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      COMMUNICATION SKILLS 
 
 

 
 

Instructions:  
  ِٓغبءً. ٩ِبسط فٟ رّبَ اٌغبػخ  ٠١غٍك اٌٛاجت ٠َٛ الإص١ٕ 

  دسجبد. ٤ِمبٌٟ ِٓ اٌٛاجت عئاي ٚادذ 

  ٓوٍّخ.  066وٍّخ ٚلا رض٠ذ ػٓ 400لا رمً ػذد اٌىٍّبد ػ 

 .الإجبثخ ِزبدخ ثبٌٍغخ الإٔج١ٍض٠خ أٚ اٌٍغخ اٌؼشث١خ ِغ ِشاػبح أْ رىْٛ اٌّصطٍذبد اٌؼ١ٍّخ ثبٌٍغخ الإٔج١ٍض٠خ 

 ِبً. ٠ُّٕغ ِٕؼبً ثبربً ٔغخ الإجبثخ ِٓ أٞ ِصذس آخش. ػىظ رٌه، ع١زُ اٌغبء دسجخ اٌٛاجت رّب 

  اٌٝ ص١غخ  رذ٠ًٛ ٘زا اٌٍّف ثؼذ الإجبثخ٠شجٝ ظشٚسحpdf .ثؼذ الأزٙبء ِٓ اٌٛاجت ٚسفؼخ ػٍٝ اٌّٛدي 
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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 KEYS process help Mark improve his 

communication skills? 

 



 

 

 

 

 جشجمة اٌسؤاي اٌسببك

 

 اٌمُحبع أدوبي فىش فٍمب إرا وبن اٌسٍُن أدوبي، اٌمصةَأثىبء لٍبمه بحمٍٍم  أدوبي،الشأ اٌمصة 

 ٍسٍبق اٌمٍىً.ٌمىبسببً 

 

رُ اسعبٌٗ فٟ  أدائٗ،فٟ ششوخ رٛس٠ذ الأد٠ٚخ. وّىبفؤح ػٍٝ  ٔبجخّٕذٚة ِج١ؼبد وِبسن ٠ؼًّ 

 .ب١ٌفٛس١ٔب ٌٍمبء اٌشئ١ظ اٌزٕف١زٞ، اٌغ١ذح ١ٍِضاٌٝ ِىزت اٌششوخ فٟ و ثؼضخ ػًّ

اٌمبعٟ فٟ ثؼط رؼُشف ١ٍِض فٟ اٌّىزت ثبعُ "عبدشح اٌغشة اٌشش٠شح" ثغجت عٍٛوٙب 

لبئ١ٍٓ أٙب ٔبدسًا  ِؼٙب،٠شبسن صِلاء ِبسن فٟ اٌؼًّ "لصص اٌشػت" ػٓ ٌمبءارُٙ  الأد١بْ.

 ٚلا رذت الالزشاة ِٕٙب ِب ٌُ رجذأ اٌّذبدصخ. أثذًا،ٚلا رجزغُ  ثبٌؼ١ٓ،ِب رزٛاصً 

ذذس لٍك أ٠عًب ثشؤْ ِب لذ ٠ وبْ ، الا أٌٍٔٗغفش وبْ ٠شؼش ثبٌذّبط أْ ِبسنػٍٝ اٌشغُ ِٓ 

ُّخزٍفخ فٟ  اٌغ١ذح ١ٍِض.ث١ٕٗ ٚث١ٓ  ٌٚىٕٗ، سوض أْ ٠غزؼذ ٌؼشض اعزشار١ج١بد ٚرم١ٕبد اٌج١غ اٌ

 اجزّبػٗ ِغ ١ٍِض.

