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Holiday Negotiation Tips 
 

Several professional negotia- 

tors were asked to give their 
advice about dealing with 
difficult family members dur- 
ing Thanksgiving, and the 
result was an entertaining  
article in the New York 

Times by Henry Alford on 

November 21, 2014. 

Frederick J. Lanceley, a 

former FBI Agent and 

negotiator, was inter- 

viewed for the article. 

“Just shut up and lis- 

ten”, he advised. 

“People want to be 

heard.” 

Cynthia Arnson, a con- 
flict resolution expert, 

suggested derailing 
some of the age old 

family squabbles by 

distracting everyone. 

Get “some of the cous- 

ins who really like each 

other come and make 

everyone laugh by put- 

ting on a skit.” 

Gary Noesner, former 
FBI Agent and negotiator 
suggested “You have to 

find creative ways to say 
‘I really appreciate your 

point of view, and it’s great to 

have an opportunity to hear 
how strongly you feel about 
that, but my own view is dif- 
ferent’. Try to find ways to 

acknowledge what they are 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Happy Holidays from WICNA 

 
“Just shut 

up and 

listen” 

—Frederick J. Lanceley 

 

saying without agreeing or 

disagreeing with it.” 

The Active Listening Skills 

we use on the job are very 
effective to deal with con- 

flict at holiday family gath- 

erings. Emotion labeling, 
paraphrasing and minimal 

encouragers are great  

tools to make someone 

feel heard. And if your goal 
is diplomacy, try minimizing 

and deflecting instead of 

getting into an argument. 

 

 

The Hostage 

Negotiator 

Game? 

Why Not. 
Designer AJ Porfirio of Van 

Ryder Games has come up 

with a solitaire board game 
where you are the negotiator, 

playing against the game. 

Sounds like a hilarious gift for 

the office Holiday party... 

 

 

Tip for dealing with depression during 

winter months… —Dr. Rakesh Jain, WebMD 

Inside this issue: 
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“See what it was in the 
past that led to trouble, 
whether drinking too 

much alcohol or not exer- 

parties with relative 

strangers, but forgetting 

to connect with friends 

and family," Jain sug- 

in the past has been a 

repeat source of trouble 

and find ways to avoid it. 
If you plan, it's very likely 
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Do you really listen? 3 

cising enough or the de- gests. "Every time de- that you won't be singing    

creased social contact 
that comes from going to 

pression visits, it leaves a 

fingerprint. Look for what 
the blues this holiday 

season. 

Chuck Norris 3 

Conference Photos 4 
 

 

Notice: in May there will 

be a one-day training 

Conference on the 13th 

at WCTC…more info to 

follow! 

 

http://www.wicna.org/
http://www.nytimes.com/2014/11/23/fashion/crisis-negotiators-give-thanksgiving-tips.html?_r=0
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More True Hollywood Celebrity Confessions 
 

Cindy Birdsong, famous for her singing, 
was a member of the Supremes and also 
sang with Patti LaBelle. But in 1969, she 

was in the news for another reason. On 

December 2, Birdsong was kid- 
napped while returning to her apart- 

ment with her then-boyfriend (later 
husband) Charles Hewlett and their 
friend, Howard Meak. The intruder, 

wielding a knife, forced Birdsong to 
tie up the two, then forced her down- 

stairs into her car. Birdsong managed 
to unlock the car door and jump out 

of the vehicle onto the highway to 
safety. Four days later, on December 

6, 1969, Charles Collier, a mainte- 

nance man at 

Birdsong's apart- 

ment, contacted 

police and turned 

himself in. Bird- 

song told police 

that she grabbed 

Collier’s butcher 

knife by the 

blade, and 

needed five 

stitches to close 

the wound. 

 

Cindy Birdsong 

 
 

 

 

 

survey 

Tell us what you think 
Mr. Smith is offering free 
weartests for the following 
products limit one per depart- 

If you click on the above link, it will take 
you to a survey about the 5.11 brand 

products. It is a very short survey, only 8 

questions, provided by: 

Marshall Smith 

5.11 Tactical 

Territory Manager 

WI & IL 

Direct 847-894-3010 

ment 

—-Stryke Patrol Duty Uniform 

(Patrol Uniform) 

—-Zero-G Duty Belt plates 

ALSO, 
He will randomly select three winners of 

the survey respondents 

 

 

1st Prize – Jacket of choice 

2nd Prize – Boots of Choice 

3rd Prize – Moab 6 backpack 

 

Teaching Point 
From the FBI Basic Crisis Negotiation 

Course: 

When dealing with demands, it is impor- 

tant to be open minded and flexible. Let 
the subject make the first offer. Avoid 
saying “No” outright. Repeat the subject’s 

demands but soften or reframe them. If 
you decide to meet a demand, attempt to 

to meet the demand, despite great resis- 

tance, so the subject feels compelled to 

“thank” you. This is called the Rule of 

Reciprocity. 

