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      COMMUNICATION SKILLS 
 
 

 
 

Instructions:  
  ِٓغبءً. ٩ِبسط فٟ رّبَ اٌغبػخ  ٠١غٍك اٌٛاجت ٠َٛ الإث١ٕ 

  ِٓ ٌٟدسجبد. ٤اٌٛاجت عئاي ٚاحذ ِمب 

  ٓوٍّخ.  600وٍّخ ٚلا رض٠ذ ػٓ 400لا رمً ػذد اٌىٍّبد ػ 

 .الإجبثخ ِزبحخ ثبٌٍغخ الإٔج١ٍض٠خ أٚ اٌٍغخ اٌؼشث١خ ِغ ِشاػبح أْ رىْٛ اٌّصطٍحبد اٌؼ١ٍّخ ثبٌٍغخ الإٔج١ٍض٠خ 

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

  اٌٝ ص١غخ  رح٠ًٛ ٘زا اٌٍّف ثؼذ الإجبثخ٠شجٝ ظشٚسحpdf .ثؼذ الأزٙبء ِٓ اٌٛاجت ٚسفؼخ ػٍٝ اٌّٛدي 

 
 

 

Everyone’s Smart University 

Assignment 1 (Spring 2021) 

 

   

 



 

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? 

 



 

 حشجّت اٌغإاي اٌغببك

 

خبغ أدٔبٖ فىش ف١ّب ئرا وبْ اٌغٍٛن أدٔبٖ، اٌمصتٚأرٕبء ل١بِه بخم١١ُ  أدٔبٖ،الشأ اٌمصت  ُّ  اٌ

 ٍغ١بق إٌّٟٙ.ٌِٕبعببً 

 

رُ اسعبٌٗ فٟ  أدائٗ،فٟ ششوخ رٛس٠ذ الأد٠ٚخ. وّىبفؤح ػٍٝ  ٔبجح ّٕذٚة ِج١ؼبدوِبسن ٠ؼًّ 

 اٌشئ١ظ اٌزٕف١زٞ، اٌغ١ذح ١ٍِض.ب١ٌفٛس١ٔب ٌٍمبء اٌٝ ِىزت اٌششوخ فٟ و ثؼثخ ػًّ

اٌمبعٟ فٟ ثؼط " ثغجت عٍٛوٙب فٟ اٌّىزت ثبعُ "عبحشح اٌغشة اٌشش٠شح ١ٍِضرؼُشف 

لبئ١ٍٓ أٙب ٔبدسًا  ِؼٙب،٠شبسن صِلاء ِبسن فٟ اٌؼًّ "لصص اٌشػت" ػٓ ٌمبءارُٙ  الأح١بْ.

 .ٚلا رحت الالزشاة ِٕٙب ِب ٌُ رجذأ اٌّحبدثخ ،أثذًاٚلا رجزغُ  ،ثبٌؼ١ِٓب رزٛاصً 

حذس ثشؤْ ِب لذ ٠ لٍك أ٠عًب وبْ أٔٗ، الا ٌٍغفش أْ ِبسن وبْ ٠شؼش ثبٌحّبطػٍٝ اٌشغُ ِٓ 

ُّخزٍفخٌٚىٕٗ،  اٌغ١ذح ١ٍِض.ث١ٕٗ ٚث١ٓ  فٟ  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 

. ٠مزشة رجزغُ ٌٗ ثؼ١ْٛ ٌط١فخٌىج١ش خٍف اٌّىزت ا صُذَ ٌشإ٠خ اِشأح صغ١شح اٌحجُ، ٌٍمبئٙب

اٌزٞ وبْ ٠غّغ  اٌّشػتاٌشخص  لا رجذٚ ٘زا٠ٕٚزظش ارٔٙب ثبٌجٍٛط. اٌغ١ذح ١ٍِض ٠ٚصبفحٙب 

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

 ٚو١ف رزٕبعت اٌششوخ ِغ أ٘ذافٗ ا١ٌّٕٙخ. اٌّٛظف١ٓ،دػُ 

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

 ِذ٠شٖ، ٚثذأ فٟ ِشبسوخ لصص ػٓ شؼٛسٖ ثؤْ ٚٚظغ عبق ػٍٝ عبق أثٕبء اٌّحبدثخ ػٕمٗ،

ٚأْ اٌفش٠ك ع١ىْٛ أفعً ارا رُ رخص١ص اٌّض٠ذ  اٌّجبشش لذ أعمط اٌىشح فٟ أوثش ِٓ ِٕبعجخ

 .اٌزحٛي٠شٜ ِبسن ػٍٝ اٌفٛس أْ ػ١ْٛ اٌغ١ذح ١ٍِض رجذأ فٟ ِٓ الأِٛاي ٌٍحٛافض ٚاٌّىبفآد. 

