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      COMMUNICATION SKILLS

Instructions: 
.ءًاسم ٩ ةعاسلا مامت يف سرام ١ يننثلإا موي بجاولا قلغي•
.تاجرد ٤ نم يلاقم دحاو لاؤس بجاولا•
 .ةملك 600 نع ديزت لاو ةملك400 نع تاملكلا ددع لقت لا•



.تاجرد ٤ نم يلاقم دحاو لاؤس بجاولا•
 .ةملك 600 نع ديزت لاو ةملك400 نع تاملكلا ددع لقت لا•
.ةيزيلجنلإا ةغللاب ةيملعلا تاحلطصلما نوكت نأ ةاعارم عم ةيبرعلا ةغللا وأ ةيزيلجنلإا ةغللاب ةحاتم ةباجلإا•
 ً.امامت بجاولا ةجرد ءاغلإ متيس ،كلذ سكع .رخآ ردصم يأ نم ةباجلإا خسنً اتابً اعنم عنمُي•
.لدولما ىلع ةعفرو بجاولا نم ءاهتنلاا دعب pdf ةغيص ىلإ ةباجلإا دعب فللما اذه ليوحت ةرورض ىجري•

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:

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

first i would respect the chain between me as salesperson 
and Ms.Mills as chief executive officer.
 2nd he should answer the exactally qustions that’s givin by 
Ms. Mills without telling her what he want.
  3rd he should and act professionally the whole interview 
and never talk about personal stories as he talk about his 
immediate supervisor.     

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

 
No, Mark came to the interview and already having some 
idea about Ms.Mills as the “wicked witch of the west” which 
is premature evaluation, and the way he loosen his tie and 
crossing his leg it give some body gestures barrier between 
him and Ms.Mills also he did loose Ms.Mills trust ( Distrust ) 
when he started talking about his supervisor.



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

Mark did wrong verbal communication when he talked 
about his supervisor was not good and non respected to 
him he should never talked bad about his boss, and the 
nonverbal communication was wrong when he loss his tie 
and crossed his legs he should respect Ms.Mills. 

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

Know yourself as salesperson what is your strength and weakness and 
work on it.

evaluate the professional context he should listen about what did 
Ms.Mills asked him and answer the exactly qustions.

your communication interaction he should work on his verbal and non 
verbal communication like verbally he should never talk un respectably 
to his supervisor and he should not asking for money and tell superior 
what should they do, and nonverbal communication he should work on 
his behavior in meetings.

step back and reflect he  should apologies about what did 
he said and focus about what they want of him and do his 
tie and set right to show his respect.

قباسلا لاؤسلا ةمجرت

 هاندأ عبتُلما كولسلا ناك اذإ اميف ركف ،هاندأ ةصقلا مييقتب كمايق ءانثأو ،هاندأ ةصقلا أرقا



 هاندأ عبتُلما كولسلا ناك اذإ اميف ركف ،هاندأ ةصقلا مييقتب كمايق ءانثأو ،هاندأ ةصقلا أرقا
.ينهلما قايسلل اًبسانم

 ىلع ةأفاكمك .ةيودلأا ديروت ةكرش يف حجان تاعيبم بودنمك كرام لمعي
 سيئرلا ءاقلل اينروفيلاك يف ةكرشلا بتكم ىلإ لمع ةثعب يف هلاسرإ مت ،هئادأ
.زليم ةديسلا ،يذيفنتلا
 اهكولس ببسب "ةريرشلا برغلا ةرحاس" مساب بتكلما يف زليم فرعُت
 "بعرلا صصق" لمعلا يف كرام ءلامز كراشي .نايحلأا ضعب يف يساقلا
 لاو ،ادًبأ مستبت لاو ،ينعلاب لصاوتت ام ارًدان اهنإ ينلئاق ،اهعم مهتاءاقل نع
.ةثداحلما أدبت مل ام اهنم بارتقلاا بحت
 اضًيأ قلق ناك هنأ لاإ ،رفسلل سامحلاب رعشي ناك كرام نأ نم مغرلا ىلع
 ضرعل دعتسي نأ زكر ،هنكلو .زليم ةديسلا ينبو هنيب ثدحي دق ام نأشب
.زليم عم هعامتجا يف ةفلتخُلما عيبلا تاينقتو تايجيتارتسا
 .اهبتكم يف هب لاصتلال زليم ةديسلا دعاسم ربصب رظتنا ،عامتجلاا موي يف
 بتكلما فلخ مجحلا ةريغص ةأرما ةيؤرل مدصُ ،اهئاقلل بتكلما لخد امدنع
 .سولجلاب اهنذإ رظتنيو اهحفاصيو برتقي .ةفيطل نويعب هل مستبت ريبكلا
 ةديسلا لأست .هنع عمسي ناك يذلا بعرلما صخشلا اذه ودبت لا زليم ةديسلا
 اهب نكمي يتلا قرطلاو ،هحاجن ببس لوح ةسوردم ةلئسأ ةدع كرام زليم
.ةينهلما هفادهأ عم ةكرشلا بسانتت فيكو ،ينفظولما معد
 ماق .هلوقي الم مامتهاب عمتستل ماملأا ىلإ ليمت اهنلأ ربكأ ةحارب كرام رعشت 
 ةكراشم يف أدبو ،ةثداحلما ءانثأ قاس ىلع قاس عضوو ،هقنع ةطبر كفب كرام
 نأو ةبسانم نم رثكأ يف ةركلا طقسأ دق رشابلما هريدم نأب هروعش نع صصق
 .تآفاكلماو زفاوحلل لاوملأا نم ديزلما صيصخت مت اذإ لضفأ نوكيس قيرفلا
 ةأجف تفقوو .لوحتلا يف أدبت زليم ةديسلا نويع نأ روفلا ىلع كرام ىري
.نلآا ىهتنا دق مهتقو نأ نشخ توصب تلاقو

:كلذل اقًفو ةيلاتلا ةلئسلأا نع بجأ



:كلذل اقًفو ةيلاتلا ةلئسلأا نع بجأ

 وأ / و هسفن ءيشلا لعفتس تنك اذام ،ينهلما قايسلا ىلإ رظنلاب•
؟كرام ناكم تنك اذإ فلتخم لكشب

؟لا المو الم ؟ةقدب فقولما ميقو قيقد وحن ىلع فرصت كرام نأ دقتعت له•

 سيئرلا فرصت يف رييغتلا ىلإ تدأ يتلا لاصتلاا لماوع يه ام•
؟يذيفنتلا

 لاصتلاا تاراهم ينسحت يف كرام دعاست نأ KEYS ةيلمعل نكمي فيك•
؟هيدل