 دخً اٌّىزتأزظش ثصجش ِغبػذ اٌغ١ذح ١ٍِض ٌلارصبي ثٗ فٟ ِىزجٙب. ػٕذِب  الاجزّبع،فٟ ٠َٛ 

، صُذَ ٌشإ٠خ اِشأح صغ١شح اٌذجُ خٍف اٌّىزت اٌىج١ش رجزغُ ٌٗ ثؼ١ْٛ ٌط١فخ. ٠مزشة ئٙبٌٍمب

اٌّشػت اٌزٞ وبْ ٠غّغ اٌشخص  لا رجذٚ ٘زا٠ٕٚزظش ارٔٙب ثبٌجٍٛط. اٌغ١ذح ١ٍِض ٠ٚصبفذٙب 

ٚاٌطشق اٌزٟ ٠ّىٓ ثٙب  ٔجبدٗ،. رغؤي اٌغ١ذح ١ٍِض ِبسن ػذح أعئٍخ ِذسٚعخ دٛي عجت ػٕٗ

 ٚو١ف رزٕبعت اٌششوخ ِغ أ٘ذافٗ ا١ٌّٕٙخ. ،اٌّٛظف١ٓدػُ 

رشؼش ِبسن ثشادخ أوجش لأٔٙب ر١ًّ اٌٝ الأِبَ ٌزغزّغ ثب٘زّبَ ٌّب ٠مٌٛٗ. لبَ ِبسن ثفه سثطخ  

 ِذ٠شٖ، ٚثذأ فٟ ِشبسوخ لصص ػٓ شؼٛسٖ ثؤْ ٚٚظغ عبق ػٍٝ عبق أصٕبء اٌّذبدصخ ػٕمٗ،

ع١ىْٛ أفعً ارا رُ رخص١ص اٌّض٠ذ ٚأْ اٌفش٠ك  اٌّجبشش لذ أعمػ اٌىشح فٟ أوضش ِٓ ِٕبعجخ

. اٌزذٛيِٓ الأِٛاي ٌٍذٛافض ٚاٌّىبفآد. ٠شٜ ِبسن ػٍٝ اٌفٛس أْ ػ١ْٛ اٌغ١ذح ١ٍِض رجذأ فٟ 

 ا٢ْ.لفذ فجؤح ٚلبٌذ ثصٛد خشٓ أْ ٚلزُٙ لذ أزٙٝ ٚٚ

 



 

 

 

 

 :َفمبً ٌزٌه الأسئٍة اٌحبٌٍةأجب عه 

 

مبرا وىث سحفعً اٌشًء وفسً َ / أَ بشىً مخحٍف إرا وىث  اٌمٍىً،ببٌىظش إٌى اٌسٍبق  .1

 مبسن؟ مىبن

ثذا٠خً عٛف اعزجّغ ثؼط اٌج١بٔبد ػٓ اٌّذ٠ش اٌزٕف١زٞ، ِٓ خلاي خجشح اٌضِلاء ٠ٚجت 

 ٚػ١ٍٙب اعزط١غ رمش٠جبً فُٙ شخص١خ اٌغ١ذح ١ٍِض ، ٌُٙ أْ اعزّغ ج١ذًا

 أثذأ ٚلا رذت اْ ٠مزشة ِٕٙب أدذ( ِٓ خلاي ػجبسارُٙ )ٔبدسًا ِب رزٛاصً ثبٌؼ١ٓ،لا رجزغُ

 ٌذ٠ٙب  Nonverbal Communicationوً ٘برٖ ػلاِبد ػٍٝ ٌغخ اٌجغذ 

ف١جت أْ أخز فٟ ػ١ٓ   Social zoneارا فٟٙ رزؼبًِ ِغ اٌّٛظف١ٓ ثطش٠مخ سع١ّٗ ٚ 

 الإػزجبس ٘زٖ اٌّغبدخ.

٠جت أْ اسوض  CEOاٌزشو١ض ػٍٝ ِب عٛف ألذِخ أِبَ اٌشئ١ظ اٌزٕف١زٞ ٘ٛ ُِٙ ف وّب 

 ( my Posture, Gesture and Vocal expression)ػٍٝ عٍٛو١برٟ 

 ٌىٟ لا رؤخز اٌغ١ذح ١ٍِض أطجبع غ١ش ج١ذ ػٕٟ.

