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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?



(bl J) gudd) dan s

olia) auiall & glad) (S 13) Lagh S8 olia) Auall) sy clalid oL g colia) Al | )
rigal) (Fd] Liia

Al ) & caslal e slilSeS 5ol a5 553858 b s Cilagse o 92keS & e ey
e sl o3l ()l il L sadlS 8 A Hal (iSa L) e d3ay

O (o ol LS sl a3 a0 o jall 8 alu! anly A A Slie (o e
1536 Ll CalilE clgra agileldl e Mcae N el Jasll 8 & jle oDy & Ly cla)
Aalaal) lag Al La leie ol 3BY) i Vgl anii ¥ g ¢ Cpanlly Jacal 55 L

Gang 38 Lo Ly Wl 318 S il W) Lol alaally ey S ke o (e a2 1) e
(b ALRAN all i g lad) i) (i jad aatn o 38 i€l Slie Basd) G g 4l
Sl pe aclaial

) Ja Lovie LS g 4 JLaiDU hie sl delise jamn 5 g laia¥) o g b
iy Al () gen 4l puii Sl Sl GlA paal) 3 a3l 45 )1 aala dgilall
o S (3 e pall Gadlll 1aa 508 Y Slae Basall | slally Lgd) Hh 5 Leadliay
le oS 1 3okl 5 caalat s J s g e Aliad sae @l e 3l sl JLod ase
“ Aigall adlaal ge 385l i (S y ¢yl sall aed

dday y el & jle a8 )68 Ll alaialy vl aleY) ) Jaai LY STl jo & jla yeis
o e (o) g2l oo Laanald A8 HLie A g s lialall (U Gl o (Blu pua g5 cAlic
2 al) Ganadd 2513} Juadl ) sSans o ) (g Apalie (ga ST 83 K1) Jabd 28 5000
Joaill (b lag hae sl G e o 8l e d e 5 S 5 81 5all J)gad) 0
O () B ag® g O (SR geay CllE 5 3lad il



-SUAL 8 ¢ Al Aol Ry

i€ 1) Caline S )/ 5 A o i) Jriies i€ 13l ¢ gl GBlanadl ) pdailly ]

il 48 il oda Y Jeaal o)) I ee 8 aal) s agial & jla 28 LS Jdl Cagu | Laiha
Gy, sl 8l el il I caadl Y SIs pall e il laall azy el
allal Y s ( ) Bl e At i) ALEN s

o) ) Ladie V) dzanst & S GBanal Y (o)) 5 Jah agyl 5 3305 (ulill 2DIS DA (e (il
o) e gLV (amy Ladae | 5 2Dkl Lgle 8 55 el con ) AL die 5 | am
saaall 8 gl 08 Ll g ALaall axiu) o ) il
lyl Ladie 5 ( ) gl 23S 5 gl 23S o) 5(Time)
oa) ¥ 55 0aall bl daSay (ol 5 adiguall JalS) sl 5 (al yinly 228) Lgaa Canailly

18 oY L ( ) ALl (e geady A Y ()5 Alala) ol (Bl o Sl o8

CASED il (Ao paise adl (A (Ao

Tna (o5 JS AL 8 G Aglad) 8 Al s e e G paly o | aadally
osda 5 Gl Ay ) Sl Laie A8LL (o paly ol 5 ALlAA) e L5 )Y (S (S o)
) el sl Gl g o Dl jlga Bae s 281 s e s

el o Y 48y Hlall 0363 8 paall e Gl Y (Bl (e Bl sl e 5 (
Wadly ) Jandl 840 43lSa 4l (addi s yaall ae s dasoiall 3l i) (4a 3 48 e
Al Coala¥) iaie sl 38138 5 L Jamy 2 AS ) ) ) oy 4l S
=12 O ALl B all (8 Lpuary ani Le s 5 JSAI I Gaaady W () e jidall (4
“ " A0S ja 5 4eDIS 4y sl g 4lS ja



Tl Gt ) o poat (B sl ) ol () Juat) al e o0 L 3

Leol Jary A1 3800 )yl e Jadlay ol 4l ( ) dpa sl J5Y) Jaladl
- Jainally Jad (o g 13le Y1 4S5l Ay guadll) i 5 13)
3l s 4 dpelaia V) dagdally o il ol & jle () ) sladl) G Jalall

fapal Juai¥) & jlea Cpant & ke 2ol () KEY'S kel (S aS 4

s ( YAy Caa O Gaslad) J8 Aglall & jle e aag
g s A shay () 5 dpad i) ALEL 8o jaual (Al 390 ) (b alaiy 5 (o yry
O35 (e paladY) ae iRl & Jlai¥) <l jlga A 3S ols, 4] i)
daiaia Az e ( ) Sl 5 456l 68y Lay alaia )

999999 ééﬂ‘ ‘d“


http://www.tcpdf.org

