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Introduction

Keep a poker face. Don’t get emotional. Remain cool and rational. Don’t let them get to you. Good advice for negotiating? It used to be. Most researchers and academics, until fairly recently, ignored emotion completely in negotiation and focused instead on the cognitive and rational aspects of the bargaining process.1 Formerly, emotion was considered to be an obstacle to a good negotiated outcome and a foe to an effective bargaining process. This view was encapsulated in one of the elements of principled negotiation: “separate the people from the problem.”2 Although this element allows for a constructive discussion of emotion in negotiation, as anyone who has negotiated with a very difficult counterpart can attest, the person and the feelings that the interaction creates often become the problem.

Emotion is an integral and essential part of the human experience and, thus, inherent in negotiation. Think back to a recent negotiation that you were involved in. Were you fearful that your counterpart in the negotiation would be better prepared or more skillful? Perhaps you were hopeful that the facts favored you and that your alternatives were much better than those of your counterpart. Were you anxious because your career possibilities were tied to the outcome, such as a good grade? During the negotiation, were you surprised by some new facts you didn’t know or made angry by the condescending attitude of the other negotiator? And at the end, were you elated at the outcome, or did you end up with buyer’s remorse?

These are just a few of the emotions you may have felt during a negotiation. What about the emotions of your client or the other party? What about the emotional state you came with to the negotiation? Perhaps your mood was triggered by events unrelated to the negotiation, such as the coffee you spilled on your new, expensive suit or the speeding ticket you got on the way.3 It is not surprising that we have been described as being in “perpetual emotion”4 and that we often negotiate under the influence of emotion.

Recently, scientists and academics have embraced the study of emotion in negotiation, and numerous books, studies, and articles have flowed from this interest. Their research has revealed that the former view of emotion in negotiation, which considered emotion as an enemy and calm rationality as the goal, was limited in many respects. For example, evidence from the neurosciences5 has shown that instead of being in opposition to reason, emotion is an integral part of reason and decision making. In fact, an absence of emotion has been found to have the same disruptive effect on decision making as strong negative emotion.6 And suppressing an emotion has been found to result in impaired cognitive ability7 and recall.8 Also, ignored or suppressed emotions can be messy because they tend to surface and make themselves heard, usually at the most inopportune time.9

There are other reasons not to ignore or suppress emotion. Emotion plays many important roles: it motivates us to act; it provides us with important information about ourselves, the other party, and the negotiation; it helps organize and sharpen our cognitive processes; and it enhances the process and outcome of a negotiation when used strategically. While the emotion we experience provides us with information, the emotion we display provides information to others that can be an incentive or deterrent to their behavior. In particular, “[n]egative emotions serve as a call for mental or behavioral adjustment whereas positive emotions serve as a cue to stay the course.”10 In a negotiation, the party who expresses a positive emotion may be signaling the importance of an interest or issue that may help in expanding the pie and brainstorming. In contrast, the party who expresses a negative emotion may be signaling that a reservation point or limit is close. Further, a negotiator who expresses anger may be revealing the strength of his alternatives.11

It is becoming increasingly clear that in order to become a truly skillful negotiator, it is important not only to employ cognitive strategies and skills but also to be emotionally intelligent. Negotiating using cognitive strategies and skills alone is like building a house with tools and materials to construct the outside but no tools and materials to finish the interior. The whole tool box of emotion and cognitive skills is needed to enrich, enhance, and inform the negotiation experience. There are many advantages to being an emotionally intelligent negotiator. For example, an emotionally intelligent negotiator is able to gather more and richer information about the other side’s underlying interests and reservation points; can more accurately evaluate risk, which leads to better decision making; can better perceive opportunities to use negotiation strategies and tactics that involve emotions; and can more successfully induce desired emotions in negotiation opponents.12

This chapter discusses various techniques and tools related to becoming a more emotionally intelligent negotiator. To a large extent, these discussions follow the broad dimensions of emotional intelligence put forward by Peter Salovey and John Mayer13: emotional awareness and perception (in self and others), regulation of emotion, and the use of emotion in creative and adaptive ways.

Emotional awareness—being aware of our own feelings as well as those of others—is key to becoming an emotionally intelligent negotiator, but it is elusive in many ways. Understanding the language of emotion and tuning into our body are just two methods, discussed below, that enhance emotional awareness and perception. Research shows that we are very accurate in our reading of the non-verbal emotional signals of others. And it is through such valuable non-verbal information that others reveal their interests, issues, limits, and alternatives, even when they are unaware that they are doing so. Although the focus of this chapter is on your emotions and those of the other side in a negotiation, much of the discussion also applies to the client you represent—particularly that found in the section “Perception of Emotions in Others” below.