 .ا٢ْلفذ فجؤح ٚلبٌذ ثصٛد خشٓ أْ ٚلزُٙ لذ أزٙٝ ٚٚ

 

 

 

 



 

 :ٚفمبً ٌزٌه الأعئٍت اٌخب١ٌتأجب ػٓ 

 

ِبرا وٕذ عزفؼً اٌشٟء ٔفغٗ ٚ / أٚ ثشىً ِخزٍف ارا وٕذ  إٌّٟٙ،ثبٌٕظش اٌٝ اٌغ١بق  .1

 ِبسن؟ ِىبْ

ِبسن شخص ػٍّٟ ٠ٚخّخغ بزوبء ػبيً ٚ٘زا ِب اٚصٍٗ  اٌٝ ِٕصب اػٍٝ  ، اٌخٛف ِٓ ٌمبء  

شخص رٚ ِىبٔت ػب١ٌت لابذ ِٕٗ ٚحخٝ حخخٍص ِٓ ٘زا اٌخٛف ػ١ٍه أب حخجٙض بّبرا عخمٌٛٗ 

لا ٠غخّغ اٌٝ ولاَ صِلائٗ ِٓ اٌؼًّ ػٓ اٌغ١ذة ١ٍِض اٚ حخجٕب لٌٛٗ  ، وبْ ػٍٝ ِبسن اْ 

 لأٔٙب شبئؼبث ٚلا حؼٍُ اْ وبٔج صح١حت اٚ خبطئت ،

ِبسن ػٕذ اعخمببٌٗ ٌٍغ١ذة ١ٍِض بؼذ اْ وبْ لٍمبً ِٓ ِب عّؼٗ ػٕٙب حفبجئ أٙب ػىظ ِب لبٌٛا 

ٚدسدشبحٙب ٚ٘زا ِب اشؼشٖ ببسح١بح وب١ش ، ٚبؼذ ٔمبشبث ٚاعئٍت ِٓ اٌغ١ذة ١ٍِض اٌٝ ِبسن 

ِؼٗ، ظٓ ِبسن أٙب ح١ًّ اٌٝ الاعخّبع ا١ٌٗ بب٘خّبَ ٌّب ٠مٌٛٗ ،اخز ٠غخشخٟ بشىً ِببٌغ ف١ٗ 

 اِبِٙب ٚخشٚجٗ ػٓ ع١بق عإاٌٙب  ِّب ادٜ اٌٝ حمٍب ِضاجٙب ٚأٙبء اٌّمببٍت ،

 ١ٍِض حؼذ فٟ ٔطبق إٌّطمت الاجخّبػ١ت ١ٌٚغج فٟ ٔطبق إٌّطمت اٌشخص١ت .

 

 

 

 ؟ٌّٚب لاثذلخ؟ ٌّب  رصشف ػٍٝ ٔحٛ دل١ك ٚل١ُ اٌّٛلفً٘ رؼزمذ أْ ِبسن  .2

 

ِبسن شخص١ت ٌٙب أداء فؼبٌٗ ػٕذِب عّغ ِٓ صِلائٗ فٟ اٌؼًّ ػٓ شخص١ت اٌغ١ذة 

ِبسن ض سو وبْ ٕ٘بن ٔٛع ِٓ اٌخٛف اٚ اٌمٍك ،ٌىٓ اٌؼصب١ت ٚأٙب لا حبخغُ ابذاً  ١ٍِض

 ،فٟ اٌب١غ ٚاعخشاح١ج١خٗ  بخم١ٕبحٗ ػٍٝ اْ ٠غخؼذ أب ٠بٙش٘ب 

خبٌف حصٛسٖ اٌزٞ شؼشٖ ػٓ اٌغ١ذة ١ٍِض ٚشؼش  ػٕذ اجخّبػٗ ِغ اٌغ١ذة ١ٍِضٚ

ببلأِبْ حخٝ اخز اس٠ح١خٗ اٌّفشطت باحغبعٗ بأٔٙب ِغخّؼٗ ٌٗ بب٘خّبَ  ٚأٙب  ٔبٌج 

ارٕبء ػٍٝ اػجببٗ ٚاخزا باسخبء سبطت ػٕمٗ ٚاٌغ١ش إٌّٟٙ بٛضغ عبلٗ ػٍٝ الاخشٜ 

 ١زٞ  .اٌحذ٠ذ ببلاجخّبع اٌٝ اٌشئ١ظ اٌخٕف

 

