z



What level of eye contact is appropriate ?



z



Will socializing be considered part of all business dealings ?



z



Is the exchange of gifts part of standart business protocol ?
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Non-verbal communication z



Understanding non-verbal communication is a true art ! It varies so much from culture to culture



z



Often more important than the verbal message !!!



z



Eye contact



z



Facial expressions : a smile can mean different things in different cultures



z



Personal space



z



Silence



z
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Gestures around the world
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Gestures around the world z



The thumbs up story The case of a British businessman in Iran ¾ After months of negotiation (building relationship with Iranian



colleagues, respecting the influence of Islam on negotiation etc…) he signed the contract ¾ Then he gave a big thumbs-up to Iranian colleagues !!



Meaning Good, great, well-played in Britain !! ¾ This is a serious sign of discontent in the Persian culture ! ¾ And of rudeness in Australia !
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Gestures around the world
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Gestures around the world (yes=no)
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Gestures around the world
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Gestures around the world z



Gestures from around the world : Italy
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Humor across frontiers z



Humor crosses national boundaries with difficulty



z



Humor in business : used systematically in Anglo-Saxon countries ¾



American ice-breaking jokes



¾



UK : various forms of humor and distracting tactics to keep business meetings nice and lively, can be used as a weapon (irony and sarcasm, especially against some Latins)



z



Less common among Latin countries but not infrequent



z



Not used in Germany (business is a serious matter), Japan (normally too nervous to understand you first )… only after business discussions



z



Who can say with certainty what is funny ? Humor : a risky business !! 89 International Negotiation Bernard Monnier - [email protected]



Key points for negotiating across cultures z



Preparation is crucial



z



Beware of making cultural assumptions



z



Be flexible



z



Language is an important link across cultures and between negotiators, but it can also be a barrier (same words different meaning)



z



Non-verbal communication is a very important factor in intercultural negotiation



z



Negotiating styles differ significantly across cultures.
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« Legendary mistakes » z



GM Chevy Nova in South America ¾ « no va : it won’t go »



z



Ford Motor Company Pinto model ¾ local slang for « tiny male genitals » ¾ change nameplates to Corcel (horse)



z



Electrolux success in UK ¾ « nothing sucks like an Electrolux » ¾ In America « suck » is slang for lousy
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Cultural misunderstanding z



The Italian man in Malta
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Discovering national characteristics z



Cultural diversity is not something that is going to go away tomorrow



z



Is it possible to make meaningful comparisons between different cultures ? With the risk of stereotyping the typical Italian, American, German….



z



The inhabitants of any country possess certain core beliefs and assumptions of reality



z



However culture is more important than nationality ¾ Ex: Basques/Andalucians have only in common the same Spanish



passport ¾ Milanese/Sicilians ¾ US Afro-American/Latinos/White Caucasians 93 International Negotiation Bernard Monnier - [email protected]



Comparisons z



BRITAIN vs. USA



“England and America are two countries separated by the same language” George Bernard Shaw



z



Words UK



US



chips



French fries



crisps



potato chips



biscuit



cookie



ground floor



first floor



public school



private school



state school



public school



lorry



truck



van



pick-up



crumpet



unknown



unknown
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Comparisons American tough talk



British modesty



“Jack’ll blow his top”



“Our chairman might tend to disagree”



“You are talking bullshit”



“I’m not quite with you on that one”



“You gotta be kidding”



“Hmm, that’s an interesting idea” (disagreement)



“You’re going to be hurt”



“I’m not sure this advantageous for you”



“It’s the only game in town”



“There is no other choice”



“He’ll do his best to make it fly” “He’ll do all he can to ensure success”
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Comparison the American mum and the French mum « les Frenchies », P Baudry
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Time perception US vs. FR



« les Frenchies », P Baudry
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The French as others see them Appearance



Reality



Obstinate



Stick to what they believe is right, unless proven wrong



Always holding a different opinion from everybody else Think are clever than anyone else



True History convince them of their mission to civilize Europe



Don‘t like to speak foreign languages , especially English



Once French the international language



Not interested in other countries



Education on French history but know a lot on Asia and Africa..



