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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 1s 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?



bl J)igud) dan S

oLia) aiall & glud) (S 13) Lagd <8 colidlduall) aniy dlald Lk g coliaf duaill) | j3)

il Gl s

s Al ) el e sS4 W) g 534S a8 el Clagse G s2iaS & jle Jay
Ohee Banall ¢ g2l Lt 1) oI L3 ) g0 llS 84S 58N i ) Jee ay

Uy (A i) LS sl a3yl el 3 sl anly (Sl bl Ca gl
190 L) (i cLge agdlelal e e I sl Jaadl 3@l e oD L )
Aalaall T A L Lgia O BY1 an Y g ol wniiss Y ¢ cppadls Joal 55 L

4y a8 Le Ly Ul B8 1S sl W) iaalluandly jady (S e o (g 02 Y1 e
(ot AR aadl i g byl i) (i el dain o 38 i€l e Bandl (g

e ae aclaial

il Jao Ladie LS 8 4y Jai™U 3lie saad) aelise juay Sl e laia¥) o g b
Gy Al ) gpny 4l i Sl SRl Al aaal) 8 a1 el 4y ) axla (Lgalall
gy OIS (Al e pall (et 18 52 Y Slae Baad) (a gladly 1gad) [l g Lgadliay
Ler Sy A 5okl s cdalad o J o Ay e Al 30 &l jla e 2l Jlusi e
Aigall 481081 aa A8 Al il 2 g (pika sall ac

oy eliy & e alB 4l gy Ll alaialy aaiast] ala) ) Qe Y ST syl jle e

o e (b o) smd oo aanal A8 Hlie g cAialaal) L (Gl e (Sl pgua g sediic
o 2 el Ganads &5 1) Juadl () s Gl Of Aralie e JIST 35S0 da] 8 il
Joaill G Tag Sha sl g e O sl e o jle (gn Sl 58 gall I saY)

OY) (e 3B ag g O (pEA D pmy CllE 5 3lad il



-G 18 o Al Ay e "y

S 1) Calide (S 1/ 5 At o i) Jediies i€ 13l ¢ gl GBland) ) plaally ]

Cumaa 530 05 W) o Sl sasd) (25l Qa5 e ila sbee 4al OIS ) Ly, Tasla Y
O Al g Latu¥) s g Aadliaally 50k 5 daludl 5 us das 50 a8LB (s A3le (IS8 il 3l
daal sl A aie Uad (g1 5 ranna (S0 Jual 51l 5 Jalail) e G ) 5pad sapud) o) alay
daxe Cuaall Ll 8 axe 4l 3l e sleall paes Jlayl 5 Lgxe Caall JaS) dua i o2id
Lo Lidga (0581 5 il Jiias il i€ ol iy dageal) o] Fa 8 a8y ey 5 Lol
sl dl lghia g 3l Als yall Joad () 5 Ledladi) e 5 Lginaddi ¢ aa o Lila) Sliaa

Ll aglaall 8 sani Ledl s luala e JS il slee e Jlay] aolalil cllagd o jla
dadliaall g aabui) Jia a8l gaac A elld & jelal Cua Jlad K0 Ahiaie 5 2a aalis

Uae 5 rlah dlege JLSY Bale (3 susall Zling La 58 138 54 ¢ LainD eV ) ol

e g Dliae JS 45 ) sy Al 4alid)

£ Laly Ll S48 i pal) o5 (30 st Lo et e o i a2

Jai g Tan ailay asllad) cuilS 5 (a8 gl apii b Uil s e JS (i gall iy a1 Y
aay daS) e 58 of Y deaill o) s 80 308 e 4l g rall (§ guse 4l e
330 o agle IS8 adaboa) a5 241 AV oSN IS () s dpens ) ddeay (5 0
O s (0 S o) ) aallaall (50 (ST Jaladill (8 4ans )l 00255 ade 5 adalosall (8 5
ol il aae o Q5 ey e S Jaladll G g 4d s 5 adaliay Jaladll (s (38 Sllia
S dral sl A laall axe e 3 5l g apen 3l o Gy ja o e (S8 AY) Gl
A1 Sl e Jual 5ill Cileas sl O 3 yaas SV 5285 G ) e e lia 8 a&Y
oy e Al IS il paty (o yealy 380 5 LgiilSa ) jial ) Leal sial axe g Lie Jaliilly



Gpind) Aday it 5 Lgany (358 Gals ) a8 ol yial S Y 5 gole (s sl 3 sma Ll
Jiaa g Hanall JB 22l 48 8 o) (Sad AV et Sl Avad (e JlET 5 dpen )l p2e e JS
OIS A Lyt 8L 5 Leiliiay o8 401 3 ymas Cm I Y1 4 1S 5y 5 50

las ol (<G (il gall g allaa s € IS ) saWly Cpgouty Alza 1B g sale (S
Alaga A a8

€l L N Co sl A i) ) ool ) JlasV) Jal se o e 3

Oe S bl 4 ) e Enaall g (arall Lgazany (398 Cpla ) auia g9 (3ial) dday )l
e O Cun dagall elgd) g alal e pian Al Caagll e a9 A5 a) sV aae ¢ Jlail)
43338 3 ( COMMUNICATION ETHICS ) Jual sill clidSIA) a32ad) ) 5a) 028

4l e o 3S Jisxe g ( PHYSICAL APPEARANCE ) msaall (sauall jgaiadll
sl Gyt 55 6 Sl 500 Al iS5 (BODY LANGUAGE ) awsal)
. dxa (s2anil)

fagal JLai¥) il g (ppmant (B e 2ol O KEY'S dileal oSy S 4

Bland) axli (S5 i g s S i S ) g1 () 81 Ay (e Wl i g
JSo 48 paty Slaall Jeal gll apala) milaall Jlaal 5 &l (e (SRl (context)
285l) (i 1) 288 50 a2e g adagd Jsaa ol 5 e IS Jual sl JLaS] 0288 Lo 5 ( Lala
il Cldae o 38 g 5S) Al ) ghay () 4de 0¥ S8 dxe Cipaall JlaShy e sl
Eua 4l Joal il &l g Ganend 3 alag) il DaS 50 Sl Ll S5 ( KEYS)
O Laals Liag) s o) 8 ad g La (S 431 508 (o e 5 T 4 Ca e 5 40 jlga i je ]
ae el sl paty ol aal i o)) 50 JaS) el aay g Ll IS (context) Gleed] s
e e IS aitdaal ol s s IS atls a0l sa JaSI g Uadl) 8 28 5 )
Oo )sad) elgiad L apnla¥) wedliall 3 adlaa oS8 o2l e N a5 AY) Gkl
4re Cuaall JUS) aae 5 o2l Gl Cayla



