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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?



Cbead) J) gl dan i

olia) aoial) o gludd) (S 13) Lagd 4S8 (ol Auall) Aty Slald s L) g colial dualll § 2|
) (Bl Luilia

8 Al ) a3 caslal e lilSeS 501 a5 5538 58 b i Cilagse o 93keS @l Jany
Obee sl e s@nll () el L sadlS 8 A58l (iSa ) e d3ay

Oans o8 (ol LS sl a3 a8l a8 pali! anly A A Slie (o e
1536 Ll CalilE clgra agileldl e Mo N el Jaall 8 & jle oDy & iy clua)
Aalaal) lag Al La leie ol 38Y) s Vg ol anisi Vg Cpandly Jacal 55 L

Sany 38 Lo Ly Wl (318 S il W) e Suall alaally ey (S e o (10 a2 1) e
(b ALRAN all i g ilad) Sl (i el datan o 38 i€l Slie Basd) G g 4l
e ae 4o laial

Sl Ja Lovie L€ g 4 JLaidU hie sl delise jamy ls) g leia¥) a g b
iy Al () gen 4l puii Sl Sl GlA paal) s a3l 45 )] pala il
e O (Al el (el 138 a5 Y Slae Baad) G ladly Lead] Hlaty g Lgadliay
le oS 1 3okl g cdalat s Jen g e Aliad sae @l e 3l sl Lo ase
“ Aigall adlaal ge 385l i iy ¢yl sall aed

dday y iy & jla alE 4l 8y Ll alaialy aaiast] L) ) Jaci Y ST da) yo & jle o
o pda (o) g2l oo (anald A8 HLie A Ty g cAialaall (U Sl o (Blu aua g5 cAlie
3 3al) (gt 2513 Jumdl 3 Same Gl (5 Apulia (o ST 3880 L 8 00
Il G 1ag She basdl g o) sl e o e 5 lilSall 5 33 mll ) sad)
O () B ag g O (SR pay CllE 5 3lad il



;UL (88 o 00 ALl oo ol

i€ 1) Caline (S )/ 5 dndi o i) Jeiies i€ 13l ¢ gl GBlanadl ) pdailly ]

?ijw?ﬁqgﬁjd\eﬁjégqﬁé‘;q) 5;&}_‘\0} Wisi Ja 2

St L Hll Co st & urdll ol 3 Qe el ge 2 e 3

Casal Jai¥) il g (e i 8l e 20l o KEY'S Alend (S0 35 4



dclaal) lila Je S i (communication skills) dual sill & lea
sl o aeluys abeill a8 e s 0 AV Ldil 3 LS8 e il g dlaall
o Lac iy Janll dlaa & 0 A £ U818 ae Ly Doleall 5 digal) Aalill (a5 8l
daad ) ohilly 5 @l giue skl o st 5 Jeall Calia s il el g ddpla g e J puaal)
al g adeilis Lo 8 (3 il ¢ 40 l8 Loy (oamy 8 Axe (3855 Lo g5 e Jamy & jlae ol 231 o e
sl Al O Qe 5 s2isill paall e (A e Clua g ST (1Y @l jla aldasy
alilie Ll La pead  calal o2 (il ) ia) cong Wil ¢ Lgae i) JLial 55 5 Lgililaa
VG ¢ AllEal) o3a (pe o sllaall Cangdl s Jandl Uyl Jala et ) sall oy sS0 o)) camg s adlec
3 e S Jandl 8 5500 ) (S ) (e o) s dpadld Gl ) gl (8 (s ]
JSiy (i gal) aniy oy ol & jle | e o plaai) g deal) a2l Y s
sp s bl Jual gill 01 530 (e g 553 paall Craddiinl Ladind 43l paly &y 43Y 2
Body ) deall dal g ¢ L) s 3 jlga (o8 9 Lealal (ol (ot Gl 4gling & LatiaY)

<lé Laxie (Non-verbal communication) bil e Jwal &8 45 (language
12 5 ¢ Y e JSIa s e e g da e da ) s alic Ay ) iy B8 U
S LAl 13 ¢ le (i e ¢ ALEal el o585 juaall Calaa 3l QL) a8l 2al
oulS Alae 51 yh e W sk (e Sl s (commiunication skills) Jeaiy) s les
Jlad adiivol) abeal 55 S 13 Lo 48 pma g ¢ dpansy uil) 5 Aan 1) Jlai¥) 42l 5 deaiinudl)
S Lo A aa S 58y GlD ey ¢ Jandl 8 403 ) 40 0ac by Ol Sy @l 5 Y
OSEe IS5 Aleall 02y (0 Agled Jlad (S Al 4l A ol 130 5 Y o) Jlad 4lal 3
Leie (3yka Bany L)y gl L€y 431 3 (e i

gL s -(Eye contact ) 3 o) 4x -(Self-confident) 2 (il 48l -]
.(Learning Languages ) <lalll e a jall alad 4

Joal 55 Y Ll (e 5 42l 3 el e Jardl 8 £33l (ars (g LdaT 1) Slasdl d
30l Ol (Sl (pad Lalad @l (u€e 4,005 5 yaall () ey Lina peaall 5 i ¥ 5 Cppally
s S Gpelly sl 558 ) ol il o (loal 50 L skt 55 2000
Ll (8 ol 53 Laadl o oy Vg ol 5 Lae e piva Lotim 5 ity 4l 5 e
gl deal


http://www.tcpdf.org