Overly emotional



Latin attitude



Talk too much at meetings



Cartesian theory requires building blocks



They make grandiose plans



True they think big



They make poor team members



They are very individualistic and self-confident



They can’t relax



Relaxing does not come easily to people who are quick and imaginative and culture rich



They prefer ideas to facts and won’t make decisions



What is wrong with exploring ideas ?



in a normal, straightforward manner The French are selfish, care little about others



Not true When the French fight for mankind they are wonderful (Andre Malraux)



They are messianic



True Malraux’s appointed minister of culture was the expansion and rayonnement of French culture



(from : When Cultures Collide, R.D Lewis)
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China z



Top reason for failure among senior executives recruited from outside China for positions in the country was due to cultural differences (research by Heidrick & Struggles with the Economist Intelligence unit in 2006)
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China - Western countries z



Key differences between China and the West CHINA



THE WEST



Authority



Respect for age and experience



Cult of youth



Individuality



individual meaningless on own ?



Individuality essential



Family



Jiaren – at the heart of who you are



family can be a burden that to needs be escaped



Friendship



Zijiren – shuren- close, long-term trust-based



friendship important but not as important as in China



Conflict



Distaste for personal conflict



Conflicts lets off steam



Character



Displays of emotion discouraged



Emotional repression regarded as inauthentic



Expectation that people will read subtle signals



Value of honesty and openness
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China - Western countries z



Key differences between China and the West (based on Myths about doing business in China, H Chee, Palgrave Macmillan)



CHINA



THE WEST



Character



Your fault if you do not interpret properly



Your fault if you do not communicate properly



Business practice



Trust-based contracts gestures of trust which remains flexible



Contract-based, deal based Contract a fixed point of certainty



Time



Slow ? « what’s a year in a man’s life ? »



Fast ? « time is money »



Duty



Duty to other people



Duty to abstract principles



Governing principles Rule of man



Rule of law
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China - Western countries



Way of thinking



Dealing with problems
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China - Western countries



Me



Anger
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China - Western countries



The Boss



Relationships
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The Arab world z



Cross cultural considerations for business with Arabs BBC Video
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Improving the Conflict Management Tools



Bernard Monnier [email protected]



Conflict Management Introduction



z



VIDEO : the non violent conflict resolution clip



z



Passive response



z



Aggressive response



z



Assertive response
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Conflict Management Introduction z



WE ARE ALL DIFFERENT !



z



We have different needs, tastes, opinions, beliefs preferences and values !



z



Conflict can be extremely costly to individuals or organizations
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How different views explain our differences z



We see things differently !



z



Cathedral builders ¾ Why do you build this cathedral asks the Pope ? « sustain my



family », « for God », etc z



The Elephant and the five blind men ¾ trunk/snake, tail/rope, ear/fan, leg/pillar



z



Little exercise ¾ card distribution 10 seconds



(extracted from the book « The 7 habits of highly effective people »)



109 International Negotiation Bernard Monnier - [email protected]



Lady picture
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Our differences in perceptions, visions z



Two people see different things from same picture



z



How powerfully conditioning affects our perceptions !



z



Our window on the world is filtered by previous experiences, beliefs and memories !
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Our differences in perceptions, visions z



State positive intentions « not you against me » BUT « us against the problem »



z



Watch your language « my view is, my perception is ... »



z



Opinions or facts ? Woodie Allen’s film « Annie Hall »



z



Don’t argue with perceptions !



z



Rather than judge behavior, connect with NEEDS !
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Differences in personality types z



