NEGOTIATION  - 4 Stages to Effective Negotiation –  Doc.1
STAGE 1 – Creating a friendly atmosphere
a) if you work in a shop: 
- Greet the customers 
- Let them some time to focus on their shopping
- Then offer your help. Avoid yes/no questions, don’t ask ‘Can I help you?’, but ‘What can I do for you?’ 
b) I you are visiting a customer: 
- Greet your customer, introduce yourself and thank them for their time. 
- Then remind them of the purpose of your visit.
=> In any case, break the ice. Do not hesitate to make small talk and practise active listening. 
STAGE 2 – Exploring and discovering 
- Get to know each other. Gather information about your customer’s needs. It can only obtained by a step-by-step sequence but this phase shouldn’t be too lengthy. - Do not hesitate to ask for relevant details. 
- At the end of this stage, recapitulate your customer’s needs, priorities and requirements.
STAGE 3 – Bidding, discussing and reaching an agreement
Now that you have enough information, the bargaining process may start. 
- Make a bid. Your customer will probably make a counter offer. This is sometimes called the ‘arguing’ phase, but keep in mind that you need to be collaborative, not aggressive. Present your arguments clearly, concisely and with confidence.
- Respond to your customer’s views or arguments by minimizing their benefits and put forward all the benefits of yours but be ready to compromise.
- Show your customers that you are ready to move forward or move towards concession to reach an agreement. 
STAGE 4 – Closing the deal 
This phase must focus on ensuring mutual understanding and reaching mutually satisfactory agreement. 
Summarise the most important points of the negotiation. 
Now that the deal is agreed on, it is time to formalise it. The best solution is to get it down into writing. Finally, remember that when negotiating you are also looking to build a future relationship.  
Look at your customer  as a potential partner and source of repeat business.
NEGOTIATION – Worksheet 
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A. Identifying the various steps : read the following statements and decide which steps of the negotiation process ( 1 / 2 / 3 / 4 ) they belong to.
	
	1
	2
	3
	4

	a
	How was your flight?
	
	
	
	

	b
	Is it alright with you if……?
	
	
	
	

	c
	Let’s make sure that we agree on these figures…
	
	
	
	

	d
	How do you feel about changing the color?
	
	
	
	

	e
	That’s a fair suggestion.
	
	
	
	

	f
	It has been a pleasure doing business with you.
	
	
	
	

	g
	From my perspective….
	
	
	
	

	h
	Let’s take a closer look at this problem.
	
	
	
	

	i
	It’s my pleasure to welcome you today.
	
	
	
	

	j
	I don’t have the authority to make that decision by myself.
	
	
	
	


B. https://www.youtube.com/watch?v=G7VWp_U-eo8
- List the different stages and give examples

- Write do’s and don’ts of a successful negotiation
	Do’s
	Don’ts

	-
-
-
-
-
	-
-
-
-
-


