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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?

Arrange the speech and coordinate the conversation seriously, not
discuss any other topic, not break the tie, and be professional in dealing.

2. Do you think Mark accurately evaluated the context? Why or why
not?

Mark made many mistakes in dealing when he loosened the tie, when he
put one leg on one leg during the conversation, and when he began to
share stories about his feeling that his line manager had dropped the ball.

3. What communication factors led to the change in the chief
executive officer’s disposition?

Her eyes and voice

4. How could the KEYS process help Mark improve his
communication skills?
He must define himself, require knowledge of professional speech,
require attention to language and signs, and must study verbal
effectiveness.



Cbaad) Jligaad) dan 3

olia) aoial) o ghudd) S 13) Lagd S coliaf duall) aniiy clalid oL g colia) Auall) | 3|
rigal) (Fladl Luulia

8 Al ) o caslal o sllSaS 3y a1 &y ) A8 58 A eals Clagae o 501aS & e Jany
)L:an\ cgmﬂ\wﬂ;)l\ gbﬂ@)ﬁﬂ\i@&ﬁ)ﬂ\w&é\&sz\ﬁu

s (b ol LS has Cann 15y 800 o jall 3 ali anls S 6 e (i e
1530 Ll Clild clgra agileldl e "ae N panad" Jaall 8 &l oSl & iy cla)
Adalaall Tag al Lo Lete ol J8Y1 (a3 Y 5 ol it ¥ g ¢ ppally Jual 55 L

Chany a8 Lo ol Wyl 588 o\ sl Y) ‘Mwwg)@d&d)ugidﬁ@)ngg
(8 AL Al aad) il g Clasi) jiul o yad axi O 38 iS5 Sl 3asall G g 4k
e ae 4o laial

Sl Ja Latie Lgii€a s JuaiDU Slie sl ac e jacan Sl e Laiall o gy b
i Al (g 4 anii Sl ISl sl § i 31 pal Ay ) pilan gl
e O A e all (el 1aa 508 Y Slae Basadl | a slally Lad) jhatsy 5 Leadliay
L oS Al 5kl g cdalas con Jga Ay jae Alind sae o jle e sand) JLs ase

) Aigall Adlaal ga 38l i (S y ¢yl sall aed

dday y @iy & e ali 4l iy Ll alaialy aaiast] ala¥) ) o Y STl 5o & e o
o pda (o) sl e (anal 48 Hlia b oy g Aidlaall oL Blu e (Blu aua g5 calic
2 al) Ganadd & 13} Juadl ()5S Gl O dalia e ST 85 SN Jabud 28 504
Il 8 las e sl e O i) e o e 5 S 5 380 5l J) g

O i) 3 gy o A gy Clld g 3k i



-G 18 ¢ Aty Abiuy) E "y

i€ 13) Calite <y gl / 5 Andl o o) i i 13 o Jgall Sland) ) dailly ]

0 Ly Ll $A8 iyl o 5 (383 st e i e of a3 a2

sl Lty o puat A el ) ol 3l Juai) Jalse a3

fagal Juai¥) il jlem Cpunt B & e 2ol o KEY'S 4daleal Sy aS 4