Unmet or denied needs can lead to conflict



z



« Would you like a cup of coffee? No thanks (strange atmosphere) Anything the matter? Yes I would like a cup of coffee, well, why you didn’t say so? »



z



Dr Carl Jung’s 4 Personality types (1920) : « Go-getter, Carer, Analytical, Socializer »



z



Dr Taibi Kahler’s 6 Personality types (1978-1996) : NASA’s astronaut selection process
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4 Personality types (Dr Jung) (1920) z



Go-getter



z



Carer



z



Analytical



z



Socializer
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4 Personality types z



Go-getter – Mike ¾ The « get it done » person ¾ A doer rather a talker or thinker ¾ Go straight to the point ¾ Values success, power and speed ¾ Finds it difficult to listen to peoples problems.



z



Carer – Sarah ¾ Warm friendly person ¾ Likes to help people ¾ Good listener ¾ Dislikes conflict ¾ Relationships are important to Sarah 115 International Negotiation Bernard Monnier - [email protected]



4 Personality types z



Analytical – Fiona ¾ Fiona is a perfectionist, paying attention to detail ¾ She builds effective processes with high standards ¾ She is prudent, keeping a tight rein on things



z



Socializer – Darren ¾ Positive, enthusiastic person ¾ Free spirit ¾ Has creative flair and vision ¾ Likes variety and want things to be different
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4 Personality types 4 different people z



Mike feels good when he can achieve



Drive



z



Sarah needs to care



Sensitivity



z



Fiona is driven to get things right



Methodology



z



Darren seeks variety



Creativity



Conflict or powerful blend ?
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6 Personality types (Dr Kahler) (1978-1996) NASA’s astronaut selection process z



Reactor



z



Rebel



z



Workalcoholic



z



Promoter



z



Dreamer



z



Persister
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6 Personality types Character strengths z



REACTOR Compassionate, sensitive and warm



z



REBEL Spontaneous, creative and playful



z



WORKALCOHOLIC Organized, responsible and logical
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6 Personality types Character strengths z



PROMOTER Adaptable, persuasive and charming



z



DREAMER Calm, imaginative and reflective



z



PERSISTER Dedicated, observant and conscientious
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Fight the difference or celebrate it ? z



Conflict is not inevitable = we can disagree and not be in conflict



z



Conflict is complex (deal with causes, not symptoms)



z



Conflict is healthy and constructive YES/NO ?



z



« I want you like me... you should be like me » = conflict My rules broken = conflict



z



David’s needs procedures, Michael needs creativity



z



Win-lose 10 for D, 0 for M, lose-win, compromise 5/5



z
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Understand/manage your feelings (the « inside job ») z



Anger means « something is not right »



z



Watch out !



z



Anger in others : encourage « letting off steam » and listen



z



Acknowledge what the other person is feeling and recognize it as valid for him/her !



z



Listen without interrupting, arguing or disagreeing



z



LISTENING is KEY, UNDERSTANDING is THE FOUNDATION FOR AGREEMENT 122 International Negotiation Bernard Monnier - [email protected]



Building a bridge or a barrier ? (the « outside job ») z



Bridging is « you and me becoming we »



z



Attending to the person’s need, finding common grounds



z



Recognizing that the other person’s needs, although different, as important as mine



z



Everyone is a winner



z



Fight the problem, not the person
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Develop skills z



Listen for feelings ¾



z



« I’m annoyed that you lied to me - It was only a little lie - It seems as if you are really upset about this »



Listen to understand ¾



« I feel neglected, there is no reason, what lets you know you are neglected » ¾ issue/feeling/validation stayhomeSundayquickfix z



Paraphrase in your own words, showing your serious attempt to understand



z



Say : « I feel, I’d like, I feel, My concern, As I see » not « You should, You don’t » … etc



z



Respond rather than react



z



Keep the discussion free of blame, accusation, judgment



z
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The Conflict Resolution process Turning conflict into collaboration z



Video film Charles Bronson 1.31mn



z



« Simple » conflict resolution !



