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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 KEY'S process help Mark improve his
communication skills?



(Gl J) gl dan s

olia) aoial) & plud) (S 13) Lagd S coliaf duall) aniiy clalid oL g colia) Auall) | 3|
wrieal) (Bl Lilia

o Al ) a3 caslal o sllSal 4y a1 2 ) 48 58 als Clagae o 501aS & e Jany
e Basall (sl (Sl AU L ) 8IS 8 AS il (e ) Jae dmy

s (b ol LS sl G 15y 80 G jall 3 ali anls S 6 Sl i el
1536 L) il (lgan agileldl (e Mae )l Gl Jeadl 3@ jle oD & Ly Y]
Adalaall Tag al Lo Lee ol J8Y1 a3 V5 hl i ¥ 5 ¢l Jaal 5 L

Sy 38 Le Ly Wyl 3 S adl W) il el ey S e o e 2 e
(&b AR o) i 5 ibaai) el (i yal aa o 38 iy Sl sl G g 4dn
e g 4o laial

Gl Jao Ledie LS 8 4y JuaiDl Sl sasall aclise juay Hhsil e laia¥) a g b
Gy Aal () gny 4l pudiii Sl Sl A paal) 3 a1 el 4y )1 pala clgildll
e O A e all (adll) 1aa 55 Y Slae Basadl g slally Lad) phatsy 5 Leadliay
Ler Sy 30 3kl 5 edalad Cons J o A s e Al 3ae @ jla 3lae ) Jlusi e
Aigal) 4dlaal ae 48 il Canliti (a5 (il gall ac

idayy @l o e alB 4l iy Ll alaialy aaiast] ala) ) Jai L STl o o e e
o pda (s oy smd e (anald A8 Hlia b Ty g Aidlaall (U Blu o (Blu a5 calic
2 al) Ganadd o5 13} Juadl ¢ sSane l ( Aailia (e ST 83 81 Jabd 28 5304
Il (Ao She sadl e o sl e o jle (5 lESAll 5 38 all ) saY) 0
OV i) 38 agi g (] (A gy 5 slad i g



-G 188 ¢ Aty Abiuy) e "y

S 1) Calide Jay 51/ 5 A o A8 Jrdies i€ 13la ¢ gl Gland) ) hally ]
e Hle Ol8a

woSa e S ol Gall) 2D and Y Ol 5 e alSaY) laial aae g Vsl alailile
Verbal and nonverbal 4 s axa) e s dul ol 3 slaaind) Jglala Ll
il e ol g A jlaall DA (e e b a4 slas scommunication
e slaall aan Jady 43l 3SBY & ye 2o ladd) aal jlo WG desili ) las
IR e Jasd) S o JAd) S 40D (e 2SUI L) ) il 55 yucidie 40l 5 daguall
Aculial) Gl elai )

?yw}u?:\ﬁ#qgﬂ\ﬁgﬁéﬂh}sé‘:qM"QJQQTML}Q 2

S agie g landl s (ol adY) Al (38 JSaY) jlaal e Ude cany U3 siiel Y Y
Crila sl 2 gaal) m g ang g abeal 8 e 5l (AN OIS ey Y o JalS
Jard) L Az Cpdal 3 5y (i H IS () (i 1388 223 () oy W5 Jandl el
gl y ) o jelidd ey W ()5 age sale (Ao S yig AR5 arlae g (5S35 ) o
A gy e e Adaad g Aleldi A3y Hha e i o)

€ saull Gl G et & pusl) ) ol 3l JuaiV) Jalse 4 L 3

Giadl aday )y ld A (e JsalSl () dzan )l (e e S @ jle b i 5035 Y
Non-verbal s z ;ai s 5 48l ) aal ) Coaaty alS g 4 sla 48y Hla s
communication



OBl 8 g Cdga e 5 Luald 4DS IS aéVerbal communication e Wl
s Gasa Ay () adde Lail 98 pdilie Gl 285 O Gueadion S8 4G~ g g
Ao Juii JAY) Caphall ety (S age) ja g Adga A4yl 3 plaal Caay

aal Jlai¥) @l g Gannd A & jle el O KEY'S dalesd Sy S 4
<Verbal and nonverbal communication gl s 2as 5 clusi s el K
CSaall (e S age ) DU B paall el JLEMS jae 065 Ol cang g e A Lgaia ya

e Jpana dhal 56K g ey a8 dlaed A glaa g Jual gl e figd o)

Lo i o gl Lo Lo gy 8 sl a8 i) agualial) Jaadl g il il

Jand) Ay A A e Laga) <=y sNON-verbal communication a: o) s :E
agililay) 43y yla g () siaaty (oS g Jandl 8 ¢ Dla 3l ddaade VA (e Jsia e agal s
Liay) 5 Jard) ol 5 clelaia¥) 8 agilus ) ae s Gzl agaiany s Cuaall o)
43ge 48 oy o S = Hhay S5 can )l e 5 can sl agiias bl el

23 e (A alia gidae] ya

o a5 Caall ol 4z Jelity oS dale) o2l (asill Ladl o 4dde 1Y
s IS @lia 2Ly )4l clle Leaie SEdNon-verbal communication
gt lia o) &y ol adde IS Al Led) plas &yt e be (e OS] Lialia g Y gata
:\LM\L}C Jﬁuu\ JAY\GCJ.L»:\ ub&‘}[}bﬁod‘:%é&c#;&\;u
L) ol jlas ket s oSl o) Lelals Jslag

oS s Uhall sale s 4l 8 Lo g aled Lo jSay 5 Calall sl iy o) e 4l 3:S
faaVerbal communication oS Ja

?a.l;a; MLS] )...ud\ C'.i\)l.m‘}“ dA

franall g g5 LilSar o Ja

£ loal 55 48 yla b Joaes ) zling o o5 llia Ja


http://www.tcpdf.org