It is important to deal with strong negative emotions as they arise because negotiations tend to foster such emotions. While in their grip, clear thinking is difficult. We may say and do things that we later regret. We may even give away information that we would rather keep concealed. The techniques and tools presented for dealing with strong negative emotions help keep negotiations on track in the midst of tumultuous emotional upheaval and enhance a positive environment for achieving maximum joint gains. Part of regulating strong negative emotions is learning to anticipate them by understanding and identifying the trigger points that induce them.

Becoming an emotionally intelligent negotiator involves not only being aware of and regulating emotions, but also using emotions in creative and adaptive ways. As such, we examine current research on the effect of positive and negative emotions and how to use such emotions strategically in negotiations. The section “Putting It All Together” below provides practical information on how to use emotion in a negotiation in a learned and principled way to achieve a desired outcome.

Emotional Awareness

Emotional awareness can be elusive for many reasons. Although we swim in a “sea of emotions”14 and are in a state of “perpetual emotion”15 many of us are not aware of what we are feeling, especially when we are intellectually engaged. It is usually only when we are experiencing a strong emotion or feeling that we become aware of it—particularly when it is a negative one.

There is, however, no evidence that we are conscious of all of our feelings, and much to suggest that we are not. For example, we often realize quite suddenly, in a given situation, that we feel anxious or comfortable, pleased or relaxed, and it is apparent that the particular state of feeling we know then has not begun on the moment of knowing but rather sometime before.16

We have another significant challenge to becoming emotionally aware: we may find it hard to identify particular emotions we are feeling. Part of the difficulty with identifying emotions is that they can masquerade as other feelings. For example, anger can mask fear, shame, hurt, or self-doubt. If we want to become emotionally aware, we must become adept at unbundling and identifying feelings so that they can be acknowledged and dealt with. Douglas Stone, Bruce Patton, and Sheila Heen17 suggest that “simply becoming familiar with the spectrum of difficult-to-find emotions may trigger a flash of recognition.” Thus, understanding the spectrum of emotions and becoming fluent with the language of emotion can greatly assist in building emotional awareness.

The Language of Emotion

Although most of us struggle to put emotions into words, there are literally thousands of words in the English lexicon to describe different emotions18 and hundreds of definitions of emotion.19 Here are a few:

[A]n emotion is a felt experience … When someone says or does something that is personally significant to you, your emotions respond, usually along with associated thoughts, physiological changes, and a desire to do something.20

[M]ost agree in defining emotions as brief, rapid responses involving physiological, experiential, and behavioral activity that help humans respond to survival-related problems and opportunities. Emotions are briefer and have more specific causes than moods.21

I take emotion to refer to a feeling and its distinctive thoughts, psychological and biological states, and range of propensities to act. There are hundreds of emotions along with their blends, variations, mutations and nuances. Indeed, there are many more subtleties of emotion than we have words for.22

Most definitions of emotion refer to several components: the feeling of the emotion, thoughts arising out of or in association with the feeling, the physiological changes (for example, changes in heart rate and blood pressure), and the urge to act. These components are important because they allow us to better understand emotions and also create different tools for dealing with them. For example, understanding the thoughts associated with particular emotions allows us to cool those emotions down by applying different labels to them, changing the nature of our thoughts about them, or stopping those thoughts altogether. An understanding of the physiological changes related to emotions allows us to recognize emotions earlier through bodily awareness. There is also a behavioral component to emotion—a propensity to act or a desire to do something. Certain emotions, through physiological changes, prime us to react physically, which can have disadvantages at the negotiation table. When someone is angry, for example, blood rushes to the extremities so that there is less blood to service the higher centers of brain function. This physical reaction provides a very cogent reason for learning to recognize and deal with anger before it can affect our behavior and cloud our thinking.

The primary emotions, of which all other emotions are blends, are sadness, anger, fear, enjoyment, love, surprise, disgust, and shame.23 However, even these primary emotions may be difficult to identify.24 Figure 9.1 describes a few emotions that are hard to recognize and the feelings with which they are associated. Although figure 9.1 presents only a very short list of emotions, a recent survey of emotional descriptors from thesauri produced a list thousands of words long that, when narrowed down to “discrete emotional concepts,” resulted in 412 discrete emotions.25 These findings underline how extensive and rich the human emotional experience truly is. Figure 9.2 lists a number of positive and negative emotions that negotiators should be aware of, not only in themselves, but also in the other side.

