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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 1s 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 KEY'S process help Mark improve his
communication skills?



(Glad) J)gaad) dan ji

oLia) aial) & glad) (S 13) Lagh jSb coliaf dualll) aniity clald ¢S] g colia) duall) | 3
wrigeal) (Bl Lulia

Al ) a3 caslal o slilSaS Ay a1 o) 84S 50 A eals Cilaae o saieS & jla Jany
)&\AEM‘ ctﬁd..)s.uj\u.u:\:\)j\ gbﬂ@);ﬂé\ﬁéﬁ}ﬂ\d&é)d&&

oy (8 (ool LS sl s "3y 8l G jall Bl anly (Sl 8 Sl oyl
)53 L) Galild (g agileldl e Mae Hl Gl Jaadl @ jle oD ) & iy Y]
Adalaal Tag al Lo Lgta ) J8Y1 a3 Y 5 ol it ¥ g ¢padly Jasal 5 La

Gang 3 Lo Ly Ul 38 Sl W) e andl Galaally jaidy S e o e a2 M1 e
(8 AALRAN ) i g byl i) i el data o 38 il Slia andl cp g 4dn
e g 4o Laial

Sl JAa Laie L@&@Md@ﬁﬁnﬁhﬂ\&@)@)ﬁ\ c&\ALY\e}aGA
Gy Al ) oy 4l i Sl ISl CalA aaall 8 ks B el A3 )1 pala oLl
sy OIS (Al e el (el 13 a8 Y Sl Bapdl | slaldly L) iy 5 Leadliay
le oSy Al G5kl g caalas con Joa Gy jae Alind sae o jle e sanad) Jld ase
) g 48181 ae A 8N i (g ¢yl gall aed

dday y iy & e ali 4l iy Ll alaialy el a1 ) Jaci g3 STl 0 &l jaolis
DJJJAU\AOJJMUQUMS‘\SJL&A&‘LJ6&33@\&\.\3\&@&5&@@4})643.\.(2
2 al) Ganadd 2 13 duadl ¢ sSon Gl Ol s Aalia (e ST 83 <1 Jad 8 iladll
Jsaill (8 Slesadl g ge o ) e e (g lESall 5 80 sall ) sa¥) (1
OV ) 28 ag g o A gy Clld 5 lad i g



-SUIAL (88 g 40U ALY e

S 1) Calida (S 1/ 5 A o 8l Jriiies S 13l ¢ gl GBland) ) plally ]

?yij?aﬁdgc_ﬁ}d\ﬁﬁ}é:ﬁqﬁécq "‘ﬂjuu\dﬂaidmz

fo il Gt I et (il ) ol (A Jeat) el s (b L 3

fagal JLai¥) il g (ppunt (B e 2ol O KEY'S dileal oSy oS 4



. JoY! Jlgeadl

questionl.:
S Lage ol 5 8Ly o el g e (S0 (B i€ s
(a5l i i Aae S e THald 0 5S) (o g i sal
o<kl 46 Ethical behavior S3aY) & bl o S o g -
abathy i) dlalasd
(e Aaat ddde g (53l pgd g dluaddi agd & jla e gy -
sapnd) Q& o) 8 T 5 Lig (580 (S aple (i iy 13la  Fausds
. " Chief Executive Officer " i
alilayd ol (gdll (sl Claliial agh aple gy -
¢ alalial pales allsy (Sl all adldll 48 e aile gy -
“ " ?@mm%sw\%mu_
¢ ol (S5 dagh ol Y S e sl L3 el ale -
O 4dn 0558 o) ey AL " Restrictions " 258 b -
¢ e sl

@\ﬂ\ B
question?2.:
M&Ldﬁc&qﬁﬂ\ﬁ%gj‘@hpgsq)a@el .
¢ JL\ASM\CAE\‘)ALLJJ&AJ\‘\_AQL_\ML)SJ ‘Mems
Jlai¥) lEMNA) e agle Ciny Liay
" Ethics of communication "



<> " Professional excellence " lige | e o583 S
Ll 5 ogeliall g A ad gy Wil panill 48 48 jaa 4gle
) ae gl s Jae S 84V DA (K oyl
cBa LY

A J) )

Question 3.:

"verbal" 4uadl lgimay &l jle D8 pat

)SmoM\tAuMZ\SJmGAJ 2\_).1491]\ 4\3\3);43%

"Nonverbal" 4:adl e Cild pailgianyg

" el Aad il o L) sy Al g agdadl jal) 4l sl s

agic aday yeldg M atuls il

. Physical Appearance -5l e Jal gl jgay (e

"o SRRl padall M € Caliae 4d ot oK 38 Leay)
il Gaagl) JUal N s05 ¢ Al jiiil(encoding)
Cdbany) dulaal

&5l slaall Jae 3 e Vgsue s alliel jledlla 3,
el 58 40 Ll )



s i
question4.:

: keys ades

Joal 53l ) jlan skt el e el o iy
e Gy daal 5iaS ¢ 43l "communication skills
L) i Ll g 51 45 58 Ll (0 036y (go alell

ddigall dtinls g Claliia) agdl A8Liu) dallae Jae adle g
skills Juai¥) a8 ga 3 58 agd


http://www.tcpdf.org

