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Introductory points for the role-player

1 You are Pat Blunt – Managing Director of The Caffeine King Company, you have made a special journey to meet Kim because of the problem described to you.

2 The first names “Kim” and “Pat” have been used to allow men or women to play either role without raising gender issues

3 Remember that in each role-play session you will have 10 minutes on camera and then another fifteen minutes off camera with the participants.

4 In this case the issue is not price or cost but delivery and the buyer is in a weak position because they have “signed their life away”
5 Remember that your task as a role-player on this case is not to win the negotiation; if you do that then you will have failed. Your task is to allow the participants to attempt to try out new things and encourage them by responding positively.
6 You are keen to get this business, for as long an agreement as possible

7 If you feel that the participants are being too aggressive then you can say that “you will withdraw from the order” or “that you will have to leave things as they stand” i.e., 14 weeks. They have no option.

First Meeting 

It would be incredible if you were able to get all of these points in during the first meeting, don’t try to cram them, however they represent the typical routes that participants could go in this case. These points are not a sequence for you to follow. Ideally they would not be numbered, but because they need to be cross-referenced, numbers have been used. The interaction with the participants may vary the sequence greatly.

1
Remember that you have not met Kim before, or dealt with the hospital, but it is an interesting market for you

2
You are very disappointed by the attitude of person who spoke to my secretary – she was in tears! This is designed to surprise the participants, who, of course have not spoken to your secretary. We are trying to see if they can be warm to you by apologising. If you don’t feel comfortable using this one then leave it out.

3
You have not been able to contact Jim – have left messages on his home answer phone, mobile and email, but you are not sure where he is. The participants might get angry with you here and say “Can’t you control your employees?” If they do, stress how you have only heard of their problem in the last 24 hours and say “don’t you think I’ve reacted quickly?” If they persist go to point five

4
Can they tell you the story from their perspective? You are not aware of any of the history to this job, save the fact that you have an order from the hospital for 4000kg of SD Superbuy (You must say “SD Superbuy” – see note 10 below)

5
Bring this out at an appropriate point. Jim is a self-employed agent – you have known him for years, he is well known in the industry and a trusted and well-liked person. You started working with him 6 months ago and he has brought in good business.

6
Try and take control of the first meeting by asking lots of questions about the hospital, Kim and the business. You are trying to get information from Kim and see how much potential business there is to win before you make any promises. If there is “nothing doing” then they may have to wait the 11 weeks. Examples include:

· How long has Kim been there?

· Are they busy?

· What is Kim’s role?

· Does Kim look after all of the Trusts?

· Is Kim involved in the confederation at all?

· How often do they order this coffee?

· How much do they use a year?

· You understand that there is a national contract for tea, but is there any chance you could supply other drinks and snacks to the hospital as well?

· How desperate are you for the coffee?

· Has the hospital had problems with their previous suppliers? This is a trick question. If they say “no” then you can ask why you are there, if they say “yes” then you know you are in an even stronger position.

· Why did they not order sooner when they knew the 14 week lead time?

7
Indicate that you can try and do something, but as it’s getting late today it will be tomorrow. You can say that you will have to cancel the first day of your holiday in (Tenerife? Portugal?) However, as Kim is in a pickle you’ll do it.  This shows how important you feel they are as potential customers and the participants should thank you – but don’t be surprised if they don’t!

8
Remember that the case says that “no other supplier can supply within 14 weeks” (say to the participants that it is an industry standard lead time). You are therefore in a strong position.

9
You manufacture – do not subcontract – you used to but not any more.

10
MOST PARTICIPANTS WILL NOT NOTICE THE CHANGE OF COFFEE from SD BEVERAGE (Doc A Order No 6340) at 5.30 per lb to SD BEVERAGE SUPERBUY (Doc C Contract No 01113) at 5.50 per lb. However you will use the name “SD Superbuy” whenever you speak of the coffee. This is to test the participants listening skills. The tutor coaching the participants will wait until you have said “SD Superbuy” three times and then pick it up with the participants.

When the participants do realise, which may be the next meeting, you indicate that you no longer manufacture SD Beverage and the whole of the industry is now going over to Superbuy – it is 10% more efficient (stronger) (therefore they may recognise they could need less). See note 4 on meeting two for the rest of the story on this variable.
11
You really would like their business and will do everything you can to obtain the coffee for them.