Don’t raise the subject’s expectations, in 

fact, work to constantly lower expecta- 
tions. Don’t give too much, too soon, 

make it a difficult process to grant even 

media and contact 

with family and 

friends. What are 

non-negotiable? 

Weapons, drugs, 

escape and ex- 

change of hostages. 

When faced with a 

 

 

RULE OF 
RECIPROCITY 

get something in return. Create a sense of 
obligation—give the impression you 
worked very hard on the subject’s behalf 

the smallest request. What are negotiable 
items? Food, drink, money, medical atten- 
tion, prescription medication, access to 

demand, the important thing is to stay 

calm and try to see it as an opportunity. 

https://www.surveymonkey.com/s/8262DS8
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Crisis Negotiation Training for Dispatchers 
Special Agent Jennifer Walkowski, FBI 

 

In addition to teaching the Basic Crisis 
Negotiation Course to groups of tradi- 
tional law enforcement men and women, 
this year I was fortunate enough to pro- 
vide instruction to about 150 Dispatch- 
ers, in several different venues. It was a 
great opportunity for me to learn more 
about their work environment, and the 

unique challenges they face every day. I 
learned that some departments are now 
requiring all Dispatchers to be certified in 
Basic Crisis Negotiation. I think this is a 
positive thing, because even if contact is 
minimal, the first few minutes of a conver- 

sation can set the tone for the entire inci- 
dent, and either help or hinder future 
negotiations. I also learned that there is a 
high turnover rate for Dispatchers, and 
that the work takes a significant emo- 

tional toll on them. A Dispatcher told me, 
“We go through such intense conversa- 

tions, and when we finally turn the call 
over, we have to just go right to the next 

one.” There is no time to decompress, or 

talk about difficult calls. But even worse 
than that, frequently there is no closure 

after a dramatic incident, because Dis- 

patchers are not always included in the 

debriefings. “Sometimes I wonder what 

happened with a particular person, or I 
would like to know what my co-workers 

had to deal with after I hung up.” It might 

be a good idea to think about what we 
can do for our Dispatchers, even if it 

means a little reorganization. The return 
on that investment is greater longevity in 

your Dispatchers, which is good for every- 
one. 

 

Do you really know how to listen? 
 

The Week published an online article in 

May about Crisis Negotiation tips. The 
article, titled “6 Hostage Negotiation 

Techniques that will get you what you 
want” is by Eric Barker, Barking Up the 

Wrong Tree. The tips are culled from the 
FBI’s basic crisis negotiation course, and 

from interviews with former negotiators. 
You can read the article here. The article 
emphasizes how it is much more impor- 
tant to learn how to listen than to think of 
something clever to say. To make some- 
one feel heard, validated 

and respected is the key to a successful 

negotiation. So ask yourself, are you really 
Actively Listening? Are you taking the time 
to build rapport and demonstrate empa- 
thy? If you are not making progress in a 
negotiation, chances are you are skipping 
those first three steps on the Behavioral 
Change Stairway. Are you going immedi- 
ately to step 4, Influence? Do you expect 
the other person to go immediately to  
step 5, Behavior Change? If you follow the 
model, and consistently work through the 

process, beginning with 

 

 

 
Active Listening Skills, you will set yourself 
up for success. It takes time, effort, pa- 
tience and flexibility. And like any achieve- 
ment of value, there are no shortcuts. It 
takes time for an individual to return to a 
normal cognitive functioning level from a 
crisis state. Your job is to provide the sup- 
port for them to get there. If you take the 
time to work through the process, emo- 
tions will lower, and a more rational state 

 

Chuck Norris was once the FBI’s 

Chief Negotiator.  His job involved 

calling up criminals and saying 

 
WHAT?! Movies aren’t real? 

“This is Chuck Norris.” 
There is a very enter- 
taining article about 

the Hollywood por- 

that hostage negotiation is “less “careful game 

of psychological chess’, and more ‘really awk- 

ward first date’”. The article is funny and genu- 

trayal of negotiators online at Cracked. 
The article, by JF Sargent, is titled “4 As- 

pects of Hostage Situations that Movies 
Didn’t Prepare Me For”. Read the article  

here. Sargent’s movie knowledge is com- 

pared with that learned during an inter- 
view of Gary Noesner, former FBI negotia- 
tor. Sargent seems disillusioned to learn 

ine. Sargent is not afraid to admit cluelessness 

about the real job, and the enjoyment gotten 

from learning about it. Also, you can’t help but 

like reading an article written by someone who 

admits to being traumatized as a child by a 

Care Bears episode, and who renames a dog 

Sgt. McFlufferbottom for anonymity. 

http://theweek.com/article/index/260729/6-hostage-negotiation-techniques-that-will-get-you-what-you-want
http://www.cracked.com/article_21524_4-aspects-hostage-situations-movies-didnt-prepare-me-for.html


 

 

WICNA Fall Conference 2014, Hotel Marshfield 
 

 