z



For fun !
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The 4 Steps to Resolution – Step 1 (Mc Connon) z



Attend to the other person ¾ « your presentation was too detailed and too long ¾ Yes but the board needs all the data if it is to make an informed



decision » z



Be careful with the « yes but … » ¾ « How would you want the presentation to be ? »



z



Validate does not mean to agree ! ¾ It is the acknowledgement of the person’s thoughts or feelings
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The 4 Steps to Resolution – Step 2 z



Explore the need behind the want ¾ Lisa fails to meet the deadline/Mike wants to have up-to-date



information ¾ Lisa needs perfection/Mike needs to take decision z



Wants are driven by needs



z



Ask questions to reveal the needs ¾ « Why is the deadline so important to you ? Why does that matter



to write a comprehensive report ?»
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The 4 Steps to Resolution – Step 3 z



Invite the other’s solution



z



Be solution focused



z



Some problem-solving questions : ¾ « What do you suggest ? » ¾ « What can we do so you get … (your need) and I get … (my need)



?»
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The 4 Steps to Resolution – Step 4 z



Build for maximum win/win ¾ Lisa may suggest that Mike delegates some of her work, freeing



up time ¾ If this solution does not meet Mike’s needs, he may help Lisa to think through the consequences of this suggestion and negotiate further z



The conflict is not resolved until there is an acceptable win for both people !
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The 4 Steps to Resolution
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Role-play (Salary increase) z



James has worked for Peter for quite a number of years.



z



James has worked overtime on many occasions when Peter had special projects to complete.



z



Peter has not given James a raise in his salary for quite sometime and James is thinking about looking for a new position which could pay him more money.



z



Peter is concerned about losing James to another employer but is worried that his company has not made a profit in the last two years.



z



Peter and James sit down in the conference room to negotiate a possible raise in salary.
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Role-play (Salary increase) Peter and James negotiation z



1) The « you against me » scenario



z



2) The « us against the problem » scenario
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Role-play (Salary increase) z



1) « You against me » scenario ¾ Peter: Hello James, what can I do for you ? ¾ James: I feel I deserve an increase in my salary to reflect my commitment and the hours I’ve worked in recent months. (want) ¾ Peter: We have had a difficult year, sales are down and targets have not been met. Regrettable as it is, I must say no (own situation) ¾ James: Yes but I need more money… I can’t make ends meet. (reiteration of position - feels unheard) ¾ Peter: You don’t see to realize - my hands are tied (frustration feels unheard - gets locked into own position) ¾ James: And you don’t seem to realize what it’s like to scratch a living from the pittance this place pays (anger - polarisation of positions) ¾ Peter: You are just being unreasonable now (accusation) ¾ James: And you… (slams door) … Oh, what’s the point ? (gap growing) 133 International Negotiation Bernard Monnier - [email protected]



Role-play (Salary increase) z



2) Us against the problem ¾ Peter: Hello James, what can I do for you ? ¾ James: I feel I deserve an increase in my salary to reflect my



commitment and the hours I’ve worked in recent months. (want) ¾ Peter: If I were to increase your salary, what would that do for you ? (attend - explore needs) ¾ James: I would feel my contribution was recognized and I’d feel more valued (feels listened to) ¾ Peter: So a salary increase would enable you to feel more appreciated (feels understood)
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Role-play (Salary increase) ¾ James: Yes ¾ Peter: We’ve had a difficult year, sales are down and targets have



¾



¾ ¾ ¾ ¾ ¾



not been met. (my situation) What can we do so you’d feel more appreciated considering we don’t have the money to support a salary increase (validation - invite solution) James: I suppose if I was given more responsibility, I’d feel more appreciated but I’d still like my salary to be reviewed at the earliest opportunity (solution) Peter: If we agree to talk salary in three months time, would that work for you (check for agreement) James: Yes Peter: What sort of responsibility did you have in mind? (focus on other) James: I’d like to head up the next project (want) Peter: You certainly have a lot relevant experience… I would need … What do you suggest ? (build) 135 International Negotiation Bernard Monnier - [email protected]



