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SYNOPSIS [FROM THE COVER] 
“A riveting, indispensable handbook of negotiation principles culled and perfected from Chris Voss’s 
remarkable career as a hostage negotiator and later as an award-winning teacher in the world’s most 
prestigious business schools. From policing the rough streets of Kansas City, Missouri, to becoming the 
FBI’s lead international kidnapping negotiator to teaching negotiation at leading universities, Voss has 
tested these techniques across the full spectrum of human endeavor and proved their effectiveness. Those 
who have benefited from these techniques include business clients generating millions in additional 
profits, MBA students getting better jobs, and even parents dealing with their kids.” 

 

QUOTES ABOUT HOSTAGE NEGOTIATING  
“[FBI] techniques were the products of experiential learning; they were developed by agents in the field, 
negotiating through crisis and sharing stories of what succeeded and what failed. It was an iterative 
process, not an intellectual one, as we refined the tools we used day after day. And it was urgent. Our 
tools had to work, because if they didn’t someone died.” 
  
“What were needed were simple psychological tactics and strategies that worked in the field to calm 
people down, establish rapport, gain trust, elicit the verbalization of needs, and persuade the other guy of 
our empathy.” 
  
“It all starts with the universally applicable premise that people want to be understood and accepted. 
Listening is the cheapest, yet most effective concession we can make to get there. By listening intensely, a 
negotiator demonstrates empathy and shows a sincere desire to better understand what the other side is 
experiencing.” 
  
“The whole concept, which you’ll learn as the centerpiece of this book, is called Tactical Empathy. This is 
listening as a martial art, balancing the subtle behaviors of emotional intelligence and the assertive skills 
of influence, to gain access to the mind of another person. Contrary to popular opinion, listening is not a 
passive activity. It is the most active thing you can do.” 
  
“Negotiation serves two distinct, vital life functions—information gathering and behavior influencing—
and includes almost any interaction where each party wants something from the other side. Your career, 
your finances, your reputation, your love life, even the fate of your kids—at some point all of these hinge 
on your ability to negotiate.” 
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“Effective negotiation is applied people smarts, a psychological edge in every domain of life: how to size 
someone up, how to influence their sizing up of you, and how to use that knowledge to get what you 
want.” 
  
“Good negotiators, going in, know they have to be ready for possible surprises; great negotiators aim to 
use their skills to reveal the surprises they are certain exist.” 
  
“One of the reasons that really smart people often have trouble being negotiators—they’re so smart they 
think they don’t have anything to discover.” 
  
“Great negotiators are able to question the assumptions that the rest of the involved players accept on 
faith or in arrogance, and thus remain more emotionally open to all possibilities, and more intellectually 
agile to a fluid situation.” 
  
“The less important he makes himself, the more important he probably is (and vice versa). We would later 
find out there was only one other bank robber, and he had been tricked into the robbery.” 
  
QUOTES ABOUT NEGOTIATING TACTICS 
“The goal is to identify what your counterparts actually need (monetarily, emotionally, or otherwise) and 
get them feeling safe enough to talk and talk and talk some more about what they want.” 
  
“Going too fast is one of the mistakes all negotiators are prone to making. If we’re too much in a hurry, 
people can feel as if they’re not being heard and we risk undermining the rapport and trust we’ve built.” 
  
“When we radiate warmth and acceptance, conversations just seem to flow. When we enter a room with a 
level of comfort and enthusiasm, we attract people toward us. Smile at someone on the street, and as a 
reflex they’ll smile back. Understanding that reflex and putting it into practice is critical to the success of 
just about every negotiating skill there is to learn.” 
  
“When people are in a positive frame of mind, they think more quickly, and are more likely to collaborate 
and problem-solve (instead of fight and resist). It applies to the smile-er as much as to the smile-ee: a smile 
on your face, and in your voice, will increase your own mental agility.” 
  
KEY STEPS IN NEGOTIATION 
1.  Use the late-night FM DJ voice.   
2.  Start with “I’m sorry . . .”  
3.  Mirror.          
4.  Silence. At least four seconds, to let the mirror work its magic on your counterpart.          
5.  Repeat.  
  
“Mirrors work magic. Repeat the last three words (or the critical one to three words) of what someone has 
just said. We fear what’s different and are drawn to what’s similar. Mirroring is the art of insinuating 
similarity, which facilitates bonding. Use mirrors to encourage the other side to empathize and bond with 
you, keep people talking, buy your side time to regroup, and encourage your counterparts to reveal their 
strategy.” 
  
“Once you’ve thrown out a label, be quiet and listen. We all have a tendency to expand on what we’ve 
said, to finish, “It seems like you like the way that shirt looks,” with a specific question like “Where did 
you get it?” But a label’s power is that it invites the other person to reveal himself.” 
  
FINDING COMFORT IN “NO” 
“So let’s undress “No.” It’s a reaffirmation of autonomy. It is not a use or abuse of power; it is not an act of 
rejection; it is not a manifestation of stubbornness; it is not the end of the negotiation.” 



  
“No”—or the lack thereof—also serves as a warning, the canary in the coal mine. If despite all your 
efforts, the other party won’t say “No,” you’re dealing with people who are indecisive or confused or who 
have a hidden agenda. In cases like that you have to end the negotiation and walk away. Think of it like 
this: No “No” means no go.” 
  
“You provoke a “No” with this one-sentence email. Have you given up on this project?” 
  
“As you’ll soon learn, the sweetest two words in any negotiation are actually “That’s right.”  
  
“In hostage negotiations, we never tried to get to “yes” as an endpoint. We knew that “yes” is nothing 
without “how.” And when we applied hostage negotiating tactics to business, we saw how “that’s right” 
often leads to the best outcomes.” 
  
“And every time we got the worst possible answer—“You’re right.” He agreed, in theory, but he didn’t 
own the conclusion.” 
  
To get real leverage, you have to persuade them that they have something concrete to lose if the deal falls 
through.  
  
HOW TO GET LEVERAGE 
1. ANCHOR THEIR EMOTIONS  
2. LET THE OTHER GUY GO FIRST . . . MOST OF THE TIME.  
3. ESTABLISH A RANGE   
4. PIVOT TO NONMONETARY TERMS   
5. WHEN YOU DO TALK NUMBERS, USE ODD ONES  
6. SURPRISE WITH A GIFT  


