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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?



bl J)igud) dan S

oL} aial) &l glud) (S 13) Lagh S8 colia) Aalll) aniihy clald £ L] 5 colia) duall) § @)

il Gl i

o Al ) a3 cailal e sllSaS Ay o) o) 84S 58 A eali Cilagae o saieS @ jle Jany
Ohee Bl ¢ g2l Lt N oI L3 ) g0 llS 84S 58N i ) Jee ay

Uy (A i) LS sl a3yl Copall 3 Al anly (il i Ca gl
1590 L) alila clgma agileldl (e Mcae Sl (anal Jaall 8 jle o3y & Ly glaY]
Aalaal fass Al Le Lgie 581 Can3 Y 5 ol andin Y g el Jucal 535 L

Sy 38 Le Ly Wl 38 Sl W) ¢l laally ey S e o e 2 ) e
(8 AR anll i g laadl i) (i yal aaion O 38 i€l 3l sl (g 4in
e pe aclaial

il Jao Ladie LgiSa 8 4y Jlai™U 3lie baad) aelise juay Sl e laia¥) o g b
Gy Al ) gpny 4l il Sl SRl Al aaal) s a1 el 4y ) axla (Lgalall
gy OIS (Al e pall (et 18 san Y Slae Baad) G gladly 1gad) [l g Lgadliay
Ler Sy A 5okl s cdalan o J o A s e Al 30 &l jla e saud) Jlusi e
Aigall 481081 aa 48 Al il 2 g ¢pika gall ac

oy eliy & e alB 4l gy Ll alaialy aaiast] ala¥) ) Qe Y ST )yl jle e
o pda (o) g2 e aanald A8 jlie b g g cAialaal) (U Sl e (Blu pua 5 cAlic
2 pall Ganadd &5 13} Jumdl ) sSa s ) () Apalie (e ST 5 S Jadl 38 50l
Joaill g lag 3ha sl e O il e @ jla (g Sl g 580 all J) e (10
OY) (e 38 ag g O (pEA D pamy CllE 5 3lad il



-G 188 o Al Ay e "y

S 1) Calide (S 1/ 5 A o i) Jriiies i€ 13l ¢ gl GBland) ) plaally ]

clalll a5 e (S i€ 1) it < (o paaibis | gl Blanad) I plailly g Gl did o 250 Jad) ()
il el dpadd alal Al dpadl i) ae canlilh e al yiad s () 55 5 daige IS

3 sl ) yaianl 5 A ymcel 5 Aigeal) 5y oS 5 . ol 0 o gl S (e el L aam alaiily llg
Verbal ) 8l Joal 5l ol gu oud s IS 4l i) (3 s ALliall s Lgule Cuniand 3l iy gl

O 3ab e sluls s . (Nonverbal communication) (il il Jeal i) 5l (communication
) 3 U AT Ul i) Sl i) 5 guall Joa Cains Lgae 381 (380 53

Bl g1 5 (5l Jaaily L () g e | ) 4S5l Sl 31 3 paal) ciladald) il jeiasl e (5 38 55 aucalas 5
05815 e e ) () Al (I 2 gad 3 Ay H) el i i AS ) Qi) A il A8y ustl) Cilallaiaall g
g g el (8 Linany (2l ol @l Joa 5 3 iy

Y Ll g Ll $482) a8 gl g (380 ga o o pai o jla (o) aliad & 2

T gl ay ol g o205l yaall ae o sad e i o jle of i) Y

dgal 5 4l a5 L Jaxy (o) Aalaiall o g8 5 43 0 (uSry 53 o sllaall el JSUEIL A g ey Uil o
el daulia

. cunaiall 13gd ailia gl Al 45 i 5 4l 4slal (A1 padill o ing Al Sl @

Olte ae dc il 8 QAN aall L 5 bl yi) G yad L axi) ) LG ) 5k pl iy e

Ler S Al Gkl s L Aalad Can Jga Ay Al sae aille Ladie e sapudl Aiud e gy al il o
gl ddlaaf ae 4S5l anliti (oS5 | (il sall e

A gy Ll alaialy aaiotl sV ) Jaai 3 HST4a j priiadls @

(i gall Ble) e pie g dpng )b alic Ay ) i B il e

Aaslaal ol 3lu o Blu puagails @



O Gl Oy Analia (ga ST 35 U Jatad 38 3l o e (i o s o panal A8 Jlia Al ally e
L S 5 38 gall J) 5a¥) (e 2y 3all (s 23 13) Juadl

Sl il iyl (8 ual ) ol A Juai¥) Jalse (2 L 3

Verbal ) sl Jlai¥) 8 Jal so (s2sil (a1 oy 8 sil) ) ol 5 & jla L Undl) ) Jal ol (5
:(communication factors

O8Ol s snlia (ga ST 85 S0 el o8 550l 0 pae (i oy gmd e anad AS lie A Tuail Cus o
S 5 580 sl 1 sl (e g Sl (anads 23 13) bl

D) Juai¥) 8 Jal s s 2nill (a5l Ca et 8 aanll )l g Ll @ e gy Ul 01 ol gadl e L5 @
: (Non-verbal communication factors ) -l

VA RSPTIPL PR JSTN RO\ JE ERNN ( SEICS SN E S UG TIRPHA S

Al el Fls o Bl g alie Ay iy adld o

sl JLai¥) S Jlen (a8 e 20 Lt off KEY'S el (e S 4
(Know yourself) cludi caye) -K o

Ll gl g 43 g8 ol (e Bl ) sill Cllinsl sl g shaty 3 Gl a8 ks JSi 4] jln mpsily s Losias

(Evaluate the professional context) (sigall Gl avii -E  »

A lee sl (M ABLYL | JualV) (il e 058 agh 5 o) seand ClaliiaV) 4dlin) dadlee o 3l 43l sac L
il sall 5 alaal) (pe e site de sana pa (sl 5l

(Your communication interaction) by jeldl Juasyl Jelas -Y o

Jelii JS b semad) (pe i LEYT ) A8lial s 4 alal ddailll ye 5 Audailll ol LEY) 481 e 4ie by
ol 55



(Step back and reflect) Saig a>1,5-S o

Aabisall Jlas¥) el il alall #ladll 5 0 A3 Ll ) Zladll) e 5 4daalll il 51 lled and e 4aadly
D aiaaly Cpail) g Gl e 508l oday (o)Al 5 e Aplanll s 5 Al e 321


http://www.tcpdf.org