ثذ١ش ارٛاصً ِؼٙب ثطش٠مخ ٌجمٗ ٚسع١ّخ ٚأعزّغ ج١ذًا ٌٙب ٌىٟ أعزط١غ الإجبثخ ػٍٝ 

 أعئٍزٙب ثصٛسح ٚاظذٗ ِٚخزصشٖ ِٚفِٙٛٗ.

 

 

 

 

 

 

 

 

 

 

 

 



 

 ؟ٌَمب لابذلة؟ ٌمب  جصشف عٍى وحُ دلٍك َلٍم اٌمُلفًٌ جعحمذ أن مبسن  .2

 لا ٌُ ٠فؼً 

لأٔٗ ٌُ ٠فُٙ شخص١زٙب ج١ذًا لجً دخٌٛٗ اٌّمبثٍخ، ٚػٕذ شؼٛسٖ ثبٌشادخ ٚ سإ٠زٗ ٌٍغ١ذٖ 

 ١ٍِض ثذ١ش أٔٙب رجذٚي اِشأٖ صغ١شح اٌذجُ ٚرجزغُ ثؼ١ْٛ ٌط١فخ،

ب ػىظ رٛلؼبرٗ ف   ًِ   Internal Noiseشؼش ثؤٔٗ رخٍص ِٓ اٌـ رّب

خصٛصب ٚأٔٙب ثذأد ر١ًّ ٌلأِبَ لإػجبثٙب ثىلاِٗ ٚلاوٓ ِبسن فُٙ اٌؼىظ ِشٖ أخشٜ 

 Novarebl and Vareblٚشؼش ثؤٔٗ ِغّٛح ٌٗ الإلزشاة ٚاٌزّبدٞ فٟ اٌـ 

Communication 

ف لذ وبٔذ أعؤٌزٙب ِذسٚعخ ٚثذأ ٠ٕذشف ػٓ  Good Listenerٚأ٠عًب أٔٗ ٌّٓ ٠ىٓ 

 اجٛثخ الأعؤٌٗ اٌّطشٚدٗ.

ٛصب أٔٗ روش ِذ٠شحُ اٌّجبشش ثطش٠مخ رٛدٟ ثؤٔٗ فبشً ٚاػطبئٗ ٌلأٚاِش ِٓ ٔبد١خ ٚخص

 اػطبء اٌذٛافض ٚاٌّىبفئبد 

 فٙٛ ٌُ ٠ىٓ دل١ك ٌزصشفبرخ ٌُٚ ٠م١ُ اٌّٛلف ثذلخ .

 

 

 مب ًٌ عُامً الاجصبي اٌحً أدت إٌى اٌحغٍٍش فً جصشف اٌشئٍس اٌحىفٍزي؟ .3

Nonverbal communication  

 لبَ ثفه سثطخ اٌؼٕك ٚ٘ٛ رصشف غ١ش ِٙزة أِبَ اٌّذ٠ش 

ٚ ٚظغ عبق ػٍٝ عبق ِّب أػطٝ شؼٛس ٌٍغ١ذٖ ١ٍِض ثؤٔٗ ِزؼبٌٟ ِٚزىجش ٌُٚ ٠ذزشَ 

 ٚجٛد٘ب 

ف غش٠مخ اٌجٍٛط ٚدشوبد ا١ٌذ ٚرؼبث١ش اٌٛجٗ ِّىٓ أْ رٛصً ٌٍّغزّغ ػىظ ِب 

 ٔمصذ ارا ٌُ رىٓ ثطش٠مخ صذ١ذخ ِٕٚبعجخ ٌٍّٛلف .

