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‘Trust is the hard currency of negotiation. This book reveals how to earn it from gunmen to business hard-asses on the bumpy road to resolving the unresolvable’


Fraser Hardie, Chairman, Teneo UK


‘A refreshingly human take on a subject matter that’s too often boiled down to tactics, techniques and pseudoscience. It’s hard to ignore the book’s fundamental takeaways given the diversity of the negotiations they’re drawn from’


Julia Crawley-Boevey, Group Head of M&A, BAT


‘In the heat of the moment it’s easy to get blinkered or feel cornered in a negotiation. It’s reassuring to read that it’s not just me who feels this way, but where this book really comes in is the snackable stories that really stick in your mind’


Mel Sullivan, CEO, Framestore


‘A fascinating read. I’ve always felt that the most successful deals are cemented by establishing a genuine human connection from the outset, and this rich collection of real-life negotiations – from breaking a siege to saving someone from suicide right through the negotiating spectrum to closing M&A deals – totally bears this out’


Stéphane Estryn, Mergers & Acquisitions Director, Publicis Groupe


‘A compelling read and collection of memorable stories to illustrate negotiation techniques and principles. It’s a brilliantly practical way to explain and help the reader to be able to remember and then apply the lessons. The juxtaposition of the life and death scenarios and the commercial settings is fascinating: being able to draw out some similarities but recognising the fundamental differences – you may be able to “spoof” in the latter but not the former!’


Jo Evans, Chair and Partner, Lewis Silkin


‘A clear and methodical approach to negotiation, drawing upon the vast and unique professional experiences of Jim Houghton and Kirk Kinnell in the field. It provides an essential cornerstone for understanding the intricate dynamics of complex negotiation, blending strategic insight with psychological acumen and ethical considerations, offering readers a comprehensive and practical toolkit for navigating challenging negotiation scenarios with precision and principled conduct. A must-read for anyone engaged in difficult negotiation’


Claude Bruderlein, Negotiation Instructor, Harvard University


‘I have been fortunate to work closely with Kirk for many years now. His skills as a negotiator are invaluable, just like his wisdom. This book is a part of himself. Enjoy!’


Marwan Mery, President, ADN Group


‘A very compelling read’


Richard Mullender, The Listening Institute


‘I am deeply inspired by Kirk’s approach to negotiation, which he has developed as a former hostage and humanitarian negotiator’


Dr Thomas Leiber, inventor, engineer, entrepreneur


‘Jim and Kirk have combined to produce a book that is both easy to read and yet full of ideas and recounted situations that stay with you, each bringing a sense of the urgency, discipline, energy and hard-won insight required to do what they excel at as seasoned professionals. Negotiation is often a fluid and stressed process that is very hard to capture within the covers of a book, but through combining their experiences of very different situations, Jim and Kirk have been as successful in that task as they have surely been in the day-to-day negotiating challenges that are the bedrock of their work’


Tim Birt, Partner, Osborne Clarke


‘This is a book I should have read thirty years ago – it could have made life a lot easier!’


Peter Mead, Vice Chairman, Omnicom Group









Jim Houghton


For the past twenty years, Jim has been one of the foremost deal leads in the international marketing services industry. He’s negotiated deals from every angle and in all the major international industry hubs, and is a partner at Waypoint Partners. Previously, as the European corporate development lead for the world’s then largest and most acquisitive holding company, Omnicom Group, Jim delivered more than forty transactions. Seeing the value unintentionally being left on the table by both sides, Jim moved to M&A advisory and has successfully led transactions with buyers and sellers from across the globe, acting on both the sell side and buy side.


M&A in the marketing services industry offers the perfect storm of big businesses and private equity investors crashing together with passionate owner-managers in the pursuit of rapid international expansion and wealth. Big egos and high stakes make for intense and complex negotiations, and Jim has an enviable track record at finding paths that get these deals done.


Kirk Kinnell


Kirk brings the skills of hostage negotiation into the corporate world and everyday life. He joined the police in 1987 and worked in hostage negotiation for over two decades. In that time he was deployed on hundreds of hostage and crisis incidents, including as lead negotiator when UK nationals had been kidnapped overseas. He was made Head of Hostage Negotiation and Armed Policing in Scotland in 2015.


Kirk was also a leading member of the UK National Negotiator Group and Global International Negotiators Working Group. His global counter-terrorism strategy and training programme was adopted by the nations in the group and is still used today.


