9.13S - A botched order

 
Objectives:- to be able to negotiate your way past a botched order

Trainer Notes

Answers to prep activity: 1-to see, 2-expecting, 3-disappointing, 4-were supposed, 5-see, into, 6-either, 7-that, 8-taken aback, 9-running out, 10-wouldn't be

3 Tips - suggested answers:

· Don't give in right away - why not?

· o Doing so causes the other party to give less value to your offering, and it makes them wonder why you gave in so easily. Various research shows that the top 20% of negotiators rarely, if ever, give in on the first shot.
· Always get something in return for your concessions - why?

· o It's not a bad thing to give in to someone's request, but effective negotiators always ask for something in return for each and every concession they make. 
· Know your walk away point - why?

· o Not all negotiations end with you getting exactly what you want. That's why the best negotiators know what concessions they're willing to make up front.
Answers - Exercise 4: Different Strokes

	you do not expect to deal with people ever again and you do not need their goodwill
	"play hardball" - seeking to win a negotiation while the other person loses out.

	there is a great deal at stake in a negotiation
	prepare in detail and legitimate "gamesmanship" to gain advantage.

	resolving disputes with people with whom you have an ongoing relationship
	honesty and openness are almost always the best policies.


 

PREPARATION EXERCISES
Choose the right word in each of the sentences below from within the brackets:

1. I was surprised (to see/by seeing) that the green box had been moved.

2. We were (expecting/waiting for) the usual 20% discount.

3. Lately, your order processing has been (disappointing/disappointed).

4. You (were supposed/should have) to send 30 instead of 50.

5. Unless I (saw/see) an improvement in how you handle our orders, we shall have to look (to/into) dealing with another supplier.

6. I believe this is the third time in the past year that you have (screwed up/mishandled) our order.

7. We had agreed (to/with/that) any orders over €500 would be exempt from shipping charges.

8. We were a little (taken aback/appalled) by the sudden change in payment terms.

9. We are (running out/falling short) of patience.

10. I wish you (wouldn't be/shouldn't be) so careless.

 Discuss the following questions:

1. NEGOTIATION: What makes a good negotiator? Why are children master negotiators? Are great negotiators born or made? Is it possible to turn a ‘poor' negotiator into a good one? Is it largely a matter of self-confidence?

 2. WRONG!: Have you ever had to negotiate with a supplier over a botched operation of some sort? What was the outcome? If not, how would you negotiate with a supplier when you get the wrong order?

 3. THREE TIPS: What would you say are the top three tips to successful negotiation?

 4. DIFFERENT STROKES FOR DIFFERENT FOLKS: When to use what tactic? Match left column to the right one.

	You do not expect to deal with people ever again and you do not need their goodwill.
	- prepare in detail and legitimate "gamesmanship" to gain advantage.

	There is a great deal at stake in a negotiation.
	- honesty and openness are almost always the best policies

	Resolving disputes with people with whom you have an ongoing relationship.
	- "play hardball", seeking to win a negotiation while the other party loses out.


5. NEGOTIATE - QUICK ROLE PLAY
Student:

You order 250 silver bath fittings from a trusted supplier, at $3.50 per fitting. You have recently heard that they are supplying the same quality fittings to a new competitor company for $3.00. Firstly, the 250 silver bath fittings turned up 2 days later than promised, ensuring that they missed your ‘new season promotion campaign' in which they were meant to be featured, and also when they turned up 50 were brushed silver! Is your relationship being tested, and your loyalty abused? What do you do? Negotiate.

Teacher:
You supply quality bath fittings - you supply to two main competitors in the local area (one of which is an old trusted customer, and a newly opened franchise that are set to be big!) You sell at $3.00 to the new franchise because you want to get the contract and be their ‘trusted suppler'. However, you do not want to loose your ‘reliable, faithful clients'. Selling at $3.00 is really minimising your profit, and is just an introductory offer, but you don't want the other company finding out! The delivery was late because you had a few drivers off sick. You knew that 50 were wrong, but were hoping that they wouldn't notice/mind, and was relying on your ‘relationship history' to get away with it. You don't want to loose this client - negotiate.
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