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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 guestion 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?

L ol il @l gl IS 1Y Lad S8 colial Al apsiy clald o L g colinf duadll 8
. . . ;‘ ..w

b Al o3 cadld o sl 4y a1 3y ) 53K 58 A el Cilagae G gaiaS o jla Jany
e Baguall ¢ 2Tl (push Y Sl 1t gl 8 S 80 (S Y e Liny

(a ) any (g ekl LS shor uay 5 3 58 o 5al 5 el auly S (g Sha el
ol 5 L 1330 L (B cLgmn gl e " i) amnal’ Janll il jla s3a 3 Ly
Akaall 128 o La e o JBY1 a3 g ol aniii W g e cpmlly

gy Caang 38 Lo oLty Lo (308 S W) iall ulaadly oty S e o o p S e
Acin) A AARALN ol i g Ciln i iyl awang ¢f S5 eSSl SlpaBapl g
e e

S i Latie g 8 4y JuaDU Sha sl elina jpmy 15 g Lia¥l a3 4
oy gl () gpm 4l i €0 IS Gl gl 5 pgiaa sl yal 23 5l g clgilil
gy IS 53 e yall adll) 138 a8 Y Slia Bagud) | ushally LY LTy o Lgailiay
a3 Ler Sy Al (3 kg cdalad cane Jsa By e Aid 320 ol jla Jhesapud) s 4ie
Agigeal 4dfaal pa 38 )80 i oS ¢ cpida sl



Ay ) iy o e o185 ALy Ll pLaialy il sl Y Jpei LY S Ay e yu
a_)paoho_)_,dacuadzs_)wqébuc&w‘ Ak Bl e Blu a9 9 e
o 3 3al) apads 1Y Juzmdl () S il o 9 Lpuilia (e ST 85 S Jmid] Syl
iy, Jgaill A 1o Shasapall e o il o @ e sy ISy 8 all ) 5!
O (o) 3 oy o A gy il g3l

AL 38 5 200 AN e aal

QSS\S!&.\'&AJSA;_,‘/JM;Q.M\MQSS\S\A‘M\&M\“.\_\M,1
?éb\.ao\s.a

O gemaa ISy Guda) g Adglal el e Ly oy o gun Ailiaa 2 Hlaly Jadl g Y
&J‘u@wﬂaudncf\hmg_mu\_,ﬂ\ wﬁ@ﬁﬁ@‘wﬁ@ﬁ

el Y o 5 4y g iy Fyulia Zilisa i Gung o 5 Sl ol (53 il el sind
el 138 Guint Giad AV Gaddll IS VLY e iy el oY da e Do
Alia 3 il it 2 Sl gull pal (o g s By POISIAEY o 5 BY
i (S8 eon T oty ALl dhea 5yt 53 il ofs 8o ol 5 55 a Janl
SIS ) 93 (g Ladie W) i Y gl Laatina ¢S5 o e

QMAY?YN_,NYMJ}J‘ éj&ﬁéﬁ&d}dtﬂ)&dﬂd& 2
2132y i Foba g D s Ren o) (0 3 AL By B i Sy



ol e T yma (35 30 olell o 38yl el e a5 Biola By LI,

O suall o any kel 5 A apnll cilial dgle qingy Shdagl
Sy el oyl i Sliall ad ) w15 Lavie Unguay A g il cpan s
LSy Rilnal Ll o flile LaSigy Joal g3 8 31 5 ectupanll o180 ol bt ally ddabunyy

Olaalli gl 334 ) & 93 GSIAlall aga oy gpallelil) o) Hailly Leaa Jual 55 lia 585 o Quag
Lol IS8y agdlY (S

cﬁ)\gﬁaﬁ?@ﬁ#ﬂ\u&gﬁj\dﬁgﬁ)@‘u}!m‘qﬂ\d\.mﬂ\&\ﬁghh_3
o 5 g ek g ) oY) gl L e 53 3y pumal) DGRl (30 Lt pae (lanl
%gqﬂ\&Q&KJ‘Oﬁyjcﬁahaqiwbc@)mwe\ﬁﬂgﬁhs‘dﬂ\
L}Aﬂ\.)ﬁﬂ)aqécu&'ﬁﬂw\ﬁ\a.“C”uSu'hJJu,a]\:\é.\cL'ag‘tdomY\
oo i (g 6 i) el A a5 (sl ing )
daeénd\ﬁp\eunbggﬁ_,w\&w‘Meh‘ﬂmyjcM\&\.,\B\
it Aay y ol Jage (10 Lia Lagiiona sedal

ol (a4 Ja¥) & jlga Cppuantt A o jla 2ol o KEYS dleal S0y iS4
@b 5 9% S0 & jeliia ae 4 gla Lulailll ye Al ) 0 iaTE S ja g i
Ja g slaliall pa llelis ad Y gy ya JSo (ugla 38y ylag S il g bl g i o

Aady HaS IS8y 3aT Jand) Ailia ) L ilsa Y 5 o g pe il Ja el i
S a0 yeliilaslel o dlile Cind Leiunt€) 2 Bl lea s o o S8 dun
Adtie ALEA Jaan g Gty Ly Lggan 58 o



