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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.

: the followi . linely:

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?



ldl JI5ud! dosy

oLl auiad! 2 glundl O3] Logd (S oLl duadll eupdins wholid sU3lg colint duail 1,31
o)) Bl Gwlio

& Ulgy] @3 ¢ailol e LS 419591 w95 A5 (3 el il 9ainS Ehle Jany
o B! (g duaidl] pull elall L)5adE (3 a5l CoSe ] Jos dia

DB & ool WS ok o "By 4l sl 8yl ey (Sl § e 2583

Lo 15 5] cxelslB clgan 0gileld) (ye eyl panad” Jaall (3 ke Dy 2yl 0L
Aaloeall 145 o Lo lgio LBV o Vg ] wadis Y ecpealls Jiolgis

Gz 48 Lo Olaw LT 318 08 1Y) ol (wlesedl yain 0 2o OF oo 0l e
& dabisd)l aodl oludly Olendliul (oya) datg OF 55) Sy 3o Buedl (ug diy

J55 bedie 1giSe (3 0 JUaIW koo Bogad] de e suan sl glaxdl oo (3
Ogam A s Sl CaSell cals el 8o Blyel D150 pid elgilal) ool
eyl paseidl 1A 9ud Y Sl Sl . gl g35) Hlailg lgdliarg /il dauda)
(o s Jg> g ybe Aol Be ylo 3w B! JLud e oy 08 S U
Aigoll 43lual e A1 it a8y ondbsgall e L oS I Byl

dlayy iy o ol gy Lo plazal poaiell pladl ) Jead @Y 2ST a1y 2ylo y2s5
oyde O 0ys2ds 48 (asmd AS)line (§ Ty cdisleall 8T Blu (fe Bl pubgg cdiic
doyall s 0313] bl G935l Ol Llio ya 78T (§ 8,501 daud 45 luol
Jemadl 310 3hae Baadl Ggue O ol e 2o (53 - B 33195l JlgaYl (e
OV L,Q}B\Aé‘o.ejég UTWQW Iy Bld 899



U B9 g AL Al oy o

Ui 91/ 9 dund 5 gl Jmdtion S 13Ls ¢ sgadl Bl ] SidL 11
¢hle 08 CAJSblu:.Lm

oichief Executive Officer oo cdblidirector zélol of day Calizes JSio

G Tl e Guuds Gas e @ @319 08T pudr) Ol g puglandb J e
294 0985 (30 Yaud HEEW el ka3 (e Aadlovall ez SJg ol 9l
5 FLBLTHleb] 3 g8l @3 LY LS Iz Sls 3l dsl dulio pe

ol b N9 employer wlas! s By working for the company@»b
day) 8,589 Bl e Bluw ausg bodis ko Mad Lakio aud Jls p&9 bnudo 0550
dac

aly usadl ode S Lsles 53Uy ad colleagues (s dl] gaiul &0 ady ods (Y - ans
diy1a 9 ddlial | aaall He put forth his ideas, strategies and techniques (ols iyl
Chief (£ foaeus aMS (10 JuSlo af) Lgayhal slamieul 9 Lgaas vis His field of work o9
gl ohl ole Hald dif g dlgheul) Jand ole Huld daf Cauxsl gExecutive Officer

ol dsle ol Jaay Cuam ag 438Me 339 el (AT il Lgiluslan Hlelsl g
Forming relationships with positive people



T dedidl) Guyll Bl § il ) 0l (@I LYl Jelse (e .3

saleg Jalaillaty cint elld uis Ly Galad) (L5 3la ole 3Lw ang body language
oa il ol (I olalyall uss Jeall cean sl dblal) (88 T L)Y ase joad w55k
il 08 pdn S oIg¥1 BT Tag YT A n chieealiad gy 85 sl (it
clidlalad (o8 geslon) ils waall GG piaty il Gl elaun o 66 oS 1 AV
Job interviews and that large companies and o4 Livaal slaig Gulid] as dugsal!

g el Glyials caall d€,a e ulas Yl recruiters are interested in body language
Lo eSSt Bl s cpms 5158 (o 232y el 38 eSSt (S0 il

- sl baais cal Jeall (ole 28,085 Bais 28,5 saaty Greadill o dbaldll (ole e lod

T JLasVl Wllgs grusd (il delud OTKEYS ddes) oS a8 .4

Lidall dlall e yual 3] &aa The importance of body language in communication
Hate, love, rejection, approval, anger, boredom, trust and Jie Ll L yain 3
aslsillsother human feelings and not disclosing the secrets of the previous work
Focusing on the work plan without mentioning the previous work so as ¢ il decu
oo wilanll ole 0 <Tlnot to consider divulging the secret of the previous work
And ol g Lagiad Joall slaadls oo Enaall od Lculagling AL duns il dygual (K00
that the body language, facial expressions, and the degree of voice are
distinct signs to accept the notes, and the appropriate time must be chosen
and new work cultures to be learned to express your opinion to the direct
Sllal Heu el dgag e yuall o¥5L e wla¥ g .manager in a positive manner
25 Ll 655 osel @b Baadil Lala B8y ppall ddllasy oluasanll ole Lliall 45,08 52
Cuail Yol dadlgn agdl Lo yol Joa clily sall ulls 13 elilaadle @élgs o8 agdll Cas Joall ole
O b ellg Jand 8 yrng S L e dlamill o 85 205 el oy i Tyl
Loyl 8yall (ode Jpaandl sle oyl Jandl 1 £ 5yl g8 asfill (gn e cllliws o) o o
al5ilY Iy LY | oI GLAYL dlae 5l deg i go cyall Cins A (o 08 oot 51 s S5l
Joall selsa, alil


http://www.tcpdf.org