Kirk lectures on negotiation at universities and conferences all over the world, including Harvard Business School and the École des Hautes Études Commerciales de Paris (HEC). He has instructed at the Hostage Crisis Negotiator Course of the FBI, trained the Philippine National Police and delivers training to the private sector on corporate negotiations, listening and influencing skills, leadership and conflict resolution through his specialist consulting firm, Negotiated Resolutions.
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Authors’ note


The professional and personal anecdotes in this book are all based on actual events. However, in order to protect those involved and to respect confidentiality, certain key details have been changed, including amalgamating events and characters where appropriate. Any similarity between these characters and real people is accidental. Dialogue exchanges are not verbatim, nor should they be treated as such.
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My dad – for the countless joyful games of ‘name that advert’ that really started my fascination with the world of advertising and brands that’s given me so many rich and wonderful opportunities in life over the past three decades. To his collection of PG Tips memorabilia (especially Sargeant Chimp and Cyril the Cyclist) and his box of Bovril cubes with a commando dagger plunged through it.


Kirk Kinnell:


My wife Kirsteen and children Justine and Kirk who understood my sacrifice and its impact upon them. Richard Mullender and Marwan Mery, who both introduced and mentored me as I retired after thirty years of service and transitioned into the corporate world. They have also written incredible books on negotiation and encouraged me to take on that fresh challenge.









Introduction


Who relishes the prospect of negotiating? Most of us fear it. But, at home and at work, we find ourselves having to negotiate almost every single day of our lives. So much always seems to ride on every negotiation in life. From getting your toddler to go to bed at night, through getting a pay rise at work, to buying the house of your dreams.


If we’re brutally honest, it’s hard to think of anything more thankless or less appealing. Negotiating is a necessary evil – it only happens when you’ve failed to persuade someone else to do what you want them to do. Which means you’re probably dealing with someone who’s unhappy, upset or even angry. What happens if you screw it up? What if that person’s important to you – just as important as the thing you can’t agree about? What if the situation needs to be sorted out quickly because something or someone else vitally important depends on it?


It’s stressful. And who truly enjoys that kind of stress?


Think of this book as ‘stress inoculation training’. The event in itself is not stressful; it is our inability to cope with it that makes it stressful. This book will give you that ability.


In negotiation we often feel that the balance of power is stacked against us. That feeling can be reduced considerably by training, practising and rehearsing before deployment in a live situation. Which is why we wrote this book: to show you how professionals approach negotiation and to help you be better prepared for whatever negotiation comes your way.


As full-time professional negotiators, we have our own philosophy on what negotiation is all about. As a police hostage negotiator, Kirk was trained by and worked with some of the best negotiators on the planet. People whose only goal was to help others out of situations when they could not figure a way out on their own.


As Kirk says:




‘We engage people in many difficult circumstances without judgement, and never at any time did I feel that I was under extreme pressure. Nor did I ever think that I ‘won’ anything. Negotiation is not a win-lose option, as so many people think it is. Even the armed criminals who went to jail at the end of a siege still managed to get the best out of a potentially terrible deal.’





Both of us share this philosophy: negotiation is not a zero-sum game with one winner and one loser. Real life is not like TV shows such as The Apprentice or Succession. Reading this book will not instantly empower you to crush your opponents. It is possible, desirable even, for every side to come out of the negotiation well. If you are clear on what you need from the negotiation – what your ‘win’ is – even if the other side is celebrating their own victory, you’ll have something to celebrate too.


Negotiation is nuanced


We’ve done a lot of negotiating in our careers. This book tells our stories. It combines our experiences from dramatically different types of negotiations to offer you a series of practical, real-life examples on how to be prepared for and conduct whatever negotiation you might be facing. What holds true for keeping a hostage alive might hold the key to getting your toddler off to bed. Or for negotiating with your wedding caterer. Or agreeing a pay rise with your boss or a contract with a new client. And, for those in a real hurry, each story ends with a summary of the key negotiation lessons that are transferable to most environments.


There’s a plethora of so-called experts who tell you how to negotiate. ‘Circus conjurers’, we call them – people who show you the tricks of the trade and promise the earth. We don’t believe circus conjurers hold the answers. We have a healthy disregard for those who teach negotiation cynically, use psychology to trick people into agreement or promise crushing victory over your opponents. Negotiation is not the same as manipulation.


Manipulation is where we influence the behaviour of others for personal gain. Influence is something quite different. Influence is about provoking change for the benefit of everyone – with good intentions. We commence every negotiation with good and fair intentions for everyone involved.


We urge you to do the same.


All the concepts covered in this book have as their starting point good intentions and authenticity. When the party you are negotiating with recognises them as such, you will be met with a level of respect rather than mistrust and they will move your dialogue forward.


