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(1]
fil 1
(51 1)
Ryan had to fly to Austin to sign a large contract, but missed his connection due to weather
and was on the verge of missing the last flight to Austin that day.
(51 2)
Ryan was on the verge of missing a crucial business deadline because a weather-induced

flight delay might make it impossible for him to sign a contract in Austin.

fil 2

(5 1)

At the end of the conversation, the gate agent, Wendy, managed to find Ryan a seat on the
fully booked flight after his empathetic approach.

(51 2)

Ryan’s skillful negotiation with Wendy succeeded, and he managed to secure a seat on the

last flight to Austin.

fil 3
(51 1)

In the text in [ I ], the author states that tactical empathy requires both understanding
the other person’s feelings and considering the factors causing those feelings. Furthermore,
using the subject “I” can give the impression that you are only interested in your own benefit,
so using phrases like “It seems like ...” or “It sounds like ...” increases the success rate of
negotiations.

Ryan also frequently uses the expression “It seems like...” during his negotiation to secure
a seat on the final flight to Austin. Furthermore, rather than imposing his own convenience
and attempting a forceful negotiation, he focuses entirely on showing empathy — expressing
understanding for being yelled at by the couple just before and for being forced to handle
similar passengers all day due to the storm. Thanks to this tactical empathy, Ryan succeeded
in his negotiation, unlike the couple before him.

(51 2)
Ryan achieved this success by employing tactical empathy and labeling instead of being

aggressive like the previous couple. He began by acknowledging Wendy’s difficult situation,
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saying, “It seems like they were pretty upset,” and later, “It seems like it’s been a hectic day”.

By verbalizing her emotions and the chaotic environment, he utilized labeling to validate
her feelings without using “I” statements, which encouraged her to be more cooperative. This
emotional alignment, or neural resonance, likely motivated Wendy to proactively look for a
solution, proving that identifying emotional obstacles is a more effective pathway to an

agreement than demanding results.
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