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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 technigques. 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?

Baleadl Jleudl danyi

OLS 13] Lasd 4S8 oLl Lallf an@iy elolsd e Liilg oLasl Aaldlf 1,3
ol Blacall Gl oliui awil of gloull

a3 ol ole BUIKS  gu¥ ) 0,68 5 (o8 ma b lase guiaS el le Jony
Based| (AT Gudhyl) ol 18IS (03 3l e (oI e Bny (58 Lo
s

oA (98 ouunlil] LeSobon a8 05l 3l Bya s paly ISU (o8 s S
3] plils cLgao agilelil (e "1 i Juall o oo eSa) oLy .y Lan Y
Bolall Tadi al Lo Lgbe Q801 ad ¥y T acid ¥y copalls Jualsii Lo 15als

06 Lo ol Lt 3l8 SIS T ¥ anall Guleadly oy G ole 5 oo a2l ole
&l ol oladliul (asel aaiuy o 555 @Sy . e Sall ag G Sasy
ke g delaial o Al

Loie . Lo (0 4 JLaidU Sloo Sutseadl e liws yroms LB ¢ Liad | gy o4
it eIl U Al ) B yhn Syl Bl ane (LS KL S
i gu ¥ Shie Baweddl . Gusladly Lad) Sl g Leadloay s yisy Ldiuhal (g



Leg e o] e Lo Shen Bareall JLod e gacas OIS Gl el adtl
& Syl i A pdbigll aey L oSy (ol Gkl cdalad o S5
ERWUPTIN
13) Jeadl 0 sSaen 3,80 Ty sl (pe ST (08 8,00 L] 08 il o ju0e G
s o1 ool ole el 5 KLy Silsall JI5e1 o sy3L] mma3 o3
ML|JA&J§301U@AQMJLQ\9¢TAAQM‘9\9 Ml@imksw|
Y

oV

A (38g il Aiedd | e ]

IS 5T/ 5 s sl Jaditen € ke« gl locall () Lkl L1
tehLe S @S 5] Cilin

WUblA o) g (R yAY) agd aus 989 d)lo dlolas Jars 2 931 S geur a2
iy als wal (professional context) ks cllli (e gaw 3yaas
Al (o dlad o gy Lo (ol 480 (3adadia Jus,ill J gl dadgo A8y ylas
Tosw 9 (raads (ls (presentational speaking) (g-aaasidl (15 p2d
nonverbal) (o Jalds Sl a8l (gasalill (15l Colaaai| pieal Gl
diass JYA (1o (eye expressions) JUA (o (communication
ke Buseall B | analiILy L6 il yacdiy 13 Sl sasend 4yl



Y Uy U sy 8okl a8y 3180 sa (ole Cipea elyle o a8l Ja .2
iyl kil opetan ooy (S (silanuadl Helall JUA (3o aal
yle a3l communication gl JYA (po I 7 i) b Juol g3
g el JUA (o cllldg daad Lgelaicilg julas facial behavior
OS3 ad danay g Jlasyl (o8 jasaill daals (o (S19 £ Laiud) (o8 LAJadadg
daigo 939 (ewaeyy Caaa (o8 faaa (5 al Jaadl interviewing 3 d;le
oylaialy hes Suseall (o9 Aélagioal waym SN Al Jalaty mal

sl Gt b sl () sal il JLa¥ ] Jalse ooa L .3
abie el Coyand 5 (1 al 3l goa JLai¥ | Jalse S uaiil
Gylsas psts ol s s oladly ohadl 52 Jualss Jary ald oyl g
o aSall 503 4l oSG Al LAY okl g Jaladll widy IS &l
body) wlslay) 5 (interview) Blas cad 68 (oI SLKI has
Laudg 4 yhg L oS3l o ) e idY] o IS (MoOvement
Ol o bl Luige s y3ems dgunsi (2381 (o IS T s
Ligans ams ygo | 38T o ol Teanl K1 g ol il Jual il
s eliy Bl sle 3lou gy YA oo ellld elyle Slipaat oye il
OIS ST dlaisl ety SSHaljial i Galadl s pie e dhanyg Giall
SAY He Buaill aseg lgaliad] aucy s ye Liias aSaS ()2 58Y (e
G Hdan iyl O g G @Y e Speal 138 dagalll 5 cgen
By Glijual gan Jaudily dan ¢ adg saaa Jae s Ll g
formality lgle



JLai¥l &lylgs Gpunt (b yle we Lo 1 KEYS dilaal Sy 45 .4
Seual

@ aSaS P o 4l yughat b sue b o) (<L e Know yourself
3 13las 48laaf wands clins LS e s ylaally clads ysghaiy 4isd Lolis
s dolge 5oy il lgs 3a8a3 aas s

Jalsill 46,20 od saclos Evaluate the professional context
DU e Janll o €6o3) Lol gabsiony o)) 3y oladl yuilly oaall
e Aol | o, LaY g &S all

e Billl dhalgs 48y 4k (od sue Lo Your communication interaction
sl 43 alanionl Ja oo SS1 iigas cua Yl g Lyl oladl il
Aa Il o ysaty s Loy Tuladl Ll Sulad (ol s Ll e Ll oSl

ol e Jalsilly

ali L) ole g Ja Bliyal daal e suels Step back and reflect
peanilly CauSE ol yuglat o8 8,085 il jually o ladll] dboalsiy

o olrenls


http://www.tcpdf.org

