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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:

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

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

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



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

18 )l aad Tailee slile &l giipa Woiad Tailoc & ) dual J3) SLoy Wil gt Wiy Taile ailont
Lol s tagh .

e al el Said g agal Sl 8, iS4 5 g paa N g, SasUlB 2], fakidc Ja | il é‘;
254 sl W 4 aSicy 1L sS4 8 o SULA g il Bl 1 i g W8 ¢ Mawb wanl ),

im a5 B, MaSic dlua "aia B L o g0 8" e wad oSl ML, B, s ia
Wadley, 2l d Jadle al dl 8, Waad "Baga 1 eq" o0 dileliga angle Bl gl

3la )l I ghua glaacye oY Sitea badfe oY daca 19ES ) adgl sl Ja Sad) Wealaid,

S, Waal i Al s S sy Uaial g daid je Y 4 S B bl pdly al B3 jaads
24 gy Wenab gl slSAc S5 1) peaind 2 o haad il gl Wya 1a3S1E
8, ladaled ap ),

8, 250 Nalalp ¢ LB ) say ) anled ewtb aal§ DlialJ 4 &, aSiygl, sisdl 33
Hagics Mligle wala 3 54 La 13 uaiy 3 Hasa A30 1aSic USy ) Sita J4 a9y Dandd
A pmaliagl il ) Jaigl slad g, Huwa el 3 Y S35 A3 e Wa o Mg
SIC) e S34, ) Masdb ad 5 el g8l £ 5 il a2 ) gl A 5 s daladc ghha 3
Wi, 2aSCy 24l 30 e gladcy 9Sicd iilaicy 1S4 ap 183134 1lagied

Sy al o jlad 1 Yigh dagd 1, Mala Licder aiala Lol 8 gl Bla al &l il judad
S8 g guar wil(d Sl w3 file 1laaladde gaai L adil 84 Baa £y La g e ¢



ady o 1l Ba s 1S 53 ég 5wy il gl 8 1 8 S 90y [EWRRT Ja duaya
a3 gy W gl o g1 5 ghlastBlen, o ys bl £, Mgy Ty S a0y Hasdd add sl &,
Mis g, 5988 Bald gBUC s g Ay 1) shiiga B0 iig , 1Y),

i;c._a £ Y il 115l jss( Jalet

LB 5 1 Wl § Magd p¢ ald) SO iudin ) 1L e ddud g / g 28] adilcd 1)
SISl al yel®

Jg 1Al Sl el Y \-uu& -‘Sﬁa U adle oY 3@04 Hea US@ §U3AL 1 aShe ¢ Lad
il U4 alracy gud oSl Wilas, oY 1S 90 15 S g, ith ) 9955 oy s, 9825
Al 1S 50y 231G ala £ ¢y al g s g 1S g0yl a aach gladi, UL gMS )
s 28504 1 i g W8I 5 ) S gaglens oY 18 9a o gudar wal § £ 5 wil(§ 918 g Sl glicd
g3 Maad £, NaT jla sal 135, aail ) sagla Sl gevant, Whasd oS o3, Ll ) 1gd)
leno Iiafc Saiy g avmlcs daz ARVERPY Up s 8Ll ag)) WLails M Sald al d
£ ¥53 Y 28U 1 i ‘J.ézubuj‘ﬁﬂég lalalg 1 g aflald

A Gatha ¢yl jd da o o 4 da g 28y § gha e gBd BT Lal glal Y€

la siua yb al 8 g b 3By § U4 Ja alBlh £, S g gl ) WG S4 Bg)
\YMJ\J:\SJQJ.\,.\;\. Lad ) g ¥ 2Sdidgl \93;\529.‘*1. ‘.Ale.no,ﬁl..d‘\. FLXRESE S ) al
3.3..3\ lowa 31.@ APXYY \mlé S E Handy g b ) L‘Sﬂ? iy 1o gl Aﬁ?
Madale g8, N g, J8 Ll d 1Akl S5 ) JUia Bl i gf JUSSa | g sia Al sy
iy 4



al &, £ ghad Naal] 1, fac B, Wi ) 3, S b 1 iy g 158,36
O Al aid g Wilaze 15, LaBldd gla 5 82 el aual 3, WaSlald syl jd

Sy 1Sy Iaalid KEYS 10y dided sl jdl 8, Sty gl I INIal] Jads

.Ciu Al 1y S 50y \éubd Qlu \JA@.LJS 1 g 528 gy Slu. Jalg Md () Al QS:.'\QJ
55550 $4 5 835 W gl 1AL ,


http://www.tcpdf.org