Verbal communication 

ثذأ ثغشد لصص ػٓ ِذ٠شح اٌّجبشش ثطش٠مخ غ١ش لائمخ ٚأٔٗ فبشً ٚغ١ش ٔبجخ فٟ 

 الإداسح ٚ٘زا رصشف غ١ش ٌجك لأٔٗ ٠زٛاصً ِغ ِذ٠ش أ٠عًب 

 ٚثذأ ثبػطبء أسائٗ ٚوؤٔٗ اٌّذ٠ش ِٓ ٔٛادٟ اٌّبد٠خ

Not a Good Listener 

 أْ اٌغ١ذح ١ٍِض فمذ وبٔذ الأعئٍٗ اٌّٛجٙٗ ٌٗ دل١مٗ ِٚذسٚعخ ٚ٘زا ٠ذي ػٍٝ

Content-oriented listener  ٟفٟٙ رجذش ػٓ اٌجٛاة اٌّفصً ٚاٌذل١ك ٚاٌٛاف 

 ٌُ ٠شوض فٟ الأجٛثخ ٚثذأ ٠زشزذ  Internal noiseٚ٘ٛ ثغجت ٚجٛد 

 



 

 

 

 

 أن جسبعذ مبسن فً جحسٍه مٍبسات الاجصبي ٌذًٌ؟  KEYSوٍف ٌمىه ٌعمٍٍة .4

(K) 

(Know yourself) 

ٌٛ أْ ِبسن وبْ ٠ؼشف ٔمبغ لٛرٗ ٚٔمبغ ظؼفٗ وبْ ِٓ اٌغًٙ ػ١ٍٗ اٌزؼبًِ ِغ اٌغ١ذٖ  

 ١ٍِض ، د١ش أْ لٛرٗ وبٔذ فٟ ِئ٘لارٗ ٚغش٠مخ ولاِٗ فٟ اٌجذا٠خ 

ِٗ اٌـ   (Nonverbal Communication)ٚٔمطخ ظؼفٗ وبٔذ فٟ عٍٛو١بر١

 مخ ٚغ١ش الائمخ ف ِبسن لا ٠ؼشف ِبٟ٘ اٌزصشفبد اٌّغّٛح ثٙب أِبَ اٌّذ٠ش ٚاٌلائ

(E) 

(Evaluate the Professional Context) 

خلاي ِب لذ عّؼٗ ٚشب٘ذٖ ِٓ ِٓ  (CEO)وبْ ػ١ٍٗ رم١١ُ ث١ئخ اٌؼًّ لجً الإجزّبع ة 

 صِلائٗ اٌّٛظف١ٓ 

(Y) 

(your Communication Interaction) 

اٌّٛلف ج١ذًا ارا رّىٓ ِٓ ِؼشفخ ٔفغٗ ِٚؼشفخ ث١ئخ اٌؼًّ عٛف ٠غًٙ ػ١ٍٗ اٌزؼبًِ ِغ 

 لأٔٗ ع١ذمك إٌمطز١ٓ اٌغبثمخ )رم٠ٛخ لٛرٗ ٚٔمبغ ظؼفٗ ٚ ِؼشفخ شخص١خ اٌّذ٠ش (

 (S) 

(Step Back and Reflect) 

 ثؼذ دذ٠ش صِلائٗ ػٓ اٌّذ٠شح وبْ ٠جت ػٍٝ ِبسن أْ ٠ذًٍ ٔز١جخ رصشفبد اٌّذ٠شح 

 ٚأْ ٠غزٕزج ِٓ ولاُِٙ الأخطبء اٌزٟ اسرىجٛ٘ب

ف ج١ذًا ِبٟ٘ الاخطبء اٌزٟ أدد ٌذذٚس سدح اٌفؼً اٌغ١ش ِزٛلؼٗ ٚثؼذ اٌٍمبء ػ١ٍٗ اْ ٠ؼش

ِٓ اٌغ١ذح ١ٍِض، ف ػ١ٍٗ أْ ٠شاجغ ج١ّغ رصشفبرٗ ٚولاِٗ ٌىٟ لا ٠شرىت ٔفظ الأخطبء 

 ِشٖ أخشٜ. 