 



 

 ِب ٟ٘ ػٛاًِ الارصبي اٌزٟ أدد اٌٝ اٌزغ١١ش فٟ رصشف اٌشئ١ظ اٌزٕف١زٞ؟ .3

 اٌغ١ذة ١ٍِض  –اٌشئ١ظ اٌخٕف١زٞ  (chief executive)ادة اٌٝ حغ١ش حصشف  ػبِلإْ٘بن 

ٌغت اٌجغذ بٛضغ  (Nonverbal Communicationاّ٘بي اٌخٛاصً اٌغ١ش ٌفظٟ ) -1

اٌغبق ػٍٝ عبق ٚاخز اس٠ح١ت ببٌجٍٛط اٌغ١ش سعّٟ ببٌّمببٍت  ٚ٘زا ٠ذي أه غ١ش 

 ِمذس اٌشخص اٌّغخّغ ا١ٌه .

ع١بق عإاي اٌغ١ذة ١ٍِض ببٌخىٍُ ػٍٝ ِذ٠ش ػٍّٗ اٌغببك ٚ بطٍب الاِٛاي اٌخشٚس ػٓ   -2

 ٚاٌحٛافض وبْ حصشف خبطئ .

 

 رحغ١ٓ ِٙبساد الارصبي ٌذ٠ٗ؟أْ رغبػذ ِبسن فٟ  KEYS و١ف ٠ّىٓ ٌؼ١ٍّخ .4

 

 Know yourself  حبٚي اْ حىْٛ ػٍٝ دسا٠ت ببلإشبساث اٌغ١ش ٌفظ١ت اٌصغ١ش

اٌخٟ حفؼٍٙب ِزً ٚضؼ١ت اٌجٍٛط اٌغ١ش ِغخم١ّٗ اٌخٟ لذ حذي ٌٍّخحذد أه غ١ش 

ػذَ ٚضغ الالذاَ فٛق بؼضٙب ، الاوزبس ِٓ حٛاصً ِٙخُ ٚحشؼش ببًٌٍّ ، 

اٌؼ١ٕ١ٓ لأٔٗ ٠ب١ٓ ٌٍّخحذد أه ِغخّغ ٌٗ ، الاجببت ػٍٝ الاعئٍت اٌخٟ حطُشح ٌه 

 اٌغإاي .بّٕطم١ت ٚػذَ اٌخشٚس ػٕٗ اطبس ِفَٙٛ 

 Evaluate the professional context  

ِىبْ اٌّمببٍت اٚ اْ ٠مَٛ بخؼٍُ الاشبساث اٌغ١ش ٌفظ١ت اٌخٟ حؼخبش ِمبٌٛت فٟ 

 اٌؼًّ ،

 اْ ٠ؼشف أٗ ٕ٘بن طشق ٌبمت ٌخفبػً ِغ إٌبط فٟ ِىبْ اٌؼًّ اٌشعّٟ ،

لاحع الاشبساث اٌغ١ش ٌفظ١ت اٌخٟ حصذس ِٓ سؤعبئه ٚصِلائه ارٕبء اٌخفبػً فٟ 

 ِىبْ اٌؼًّ .

 Your communication interaction 

 ٠خفبػً ٘ٛ ِؼبن  اػشف و١ف حخفبػً ِغ الاشبساث اٌٍفظ١ت ٌض١ٍِه ، اٚ و١ف

ِٚبرا ٠جؼٍه حشؼش ببٌشاحت ارٕبء اٌخٛاصً ِغ الاخش٠ٓ رُ طبمٙب ِغ اٌشؤعبء اٚ 

 اٌّٛظف١ٓ .

 Step back and reflect  

حذد احصبلاحه اٌغ١ش اٌٍفظ١ت ارٕبء اٌخفبػً اٌخٟ حشؼش اٌطشف الاخش ببٌشضٝ ، 

وٓ ٌبك ساجغ فىش ببٌغإاي اٌزٞ ٠طشح ٌه حخٝ حب١ٓ حشو١ضن ٚاعخّبػه ٌٗ ، 

 ببٌحذ٠ذ .

 