Hard-to-Find Feelings Figure 9.1

Love


Affectionate, caring, close, proud, passionate



Anger


Frustrated, exasperated, enraged, indignant



Hurt


Let down, betrayed, disappointed, needy



Shame


Embarrassed, guilty, regretful, humiliated, self-loathing



Fear


Anxious, terrified, worried, obsessed, suspicious



Self-Doubt


Inadequate, unworthy, inept, unmotivated



Joy


Happy, enthusiastic, full, elated, content



Sadness


Bereft, wistful, joyless, depressed



Jealousy


Envious, selfish, covetous, anguished, yearning



Gratitude


Appreciative, thankful, relieved, admiring



Loneliness


Desolate, abandoned, empty, longing



Source: D. Stone, B. Patton & S. Heen, Difficult Conversations (New York: Penguin Books, 1999) at 96.

Emotion Words Figure 9.2

Positive Emotions

Excited

Glad

Amused

Enthusiastic

Cheerful

Jovial

Delighted

Ecstatic

Proud

Gratified

Happy

Jubilant

Thrilled

Overjoyed

Elated

Relieved

Comforted

Content

Relaxed

Patient

Tranquil

Calm

Hopeful

In awe

Wonder

Negative Emotions

Guilty

Ashamed 

Humiliated

Embarrassed

Regretful

Envious

Jealous

Disgusted

Resentful

Contemptuous

Impatient

Irritated 

Angry 

Furious

Outraged

Intimidated

Worried 

Surprised

Fearful

Panicked

Horrified

Sad 

Hopeless

Miserable

Devastated

Source: R. Fisher & D. Shapiro, Beyond Reason (New York: Penguin Books, 2005) at 13.

Figure 9.3 presents another categorization of emotions that is helpful in dealing with strong negative emotions: hot and cool feelings.26 By being able to identify and label hot and cool feelings, we can start to use techniques to move away from hot feelings, which can derail a negotiation, toward cool feelings.

Hot and Cool Feelings Figure 9.3

Hot Feelings


Cool Feelings



Rage, fury and anger


Annoyance and irritation



Despondency, despair, depression and pessimism


Sadness



Severe guilt, intense remorse


Regret



Self-worthlessness, self-hate 


Self-disappointment



Severe hurt


Mild bruising



Anxiety, fear and panic


Concern



Source: S. Stein & H. Book, The EQ Edge: Emotional Intelligence and Your Success (Toronto: Stoddart Publishing, 2000) at 45.

Physical Signs and Feelings Figure 9.4

Feelings


Physical Signs



Anger


Hands-on-hips posture, pounding heart, sweating and rapid breathing



Rage

Fury
Clenched fists 

Cold-focused stare, loud and rapid speech

Depression

Despair

Despondency
Fatigue

Weighted-down posture

Slouching, staring into space, a slow, hesitant voice and frequent sighing

Anxiety


Restlessness, pounding heart, rapid breathing



Fear

Panic
Aching muscles and headaches, tension in neck and shoulders



Source: S. Stein & H. Book, The EQ Edge: Emotional Intelligence and Your Success (Toronto: Stoddart Publishing, 2000) at 48.

Emotional Self-awareness

The “main stage” or “theatre”27 for all emotions is the body because emotions and bodily responses are so closely linked. It is in the body that the first indicators of an emotion are felt and can be recognized. When strong negative emotions are recognized early, they can be dealt with more effectively, and the reasons why they arose can be addressed more quickly. The ability to recognize emotions—especially strong negative emotions—in the body is made easier by understanding their corresponding physical signs. Figure 9.4 presents the physical signs associated with anger, rage, fury, depression, despair, despondency, anxiety, fear, and panic.

So, how do you become aware of your emotions as they arise? By tuning in to what your body is telling you. You may be thinking that with so much going on during a negotiation and with so much other information to track, tuning in to your body as well may not only be difficult but impossible. However, the more often you tune in to your body and listen to what it is telling you, the easier and faster recognizing emotions will become. Do it right now. Is there tension in your upper back and neck as you bend over to read this book? How about your head? Do your legs feel fine or are the muscles in your calves clenched? How about your knees? Is there general muscle tension? How does your gut feel? Are you feeling anxious trying to get this chapter read in time for class? Excited by the new concepts? Bored? (I hope not!) So how long did that check take? About 30 seconds? By learning how your body reveals your inner emotional state, you will not only be more aware of what you are feeling but also be able to discover the onset of emotional states more quickly.

Another technique for becoming aware of your emotions is taking an emotional “temperature” check. Roger Fisher and Daniel Shapiro28 suggest that you can do this by asking three questions during a negotiation.

Are your emotions

Out of control? Past the boiling point. You are already saying things that are better left unsaid.

Risky? Simmering. They are too hot to be safe for long.

Manageable? Under control. You are both aware of them and able to keep them in check.

If you are finding it hard to avoid berating the other negotiator or to concentrate on anything other than your emotions, then you are at least at the risky point.29

Perception and appraisal of one’s own emotions are central to emotional intelligence. However, equally important in becoming emotionally intelligent is recognizing and dealing appropriately with the emotions of others.

