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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?

Baleadl Jl%eudl danyi

OLS 13] Lasd 4S8 oLl Lallf andiy elolsd £y oLasl Aadlf 1,3
ol Blacull Gl oliui awil o gloll

a3 ol (ole BUIKS 4 gu¥ ) 068 58 (o8 ma b lase guiaS el le Jony
Sased | (AT syl ol Lps8dIS (03 3Gl e (I e Bay (58 Lo
s

oA (98 ouuolil] LeSobon a8 05| 31 Byalis” paly SU (8 s S
3] plils cLgao agilelil (e "Il mand” Juall o oo eSa) oy Ly .y Laa Y|
Bolall Tugi al Lo Lgbe QY1 ad Yy 0T aci ¥y copalls ualsii Lo 15als

06 Lo ol Lt 3l8 SIS 6T ¥ anall Guleadly oy G ohle 5 oo ad )l ole
&l ol oladliul (asel aaiuy o 555 @Sy . Sl Sall Gug G Sasy
e g delaial o Al

Loie . Lo (0 4 JLaidU Sloo Sutseadl e liws oy LB ¢ Liad | gy o4
d aeiisl eIl U Al ) B yhn Syl Bl a3l KL S
i ga ¥ Shie Baweddl . Gusladly Lad) Sl g Leadloay s yisy Ldiuhal gy



Loggyte dica] Bue ¢lyle oo Buncall JUd L die geacws HK @il e b ol
o Bt el (3 Cpdligll aes Lo oS ol 3kl ctala s Jsm
RRVI{RTIRVY
elis hyle als gy U alaialy aaicail ale¥ | () Joss L ST da ) yle jaui
13) Jeadl 0 sSann 31,80 Ty sl (pe ST (08 8,00 L] 08 il o jmae G
Osie Ol il ole dyle (g ULy Salsall Jlsa¥ T oo il anan o
ol ﬁﬁﬁJUTUMQMdGJSLAQMw Mls’pﬁidﬁjjzmsw|
WY

0

A (38g il Aieddf e

It 57/ s sguatll Jaditen =S Lo «pigd) Blacall () Slalls 1
tehyle olSe S 1) Caling
(s AMS HLEY (s 3A (g Hhas Saeall 2 CALiAs JSiiy U il
SLiAlg yiaa e Joladily Jandl (o (82 008ll 8yalew) Lgdng
c Saadl ELus (e 7 A Y9 Lpaas 5501 aus Jylaly b (s gl

P L la) sac (6 saa0 o Joladl Lgaa) Y blaall Go ass dlaa

A Tlus gl dpailf Jgd =)



Spontaneous body)d géall seuadl dad Gilslaa] gl OilHledl aladdicyf -¥
§daadlg alaiall ol suls o4l (language gestures
- Al dalewisy g (nadl 84k (¢ (Communicate) ol gl

Lo JSadi Jandl £30s)) (o Expandf i <Y
.l Baiag Jaall (o8 T gund (ols Llaallg -
g Loyl Adglalll codlalad agai -0

0¥ Uy UL S8y ilghl aady b sad ole iyt elyle o aliad Ja .2

(3 o gliall Sugll By al g JSBIl 1ags Syeais O eylo ole cany Y
@8 S alg AABALN gl Glandig Glbaailyicul (Bye 949 £ Laial|

&o Joladll (o ( glgall adg g Laial @liw sis 7,39 dS,ddl ya glhas

9 (Brpidl yaluudl) Lgdng g Jardl (o8 4BMa) aMS ad) Hlas Saseall
OSaiy al 9 Lgalidis (of Slas Suenll diacy) (oll JSAILy Lgas L paiy
&ylo align adg Hhes Suseadl wis deudls ciliiilg A &l Ml (s elyls

A ylo oM alg Lgiidlie o (odill diliaadle (9a alg £ Laiay Ly
Preserving the tactful) galll yglall ods Llaadly yall alol (ugladl
oo g glaiall ayiag alg dladl ol (subs &)ls S pali (appearance
FWEREN )

ol Gyl (od suaaill ) cal g3 Jladd ) Jolse b L3
MERTTI |



dalad) yaid(g dalbdlll dildpat (o8 ¢jlo aadl (1o 3 yaakl A 985 £ LY 13 (o8
£Masll 2o Jolaill dudas 9 (His verbal and nonverbal behavior)
0928 9599 S pall Al (ol agla cul dyls (3o w3 Y9 (ol gl JS (0
8y 80l go ool g 31 § &yl JSedis Ao glall Joail Lghas (o8 oyls
Cyo 443 daal (950 9 (Non-verbal) odas] jad yaamd 34 i O g

dlogy e 9 {edaladl elyle i (<19 Jolaill (o3 ayias 9 Buluog duds
ole al<illg e Laial¥ Bl sic €539 5,31 ole Jall 24,9 Baall
Jolads (oS Syl il o £ gl alg dayiag aly yuilall o530
Jolain agolS (ole g 8 nal) wae agaady (il gl oAUy JALy 9l LAl

. Lalss

JLai¥ ) &lhlee (peund (b ylo ac b T KEYS dulaal Koy 454
Seual
Lblah ghas g deudd (o yokas (Ol dyls (o wa¥(Know yourself ) -
. oA as Jolaill o 4 g8 Andiy aligy g ddaus
Jol 5ill &ilylgs s 9ki (Evaluate the professional context)-Y
&o JLaiy | (8830 593 g ()13 el ol l) ES,ill a9 8 9l A &
. dyae

JBAS O dyle (e w¥(Your communication interaction)-Y
GHliY g £ 9 gall daculilf 550aal1 § dolewis g aeulad) & geandl
 daladll) il Lgiilylidilg (sl 8yl JSdi By g g il



o deuds aalm o) dyls (40 o (Step back and reflest)-¢
sl g daladllf Jabeuyll Jandtig 3ALALS JLaiy o8 jSdyg Lyly3
. pgo Jolada il olaud) ol yialg daladl

Aol JSs Gulill go Juol gill (o elyle asleai 4y ylall (53¢
ladl yaidlg daladlll lled) daals (e


http://www.tcpdf.org

