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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 KEY'S process help Mark improve his
communication skills?



Cbad) Jligaad) dan 3

olia) aoial) & glud) (S 13) Lagd S coLiaf duall) aniiy clald oL g colia) Auall) | 3|
rigeal) (Flad! Liulia

8 Al ) a3 sl o sllSaS 50 ) 5 AS 58 b el Cilaae o saieS & jla Jasy
)LwaaM\ ‘Lﬁm-‘ﬂ\u'“:’-’)j\ gbﬂ@)ﬁﬂ\i@&)ﬂ\w&&\&cz\ﬁu

oy (b i) LS sl sy M5y 5l Copadl 3 alat anly (Sl bl Ca gl
1530 L) Clild clgaa agileldl e Mae N panad! Jaall 8 &l e & iy cla)
Adalaall Tag al Lo lee ol J8Y1 (a3 V5 hl i ¥ g ¢l Jaal 5 L

Gany 38 Le (i Wyl (388 (S il V) e anll (ulaadly jedy G &l o e a2 11 e
(8 Al Al aad) il g Cilai) jiul o yad axti O 38 iSl5 | 3le Baad) G g Al
e ae 4o laial

Sl Ja Latie Leii€a s JuaDU Shie sl aelise jaear Hl e Laial¥l ag b
Uiy Aial () gony 4l pudiii Sl Sl A paal) s a3 el 4y )1 pala clgildll
g OIS Al e pall (el 18 g2l Y Sl Basadl G ladl Lead) i 5 Leadliay
Ler cSar ol (3 0all 5 caalat cue J g s g e Al 32 o jla Slae sapuadl Jlosi e
) Aigall Adhoal ge A8l i (S y ¢yl sall aed

dday el & jla a4l 8y Ll alaialy aaiasi] ale) ) Ja LS ST 5o & jla jai
o pda (s oy sed e (anald A8 jlia b Ty g Aidlaall (U Blu e (lu aua g5 cAlic
2 al) Ganadd o5 13} Juadl ¢ s gl (O Aanilia (e ST 85 K1) Jabd 28 53040
Joaill 8 la e sl e o o8l e d e s lBSall 5 80 sall J) ¥l (e
Y el 3 g g G QSR gy il 5 5lad il



GUAL 18 ¢ At Abiuy) E "y

S 1) Calide Jay 1/ 5 At o o8 Jadies i€ 13le ¢ gl Sluadl ) pdally

5oablu Ll Lede Gty IS meall o Lay Jds i8I (g oSl i€ | Caliae IS4
Lgabal il ) 22Y S Loy  Lual 55 8 sl 1S sl Cany 3y 58l o g2l
Y Lal g Ll $482 (a8 gl a5 (58 ga o o puai ol jla () aiad & Y

AQlA ALl ol L bl yia) (ia el datn o 3S ) 4d) s 3Ba g 3 laa IS el Ay
A3 Lo LS 55 Y il g il gm0 s ) 235 Lasie plain¥) b o,
Gada s e Capeay ol g 4 dag b G peai s Aa L

€ saull il ot & sl ) ool ) Juai¥) Jal e 4 L Y
context Feedback

faual Juai¥) &l e (et A @ ke 2o bt O KEY'S dalaad (S S €

K Kknow yourself )
458 Lol o Al iy ()5 0 5S) 055 O adle g OIS
"y
E evaluate g2l G Hll a8 48y ) (65 o e S
the professional context b JSS W) a5l e ol 45 Hlga )y ghan
Y Your communication dual 55 OIS Ja gs-‘L“m ol Ls-l“ﬁm alial 5343 )l L"sj‘ Pt
interaction Y al Jlxd
S Step back and reflect ¥ r" e—'l“' dual 5l S da ) 2l @d\ Alilaal) @ bl ey
cadly) bl L;r_ JA:;.U







