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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.

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?

In my opinion, | handled it the wrong way, but | wouldn't do the same as Mark did
He did not pay attention to non-verbal and verbal communication during the interview.

Professionally, you should focus on the above. Taking into account verbal and non-verbal
communication.

A separation must be made between what Mark may have heard from others and what he may see
during the interview. The prejudice before the occurrence of the event leads to many gaps during the
interview.

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?
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1- my opinion, what Mark did was not a professional context at all
because he did not evaluate the situation, did not study effective
communication, and did not understand what the second party
wanted from him when he heard all of what was said to him before
the personal interview.

Mark anticipated events and did not think that he could improve his
verbal and non-verbal communication in order to gain the director
smartly from him, on the contrary, he was deceived by what he saw
while entering the director and that he took the outward appearance
of her and the effective communication that the director did, and he
did not think that it is possible to Have a test from the principal to
evaluate it.

If | were Mark, | would have studied the situation, prepared and taken
all the possibilities that | might face during the interview, and that |
would not be affected by what was said and anticipate the judgment
before confronting the situation.

2- Mark never acted accurately because due to the psychological
barrier, Mark was unable to pay attention to the other party.

And there was also an early evaluation on Mark's side of what he
heard from others about the director, and that led to conclusions
from Mark, so there was a reduction in interaction from Mark at the
beginning.

The verbal communication that occurred with Mark and the
indifference to the way he spoke led to an impediment, inappropriate
and lack of information.



We get to that lack of complete confidence in Mark towards himself
and the other party.

3- Changing the CEO’s behavior due to the wrong nonverbal
communication that Mark committed after seeing the manager’s
interest in what he had said, so he untied his neck and put one leg on
one leg during the conversation in an unprofessional manner from
him. And also the verbal communication that took place from Mark
after he spoke in a way in which there was less interest in articulation
and the correct way of producing words and expressions.

And because verbal communication such as the output of speech, its
arrangement, tone of voice, and also eye contact may negatively
affect if they are used at an inappropriate time.

Nonverbal communication such as body language, emotional
expression and gestures can also affect negatively.

1: Know yourself:

Mark should know his strengths and weaknesses, strengthen them,
and use his own skills assessment rate in an active manner.

2: Occupational context assessment:

Mark should develop his skills in communicating with groups such as
audiences and situations in which they may fall into, proactively
addressing, knowing the audience's needs and understanding them.

4: Its Communication Interaction:

Mark should monitor his verbal communication from the tone of his
voice and the signals generated from it, and also monitor his non-
verbal communication from his body language and outward
appearance.

5: Take a step back and think:



Finally, Mark should study and develop types of communication and
be encouraged to use them with the public to effectively
communicate verbal and non-verbal communication.

To start with the study, application and development.



