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Read the story below and, as you evaluate the passage below,
consider whether this behavior is appropriate for this
professional context.

Mark is a top-performing salesperson at a pharmaceutical supply
company. As a reward for his performance, he is treated to a trip to the
corporate office in California to meet the chief executive officer, Ms.
Mills. Ms.

Mills is known around the office as the “Wicked Witch of the West”
because of her short and sometimes abrasive demeanor. Mark’s
coworkers share “horror stories” of their encounters with her, stating that
she rarely makes eye contact, never smiles, and dislikes being
approached unless she initiates the conversation.

Although he is excited to travel, he is also nervous about what he and
Ms. Mills might talk about. He prepares by thinking about how he can
share his sales strategies and techniques. On the day of the meeting, he
waits patiently for Ms. Mills’s assistant to call him into her office. When
he is escorted in to meet her, he is shocked to see a petite woman behind
the large desk smiling back at him with kind eyes. He approaches,
shakes her hand, and waits for her permission to sit. Ms. Mills is nothing
like the horrible person they made her out to be. Ms. Mills asks Mark
several thoughtful questions about why he is successful, ways the staff
can be supported, and how the company fits in with his professional
goals. Mark feels more and more comfortable as she leans forward to
listen intently to what he is saying. Mark loosens his tie, crosses his legs,
and begins sharing stories of how he feels his immediate supervisor has
dropped the ball on more than one occasion and that the team would be
better if more money were allocated to incentives and bonuses. Mark
immediately sees Ms. Mills’s eyes begin to squint and her brow furrow.



She stands up abruptly and says in a gruff voice that their time is up and
that her assistant will show him out.

Answer the following question accordingly:

1. Given the professional context, what would you have done the
same and/or differently if you were in Mark’s position?

2. Do you think Mark accurately evaluated the context? Why or why
not?

3. What communication factors led to the change in the chief
executive officer’s disposition?

4. How could the KEYS process help Mark improve his
communication skills?



Cibaad) Jigadd) dan 3

oLl i) & glud) (S 13) Lagd jSb colia) duall) anidty Slald oL g colia) Auaill) | 3

al) gl i

s Al ) ad cailal e slalel 4 51 0y ) 6 AS 33 8 eals Clagie 5218 & jle Jary
e Baall 8l i Hl) LBl L) 8IS (84S A i ) Jae Any

Uy (o onlil) LS sl Cany 5y 5l o pad) B el anly Sl 3 5he o yad
1536 L) alilE clgaa agileldl e oo ) (anal Jaall 8 @ jle oD &l Gl
Aalaall Tasi Al Le Lgie al 3BY) a3 Y 5 Il aniisi ¥ g ¢ cpadly Jocal 5 L

Gany 38 Le gl Ul 38 Sl V) e tadl Guleadly jaidy g8 ke o e a2 I e
(b AR all i g laadl i) (i yal aatn o 38 i€l Sl sl g 4l
e pe aclaial

Sl J Lavie L€ 8 4s Juai™U Slia ) aelua juay latil o Laia¥) o
Gy Al () gy Al i 5l ) s aaall 3 s 81 el A5 5] pala clgalall

g O (3 el (el 138 508 Y Slae Bagud) | slally Lgad) [l 5 Leadliay
Ler S ) Gl s cdala Canns Jm A s e il e e hae sandl Jl e

Azigall 48laal e 4S8 Hal) il 2S5 (il sall ac

iy y iy & jla ald 4l iy L alaialy el ala¥) ) Qe Y STl jo @ jla jos
o e Ol oy sa (e (anald AS L 8 Ty g cAlalaall oL Blu o (Sl puza g s cAlic
33l s 05 130 il ¢ s 3 (5 Aie G SES1 5,0 L 8,20l
Il (G lag e sl g e o sl e & jle (g LS5 581 pall ) ga¥) (g0
OV gl 38 g g o A gy Ol g Bl i g



S 8 ¢ Al ALy e "y

i€ 13) Calide JS ol /g Al o o) Jrities i€ e gl Gland) 1) plailly ]

TY Lal g Ll $28 a8 gl a5 30 sad o i peat e of a3 a2

il (ud Hll o paad el ) ol i) Qi) Jalse 8 L3

fapal Juai¥) &l e Cpunt A e jle 2ol O KEY'S daleal (S S 4



At first he has the right to be nerves because he heard about her
reputation from his colleagues but the good thing that he didn’t hesitate.
But he did something wrong when he loosened his tie and crosses his
legs. he should show some respect and show a good body language to
win the first impression. Also he shouldn’t show that attitude when she
shared her stories. But he could try to use soft words and make a formal
discussion about the consequences and the right way and methods to win
the occasions.

In my opinion he did not evaluated the context accurately. Well, maybe
he evaluated it accurately but he did not use the right verbal
communication and body language also he did not use the right words to
describe his opinion.

The communication factors that led to the change in the chief executive
officer’s disposition is Mark showed a negative verbal and nonverbal
communication. In the end he should be friendly and formal because it’s
a business meeting not friends gathering. She was nice with Mark but
when he starts to change the way he speaks and his body language she
went mad. And | agree with her. He should give a good first impression.

The keys to improve Marks’ verbal and nonverbal communication skills
Is to know himself, he should be aware of which ways he uses the most.
He shows be aware of what he’s showing from verbal communication to
nonverbal communication and try to change his bad words and his body
moves habits.



Also he should evaluate the professional context accurately and
recognize the situation and know when to use the formal and informal
words.

Also his communication interaction: he should define how react to the
people nonverbal actions and know the verbal react and try to
accomplish the same goal when with people. He should make them feel
comfortable to talk with him and be friendly.

Last key to improve Marks’ verbal and nonverbal communication skills
IS step back and reflect. After having a meeting with people and talked
with them it’s better to analyze himself and give himself a feedback to
improve the weak point of his communication methods. And know if he
was satisfied with this communication and see if he provides a satisfying
verbal and nonverbal communication. Also see if he reached the point
with people in general satisfyingly and achieved the talking and
communication goals.
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