Perception of Emotions in Others

There is a significant advantage to being able to accurately read emotional cues displayed by others during a negotiation. Such cues could well provide information about their reservation point, underlying interests, and constraints that might not otherwise be revealed in conversation. For example, a person might be agitated or display a strong negative emotion such as anger as she approaches her reservation point. A person might show signs of embarrassment when questions are asked about information that he does not want to reveal. People also provide important information on how they cope with such feelings. For example, a person may have an angry facial expression but a tight and controlled body posture. This disconnect may indicate unawareness, denial, or repression. Conversely, a person may have an angry facial expression together with a menacing posture and loud speech. In this case, the person may still be unaware of his feelings but is willing to express them.

It will come as no surprise that most information about emotion is transmitted non-verbally. What is surprising is that research on the general communication of information has found that only 7 percent of communication is verbal while the remainder—a huge 93 percent—is non-verbal.30 These findings indicate that we get far more information from non-verbal language than we do from spoken words. However, since there is such a myriad of non-verbal information, it is often difficult to figure out what is important and what is just extraneous. Also, some of the popular literature on reading body language erroneously puts forward single and absolute interpretations of gestures—such as crossed arms always signal hostility—without taking into consideration the context of the gesture or the person’s typical gestures.

Robert Bolton has developed several guidelines for interpreting non-verbal language that are simple, practical, and effective.31 He suggests that we focus attention on the most helpful cues; read non-verbal language in context; note incongruities; and be aware of our own feelings and body language.

In terms of where to focus attention, most behavioral scientists agree that the face is the most important source of information about emotions. As noted by Paul Ekman and Wallace Friesen:

The rapid facial signals are the primary system for expression of emotion. It is the face you search to know whether someone is angry, disgusted, afraid, sad etc. Words cannot always describe the feelings people have; often words are not adequate to express what you see in the look on someone’s face at an emotional moment.32

We are remarkably accurate in our ability to perceive emotion in others by looking at their eyes and surrounding facial tissue, and it appears that we may be hard-wired for such perception.33 Without any training, we are able to differentiate among many subtle emotions using only this facial area. Perhaps this is why advice about keeping a poker face and displaying no emotion during negotiations is so popular. One caution: when observing facial expressions of the other side, it is advisable to do so in a way that appears natural and non-threatening. You certainly don’t want them to become anxious due to your surveillance of them.

An unexpected increase in non-verbal liveliness can also tell us what is important to a person. We have all been involved in conversations where we or the other person suddenly becomes animated, as if there has been an extra energy boost. Determining which topic was under discussion during a time of increased animation will reveal what matters to a person. This technique may be of particular assistance when determining underlying interests during a negotiation or in understanding a person more fully.

No single gesture ever stands alone; it usually forms part of a pattern. In addition, a gesture does not have the same meaning from one individual to another. Thus, gestures must be interpreted and understood in the context of the situation.34 This context includes other body movements that are made at the time, the person’s words at the time, and the typical gestures of that person. If a person seldom crosses her arms, when she does it could well mean that she is distancing herself from the topic under discussion or indicating hostility. However, if she tends to cross her arms all the time, especially when she is relaxed, then you will know when she is relaxed. Sudden changes, especially changes in the position of the torso, can convey important information. Sudden leaning forward or moving backward may indicate the level of interest in the discussion; however, it is important to take the individual’s typical movements into account before drawing such conclusions.

Another guideline for interpreting non-verbal behavior is to note any incongruities between the words spoken and the body language displayed. For example, shouting the words “I am not angry” while appearing red in the face and banging the table shows a big discrepancy. When there is such disconnect between the words spoken and the body language displayed, both messages are important. A person who bangs the table while denying anger is clearly conflicted about feeling angry and most likely unable to admit to such feelings.

Surprisingly, we can become better aware of what other people are feeling through our own feelings. There is new research indicating that the brain contains neurons, called mirror neurons, that respond in the same way to others’ emotions as if we were feeling the emotions ourselves.35 Scientists have postulated that these types of neurons underlie the human capacity for empathy. It is possible that mirror neurons might even be related to the unconscious activity of mirroring the actions of others when we are in sync with them during a conversation. In fact, therapists mirror the actions of patients intentionally to better understand what they may be feeling.

Emotions are contagious. Perhaps one reason some movie stars get paid incredible amounts is that they are able to make us feel good; when they smile, we smile. In a negotiation, if another person is tense or anxious, we may also start feeling that way in response. Our reaction to the emotions of others may also explain how things can get emotional so quickly in a negotiation—we may “catch” a strong negative emotion by seeing it displayed by another person. The expression “he made me so mad” has new meaning based on these recent findings from the neurosciences. The idea that an emotion we feel may not even originate with us makes it even more important to be able to deal with strong negative emotions as they arise in a negotiation.
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