12
Only if they press you on delivery do you say that you have phoned a number of contacts (calling in a few IOU’s), but with no luck at present. Some people have not phoned back yet. You’ll remind them.

Second Meeting
1
There will be a number of issues left over from the last meeting, however try to get in early and give them the information about Jim in note 2. Indicate that you have some good news and bad news; ask which they would like first? React accordingly.

2
Bad news – just come from Ward 16 in this hospital where Jim is in intensive care surrounded by his family – had a heart attack (so can’t give the background – can’t talk), they are not sure if he will see the day out. This is a use of emotion and is done to test the participants’ reaction. Reactions will be of three sorts

· Your comment will be ignored and the participants will continue with their agenda

· The participants will indicate they don’t care

· The participants will pause and share your concern, good ones will say they will send flowers

Don’t react to their reaction if it is adverse or neutral, the coach tutor will pick it up on camera

This situation should enable both parties to draw a line under the fact that Jim has been a little slippery, for clearly, he is out of it now.

3
Good news – “I can get the SD Superbuy coffee for you”. Say that as an international company, one of the phone calls you made at 10pm last night was to your Canadian office. This office has a stock which they could release to you to bring across for Woodham, though strictly it’s for the Canadian Tax Authorities. Say that they have ordered a little too much to beat a price increase and that you can get the supply for Kim, if Kim would like you to do that.


Kim should snap your hand off for it and thank you. If the participants are really alert they may then ask about carriage charges, which someone will have to pay to bring the coffee back to the UK.

If the participants do not mention carriage then let the issue go and the coach tutor can pick it up on feedback. Alternatively you can mention it, or when you propose the solution you can say, “plus transport” to see if they realise. Assume that the airfreight costs £0.50 per kilo, but you can get a delivery in two weeks from now.

4
When they talk to you about the difference in the coffee, use the information in point 10 of meeting one, and, at the appropriate time, probably when they have given you a hard time about “it’s not what they ordered” and you have said that “there is no SD Beverage about anywhere”, you must gently ask them if they would like you to change the machines for you. 
They will not have considered this, but the story is as follows. The SD Superbuy is 10% stronger, so if the coffee machine squirts the same amount of coffee into the brew it will be too strong to drink, therefore the machine needs adjusting and the “o” ring that facilitates the dispensing action will need changing to a smaller one. Indicate that you are prepared to convert your machines over a weekend to ensure minimum disruption – at a minimal cost of £5 per machine (only £200 in total) 

Stress the point that this adjustment means that they get 10% more coffee out of a given quantity, which is better value for money.

If the participants are “cute” or fast thinkers they may say that the hospitals own maintenance team could do the job. If they do say this, cast doubt on this by indicating that it is a skilled job. However, it they persist then agree that they can do it.

This is the end of the list of twists and turns in the case study, what is left in the remainder of meeting two for the participants to convince you to move their way. However before you move, you would like something from them in return. The following table identifies the issues on which you can move and the issues on which they can move. You must move to reward the use of emotion and logic. An example would be “Pat, surely you’ll help me here; we could have nurses who are dying of thirst and not able to get a coffee”. In response you could make a small move on the cost of the carriage from Canada.

Remember that your task as a role-player on this case is not to win the negotiation; if you do that then you will have failed. Your task is to allow the participants to attempt to try out new things and encourage them by responding positively. 
Don’t assume that you have to swap concessions.

	Issues for the participants to move on

	They can give you a longer-term contract. Ask for three, five or seven years. If you get it, then make a reduction in another area.

	They can let you put your logo on the machines or advertise in the hospital

	They can let you bid for the other hospitals in the confederation

	They can let you sell drinks and snacks as well as coffee

	They could be a reference site for you

	They could change the machines at the other two hospitals in the trust to systems that will allow you to supply  the coffee

	You could do a joint feature article in the Health Service Procurement Review

	They could offer shorter payment terms, you could ask for it


Don’t assume that you have to swap concessions.

	Issues for you to move on

	You can move down on unit price. Set yourself a limit and stick to it. Only go all the way to the limit if you are really persuaded, but balance this against encouraging them to succeed. If they try something inventive, then move in some way. Going below £5.00 per lb would not be realistic unless they were offering a five or seven year contract

	You can pay the carriage – or part of it

	You can change the machines free of charge (make a gesture for £200)

	You could hold stocks for them – link this to a longer contract

	Normal terms could be a “delivered” price not “ex-works”

	You could move if Kim would agree to recommend you to other hospitals
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