The 7 steps to Resolution or «cycle of resolution » (Levine) The story of the 2 brothers : z



2 brothers running a family enterprise that their grandfather started



z



Tom, the younger brother wants to expand the business aggressively



z



Bill was concerned by providing value to the customer in the family tradition



z



Bill decides to leave the company



z



The family company needs to be divided with financial settlements 136 International Negotiation Bernard Monnier - [email protected]



The 2 brothers z



For the 2 brothers, proving « I am right » became the most important part of the conflict



z



All energy was devoted to winning the battle at the expense of the company’s business



z



Struggle about how much the business is worth, who pay whom, when and on what terms



z



The 2 brothers stopped talking to each other



z



No one thinking about reaching a fair resolution
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The 7 steps to Resolution
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The 7 steps to Resolution – Step 1 Developing the attitude of Resolution (« Resolutionary thinking »)



z



Critical first step of getting people together (« half of the battle »)



z



Think in terms of getting to resolution not winning



z



Listen-sit down-talk



z



Forget about legal standards, legal rights and « truth » (« it is your truth ») 139 International Negotiation Bernard Monnier - [email protected]



The 7 steps to Resolution – Step 2 Telling your story



z



Tell your story and listen to ALL the stories



z



Key is about understanding and being understood (one of the « 7 habits of highly effective people »)



z



Honoring their authenticity and understanding THEIR truth more important than THE truth



z



Learn to listen carefully about everyone’s story about a situation, this will help to get to Resolution 140 International Negotiation Bernard Monnier - [email protected]



The 7 steps to Resolution – Step 3 Listening for a preliminary vision of Resolution



z



Think about a resolution that honors all concerns in the situation



z



Try to get an initial vision on this, as you gather more information ¾ The 2 brothers, cooperation in the future ?



z



Try to make sure that both sides get what they want ¾ Arab world - mother/wife
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The 7 steps to Resolution – Step 4 The Completion process



z



All parties speak until they have no more to say - no discussion - just speaking and listening



z



Candor is essential
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The 7 steps to Resolution – Step 4 z



Option 1 - for intimate or ongoing relationships ¾ What worked about the relationship partnership or venture ? ¾ What didn’t work ? ¾ Who do you need to thank and for what ? ¾ What else do you need to say so that you are complete enough to



say « today is a good day to die » ? ¾ Do you have any requests ?



(example: for the 2 brothers, sharing information in customer files so that business could continue) ¾ Declare that the conflict is Over. You must say it ! ¾ What’s the new era ? The new era is …
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The 7 steps to Resolution – Step 4 z



Option 2 - other situations ¾ What was effective about the original agreement ?



What worked ? ¾ What was ineffective ? ¾ What about your own behavior are you sorry for ? (apology) ¾ What can you say by way of compassion (forgiveness) ¾ What can you say by way of respect (thanks)
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The 7 steps to Resolution – Step 5 Reaching agreement in principle



z



If things work, about to be ready to reach a general understanding of the resolution



z



Proceed by small pieces of agreement, generating discussions and checking concerns



z



2 brothers : will they continue working together ?



z



Divorce : desire of fighting or peaceful resolution ?
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The 7 steps to Resolution – Step 6 Crafting the new agreement : making the vision into reality



z



Articulating innovative solutions that you and others in the conflict invent together



z



A shared vision as the final step of resolving conflict



z



or as initial step at the beginning of a new project or relationship.



z



Key is reaching agreement on a big picture 146 International Negotiation Bernard Monnier - [email protected]



The 7 steps to Resolution – Step 7 Resolution : your agreement becomes reality



z



Moving from conflict to a workable agreement



z



Getting beyond everyone’s emotional positions



z



Establishing a vision for the future, recognizing other’s value



z



Acting like a resolutionary contributes to your personal identity as a LEADER
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Conflict resolution workshop z