Trust is at the centre of this approach – that feeling of certainty that those with whom we are negotiating get it, that they see us as reliable partners who find solutions that they can live with. It may not make for good TV (which is not to say you won’t find plenty of adrenaline-inducing stories in the book), but our approach works better in the real world, which is where you have to negotiate.









How to use this book


This book is for people who find themselves having to negotiate across a whole range of topics but who don’t want to plough through a four-inch-thick theoretical textbook or who find an oversimplified list of negotiation platitudes unsatisfyingly superficial. It’s written to reassure you that you’re not alone. Negotiating can be stressful, intense and lonely. But you’ve got us with you now, and we’re going to help make you a lot more resourceful, show you the right attitude and give you a versatile toolkit for approaching each situation you face.


Everything you will learn has been tested in extreme circumstances. Together they are a collection of skills that allow you to connect with people in a way that helps them see a situation from a different perspective and change their mind – which creates much better outcomes for you.


In this book you’ll find twenty-two stories relating real-life negotiations we’ve conducted. Some are long, some short. Hopefully you’ll never have to convince a gangster to surrender his sidearm or secure the release of colleagues taken hostage by guerrilla forces, but even if you don’t, each story contains lessons that have universal applicability. You’ll see the repeating themes and behavioural patterns that colour almost all negotiations, including the ones you have had or are yet to have.


We’ve organised the stories thematically into sections to help you navigate the main styles of negotiation situations. You’ll see our philosophy running through each scenario and how it has shaped the process of the negotiation and its outcome. Dip into the stories individually or thematically. They’re written to be accessible to you when you need help the most.


They aren’t intended to tell you what to do; despite what some people say, there is no magic script you can follow to ‘win’ the deal, no one-size-fits-all approach. Instead, they’ll allow you to draw parallels with your personal situation, prepare you for the twists and turns ahead and give you the courage to try new things – the things that have worked for us.


Right at the end of the book you will find a glossary of terms. Every now and again we have used technical terms which we use in our respective spheres of work – the glossary explains what they mean.









PART 1





The Key to any Negotiation: Empathy


Hostage negotiators have learned never to use the phrase, ‘I understand’. Why? Because it is usually met by the other person shouting: ‘how could you possibly understand?’.


Empathy is not:




• walking in the other person’s shoes


• feeling their pain


• sympathising with them


• solving their problems





Empathy is the recognition and articulation of another’s emotional state and their context.


When we listen properly and when we get it right, we can reframe what we hear and see without being confrontational – to the point where we elicit the response:




• ‘yes’


• ‘exactly’


• ‘you’re right’





In that moment we move to an area of mutual agreement and understanding. It is only when others feel heard and understood that they are open to anything we might say. For the first time we are in agreement about something. Before that moment, we have been wasting our breath. We must free the emotional part of the brain before we can access the logical part, regardless of how long that takes.


So, negotiation is all about context and empathy. In almost every siege, suicide, hostage intervention or business negotiation we have conducted, empathy has been the key to unlocking a ‘trapped mindset’. Usually the solution lies within the underlying unresolved emotions of the other person – this is often what is at the heart of the conflict.









CHAPTER 1





Start by opening up options, not closing them down


The outskirts of Glasgow. A man – let’s call him Jack – had discharged a firearm from the upstairs window of a split-level flat. Armed police surrounded the block of flats, to contain the person involved and protect members of the public in the area.


Each officer took up a position around the outer perimeter of the block to observe the windows of the flat Jack was believed to be occupying. Once in place, the occupants of nearby houses were told to remain indoors and members of the public nearby were moved to a safe distance.


My brief was to engage Jack, the perpetrator, and attempt to negotiate his safe surrender. I was part of a four-person negotiation team. We decided on our strategy for engagement.


We tried to engage Jack in conversation. For the first few hours, he did not respond. We called him repeatedly on his mobile phone but he refused to pick up. But as others had seen movement inside the house, we knew that he was safe and well.


Eight long hours followed. We advertised our presence at his front door and texted reassuring messages to his mobile. We said that we were only trying to provide him with options that would be good for him. A relative of the man made us aware that he had taken some substances that would make him more difficult to reach for a little while.


In a situation like this, the primary need is for safety; safety for the public, safety for the neighbourhood, safety for our team and safety for the perpetrator. Which means you can never be in a hurry. We made no demands and our offer to talk was on the table for as long as necessary. As my working day drew to a close, our team had not yet opened any dialogue with the man. Our handover briefing to the team replacing us overnight was lengthy because we needed to ensure they understood the situation completely before we headed home.


When I checked in the following morning, I was informed that no progress had been made with Jack by the night-shift team. I drove straight to the location wondering how we would close this deal.
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