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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? 

 

 



 

 

 

 قباسلا لاؤسلا ةمجرت
 

 هاندأ عبتمُلا كولسلا ناك اذإ امیف ركف ،هاندأ ةصقلا مییقتب كمایق ءانثأو ،هاندأ ةصقلا أرقا
 .ينھملا قایسلل اًبسانم

 

 يف ھلاسرإ مت ،ھئادأ ىلع ةأفاكمك .ةیودلأا دیروت ةكرش يف حجان تاعیبم بودنمك كرام لمعی
 .زلیم ةدیسلا ،يذیفنتلا سیئرلا ءاقلل اینروفیلاك يف ةكرشلا بتكم ىلإ لمع ةثعب

 ضعب يف يساقلا اھكولس ببسب "ةریرشلا برغلا ةرحاس" مساب بتكملا يف زلیم فرعُت
 ارًدان اھنإ نیلئاق ،اھعم مھتاءاقل نع "بعرلا صصق" لمعلا يف كرام ءلامز كراشی .نایحلأا
 .ةثداحملا أدبت مل ام اھنم بارتقلاا بحت لاو ،اًدبأ مستبت لاو ،نیعلاب لصاوتت ام

 ثدحی دق ام نأشب اضًیأ قلق ناك ھنأ لاإ ،رفسلل سامحلاب رعشی ناك كرام نأ نم مغرلا ىلع
 يف ةفلتخمُلا عیبلا تاینقتو تایجیتارتسا ضرعل دعتسی نأ زكر ،ھنكلو .زلیم ةدیسلا نیبو ھنیب
 .زلیم عم ھعامتجا

 بتكملا لخد امدنع .اھبتكم يف ھب لاصتلال زلیم ةدیسلا دعاسم ربصب رظتنا ،عامتجلاا موی يف
 برتقی .ةفیطل نویعب ھل مستبت ریبكلا بتكملا فلخ مجحلا ةریغص ةأرما ةیؤرل مدصُ ،اھئاقلل
 عمسی ناك يذلا بعرملا صخشلا اذھ ودبت لا زلیم ةدیسلا .سولجلاب اھنذإ رظتنیو اھحفاصیو
 اھب نكمی يتلا قرطلاو ،ھحاجن ببس لوح ةسوردم ةلئسأ ةدع كرام زلیم ةدیسلا لأست .ھنع
 .ةینھملا ھفادھأ عم ةكرشلا بسانتت فیكو ،نیفظوملا معد

 ةطبر كفب كرام ماق .ھلوقی امل مامتھاب عمتستل ماملأا ىلإ لیمت اھنلأ ربكأ ةحارب كرام رعشت 
 هریدم نأب هروعش نع صصق ةكراشم يف أدبو ،ةثداحملا ءانثأ قاس ىلع قاس عضوو ،ھقنع
 دیزملا صیصخت مت اذإ لضفأ نوكیس قیرفلا نأو ةبسانم نم رثكأ يف ةركلا طقسأ دق رشابملا
 .لوحتلا يف أدبت زلیم ةدیسلا نویع نأ روفلا ىلع كرام ىری .تآفاكملاو زفاوحلل لاوملأا نم
 .نلآا ىھتنا دق مھتقو نأ نشخ توصب تلاقو ةأجف تفقوو

 

 



 

 

 

 :كلذل اًقفو ةیلاتلا ةلئسلأا نع بجأ
 

 تنك اذإ فلتخم لكشب وأ / و ھسفن ءيشلا لعفتس تنك اذام ،ينھملا قایسلا ىلإ رظنلاب .1
 ؟كرام ناكم

 

 

 

 ؟لا املو امل ؟ةقدب فقوملا میقو قیقد وحن ىلع فرصت كرام نأ دقتعت لھ .2

 

 

 

 ؟يذیفنتلا سیئرلا فرصت يف رییغتلا ىلإ تدأ يتلا لاصتلاا لماوع يھ ام .3

 

 

 

 ؟ھیدل لاصتلاا تاراھم نیسحت يف كرام دعاست نأ KEYS ةیلمعل نكمی فیك .4
 
 
 
 

 
 
 

 



 

As mentioned above in the story of Mr. Mark and his CHIEF 
executive, Ms. Mills, since I am in Mark's place, I will not do the 
same thing as he did during the ceo interview with Ms. Mills at 
the head office in     California.    Mark did not act precisely 
because the nature of his work as a salesperson requires that he 
use the communication skills through body language such as 
sitting properly and physical appearance (physical appearance) 
because Mark put a leg on the leg and untie the tie and this is non-
verbal communication such as: (tone of voice, gestures, facial and 
eye expressions........ Etc.). 
He also did not employ verbal communication in a polite and 
correct manner because he mentioned his feelings with his direct 
manager and he dropped the ball on more than one occasion for 
that of the models of communication is (Transaction Model) 
which explains how the social, cultural and relational contexts 
and frames our contact meetings and affects them. 
For      example, when Mark put a leg on a leg when sitting with 
the CEO, it is respectful to sit appropriately for the place and 
position, which is a branch of the moral ity that guides people 
about human behavior. Mills  iscultural  barriers,andbecause 
gestures (Body  gestures) are a source of cultural barrier such as 
(session) it is impossible to communicate without body language 
and gestures, resulting in a message to the Executive Director not 
to respect it as a position and a person, if Mark uses the keys to 
excellence in the work|) Keys for Excellence in the Workplace)  
communication would have been effective. 

 
 



 

- If Mark identifies the types of nonverbal cues  he has shown to Ms. 
Mills, he will actively assess his skills as a communicator, take 
advantage of his strengths and develop his weaknesses. 

This is the first key to excellence in communication K  (know 
yourself) 

 

- He then evaluated non-verbal references that are acceptable in the 
workplace, and understood the limitations of the call position, 
especially since Mark is a salesperson and goes to meet people outside 
the organization(Evaluate the professional context)  E 

 

 

 

 - He interacts and monitors verbal and non-verbal references to Ms. 
Mills so that there is comfort and sincerity during the meeting with her. 

(Your communication interaction ) Y 
 

- After the meeting was completed, he analyzed the communication 
process with her, is it an effective communication process and both 
parties are satisfied? (Step  back  and reflect ) S 

 
 
 

These keys will help Mark improve his communication skills, the 
process of communication is very important to achieve the goal it 
is a collaborative process and who mastered the communication 



 

skills, will certainly succeed in building good relationships in his 
surroundings both at work and in the social life. 
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