What is your style ?



z



The Thomas-Kilmann Conflict Mode Instrument (TKI)



z



30 questions to be answered



z



Scoring and interpreting your scores
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Conflict resolution workshop
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The 5 Conflict Handling Modes z



Competing



z



Accomodating



z



Avoiding



z



Collaborating



z



Compromising
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Conflict resolution z



Conflict resolution tips



z



Video film FOX News (1.15-4.00)
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Conclusion z



Preventing conflict



z



Building a culture of agreement and resolution



z



Document « Test yourself » if time allows
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Glossary z



Agenda : The list of topics to be covered during a negotiation session



z



Batna : Best alternative to no agreement



z



Big picture : Overall scope of a project or business transaction



z



Blue sky : Something with little or no value, Ideas that are not realistic. In negotiating one side may offer « a blue sky » provision



z



Bribery : Corruption



z



Bona fide : Latin for « good faith » refers to documents, materials or promises issued by negotiators to show their commitment to a proposed outcome



z



CN : Chief negotiator



z



Due diligence : Investigative research to independently establish the background of a potential partner. Matters investigated typically include financial statements, legal status and any key matters that affect the viability of the partner to follow through on a particular transaction 157 International Negotiation Bernard Monnier - [email protected]



Glossary z



Fishing expedition : False negotiations conducted for the purpose of 1) gaining experience for future talks with a competitor or 2) to test the market value of a product, service or company



z



Hidden agenda : Undisclosed intentions or issues



z



LOI : Letter of Intent



z



Mandate : Define and limit your authority



z



MOU : Memorandum of Understanding



z



Smoke screen : A diversionary tactic designed to confuse and mislead



z



To table the proposal : to put it aside (US)



z



To table the proposal : to bring it up for consideration (UK)



z



Window of opportunity : A limited period of time during which an opportunity exists 158 International Negotiation Bernard Monnier - [email protected]



























des documents recommandant













conflict resolution project management dbid i4pwd 












 








conflict management for security professionals dbid sxv 












 








ARAB-ISRAELI CONFLICT 

1947. Partition of Palestine. 1948. Israel created and war with neighbors. 1956. Suez War:Britain, France & Israel attack Egypt. 1964. Palestine Liberation ...










 








Last Conflict based Reasoning 

firmed by theoretical results [6] that the more advanced the forward ..... 28.50 nodes. 6, 141. 5, 573. 6, 293. 9, 166. âˆ’. 162K. âˆ’. 106K cc-10-10-2 cpu. 1238. 35.63.










 








2nd Postgraduate Conference in Conflict ... - Fields of Conflict 

Oct 10, 2013 - Dr. Ian Shaw). â€“ Aimee Schofield (University of Manchester): 'Here's one I made earlier: how catapult reconstruction can fill in the gaps in a text'.










 








conflict resolution handouts dbid 1rmuz 












 








conflict resolution negotiation dbid 3kxtk 












 








conflict resolution stories dbid 5niap8 












 








conflict resolution programs dbid 2dqlv 












 








Management 

And, Alan L. Milliken, CFPIM, CIRM, and manager of supply chain projects at BASF Corp. ..... idly is becoming a powerful tool for logistics measurement, the re- ...... Files are sent as either PDF (portable document format) or TIFF (tagged image file










 








conflict management industrial relations libro inglese g b j bomers r b peterson dbid 15v62 












 








â€žTRANSNISTRIAN CONFLICT SETTLEMENT ... AWS 

3 mai 2010 - compatible and capable of living together in the same state in peace and understanding. They all share the common desire to finally get rid of the daily obstacles that hinder them from having a better, a normal life. The direct involveme
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One of the effects of globalisation in Denmark has been the transformation of the. Danish society ... practices through which the learning and teaching of mathematics is carried out within the .... We want to analyse real episodes from the classroom,
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