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Instructor's Name: Dr. Merna Emad

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 KEY'S process help Mark improve his
communication skills?



(Gled) J) gl dan s

olia) aoial) & ghud) (S 13) Lagd S coliaf duall) aniy clald oL g colia) Auall) | 3|
rigal) (flad! Liulia

o Al ) a3 caslal o sllSel 4y a1 2 ) 9 4S 58 A als Clagae o 5a1aS & e Jany
e Bl cgmﬂ\uay)j\ cbﬂ\ﬁ.\)}sﬂﬂﬁéﬁﬂ\u&é\d&‘?\_\u

Uans (b () LS gl a5 30 p80) Capal) B el anly (Sl i lia (i gaS
1536 L) (il (g agilell (e Mae )l Ganal" Jeadl 3@l jle o3 ) &Ly LY
Aalaal) Tagi Al e Lgie ol SB8Y) i Y g ol anisi ¥ g ¢Cpally Jual 535 L

Gaangy 8 Lo ol Wl 318 Sl ) ¢ tall Gulaally jaidy S e o (e a2 )l e
(ot ARLRAN all LS g lyat) Sl (el datn o 38 i€l e sl (g 4dn
e pe dclaial

gﬁ&d\ d';.ﬂ.a.l.'n: L@—\-\SA@‘\-’LJMMJS:}AD%‘MJ\ AQLAA)MJLL\ ctu’:\;\)ﬂ ?ﬁtfé
Gy Al () gpns 4 i Sl Sl Cal aaall 5 a3 el Ay aala (L3l
e O (Al el (el 1aa a8 Y lae Basdl | slally Lad) iy 5 Leadliay
Lo Sy A 5okl g edalan o J o A s e Al 3ac & jle 3le Bl Jlss e
Aigall 481281 aa A8l Canliti (2 g ¢ uila sall ac

dday y @iy & e a8 4l iy Ll alaialy aaiast] L) ) Qe Y ST Ay @ e jeulis
o pda (s oy smd (e (anal AS Hlia by s Widlaall U Blu e (Bl aia g5 calic
2 3l Gaapad o3 13 Juadl () sSa S8l Ol s Aplia e ST 85 S data] 88 53004
Jsaill (Ao She sadl e ol sl e o jle 5 SlESl 5 38 all ) saY)
O (o) B ag g O (pEA D gaay B  3lad g



Sl 188 5 Adul) L) oo al

i€ 13) calide JSa 1/ 54t o L Jrdien i€ 13le ¢ gl Sl ) pLaally )
?cﬂJ\.AQLSA

8 25 Al Al daa ) o3a Aald) e s e Sl o jle S ek ) Y
b jaa 54y O paddll oo Sk Gals v AT G alaiy el da
Ales agre Jalaii ) (aladVL 5 Leall candle 48 i) (e 4818 il glas 231
ald) 8 e el agie ae dalaill 38y ) 3 I 8l Wyl (Sl 5 Lgae 35 30 ) 5aY)
s ol g oaill die il & AE ra A 5 A e ISU Jaladl Cagas g iia )

D) ‘sjasj);:ﬂ\dm\j.}nﬂ @\;LA.}\j\h@)@ﬁﬁ&@\j&mq&\}w#\
&b Gl Jamdl 5 alliin A addll e a8 (S o g padill duadd agd 5 s
5eliSy Jalaill 5 eUad¥) (ool & 1508 dlac Loy @i o f 45 58 lia a5 Jual 5l

Y Lol 5 Ll $28y (i gall a5 (380 sah e oyt o e of et Ja Y
Castall Lol Lewa 53 A &l i g ) Jalaliy dme el Ll o) palalY | Y
L saun (S5 Gl G slall 48y jha Wa) Jaal) ilaal aaling Lo o 5 dac Laia) diliue 420
2l Jual gl (S Adadil) 228 8 4kdl yie AV LedS (adlill Jlad o dllae S e Ju
Ly .. ol sl O g (8 (i) A8LES Sy 43 (B gl 138 13 age i)yl
Aans ) el 438 juail 4y () (50 Z LS YL oy el sedal 5 (AL 48 i (IS Lay)
53, O LS 4l yia) )5 ol JisY) adey ) sad el 4y o8 ) Jadll) yall Jual 53l
daan )y i Jaladll 8 galad ad) Sia5 5 ol Jad



il i 3l o peat A padl) )l ) i) dal e o L Y
A dgipe Aol g cal b el ) dadl el 5 Jadlll Jual i) g duealdl 43 Gy
LS A G o lal) cldle dlag) A S o Led dnall 430 () le aa) e Jixy Y
8BS A il il Jual sl ) Sliiely ¢ &l (S0 agagd (O by Gl ogl
Ualasy) G Jlaiy) lae
ALY axe 5 7 sl Jladl) Juai¥l b g 5 (e Lia
Lol Lay Cnsliall 1) il e alEie Ly Y] & samsall e 4a LA el il Ty 58
sl Lelaa gaallas e Giay (add 4K g 4 g Jra Lee Judes J<0 Jala®s cils
A A GOAT el A G il s Y (e ooy i L) Jaas (55 38 488 gl dpnailly
anllial () gall Jaien 43l e g ladail ae) G sla) 138 5 Jeadl & sua 50 2

fagal Juaill <l jlea a8 & ke 2ol o KEY'S 4aleal (S S

8 _ppaall g ahan oL Ladlll ) ol LEY1 & 5 aany ADA (e s Sludi 48 paa 1Y

w&jugﬁ”@‘\..\A\J)@.laﬁu\‘\.ctjahh#\K}jﬁj&ﬁ)ﬂ@}&%&\jﬁ\

ot Jia Jala ¢ 3 a5 o (il 5 Lmniiad 31 &S Ja s e o) : Ll
Jarll & 43D ) (e

gj&hﬂ\;w\cuf@ugj uu\twgﬂ\ua&ﬂ\dcmjﬁgdcﬁﬂgo\;mﬁ
J glital) Cangl) 3a8a% a8 gl) yudd

leie e oudl g 2all S) alatid Ciaa Sl Jadl) 83 ) 5 488 ga aa) oL amy : Lal


http://www.tcpdf.org

