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Instructions:  
  ِٓغبءً. ٩ِبسط فٟ رّبَ اٌغبػخ  ٠١غٍك اٌٛاجت ٠َٛ الإث١ٕ 

  ِٓ ٌٟدسجبد. 4اٌٛاجت عئاي ٚاحذ ِمب 

  ٓوٍّخ.  066وٍّخ ٚلا رض٠ذ ػٓ 400لا رمً ػذد اٌىٍّبد ػ 

  الإٔج١ٍض٠خ.الإجبثخ ِزبحخ ثبٌٍغخ الإٔج١ٍض٠خ أٚ اٌٍغخ اٌؼشث١خ ِغ ِشاػبح أْ رىْٛ اٌّصطٍحبد اٌؼ١ٍّخ ثبٌٍغخ 

  .ً٠ُّٕغ ِٕؼبً ثبربً ٔغخ الإجبثخ ِٓ أٞ ِصذس آخش. ػىظ رٌه، ع١زُ اٌغبء دسجخ اٌٛاجت رّبِب 

  اٌٝ ص١غخ  رح٠ًٛ ٘زا اٌٍّف ثؼذ الإجبثخ٠شجٝ ظشٚسحpdf .ثؼذ الأزٙبء ِٓ اٌٛاجت ٚسفؼخ ػٍٝ اٌّٛدي 
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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?  

 

 

 

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? 

 



 

 

 

 

 حشجّت اٌسإاي اٌسببك

 

خبغ أدٔبٖ فىش ف١ّب ئرا وبْ اٌسٍٛن أدٔبٖ، اٌمظتٚأثٕبء ل١بِه بخم١١ُ  أدٔبٖ،الشأ اٌمظت  ُّ  اٌ

 ٍس١بق إٌّٟٙ.ٌِٕبسببً 

 

رُ اسعبٌٗ فٟ  أدائٗ،فٟ ششوخ رٛس٠ذ الأد٠ٚخ. وّىبفؤح ػٍٝ  ٔبجحّٕذٚة ِج١ؼبد وِبسن ٠ؼًّ 

 .ب١ٌفٛس١ٔب ٌٍمبء اٌشئ١ظ اٌزٕف١زٞ، اٌغ١ذح ١ٍِضاٌٝ ِىزت اٌششوخ فٟ و ػًّثؼثخ 

اٌمبعٟ فٟ ثؼط رؼُشف ١ٍِض فٟ اٌّىزت ثبعُ "عبحشح اٌغشة اٌشش٠شح" ثغجت عٍٛوٙب 

لبئ١ٍٓ أٙب ٔبدسًا  ِؼٙب،٠شبسن صِلاء ِبسن فٟ اٌؼًّ "لصص اٌشػت" ػٓ ٌمبءارُٙ  الأح١بْ.

 ٚلا رحت الالزشاة ِٕٙب ِب ٌُ رجذأ اٌّحبدثخ. أثذاً،ٚلا رجزغُ  ثبٌؼ١ٓ،ِب رزٛاصً 

حذس لٍك أ٠عًب ثشؤْ ِب لذ ٠ وبْ ، الا أٌٍٔٗغفش أْ ِبسن وبْ ٠شؼش ثبٌحّبطػٍٝ اٌشغُ ِٓ 

خزٍفخ فٟ  اٌغ١ذح ١ٍِض.ث١ٕٗ ٚث١ٓ  ُّ ٌٚىٕٗ، سوض أْ ٠غزؼذ ٌؼشض اعزشار١ج١بد ٚرم١ٕبد اٌج١غ اٌ

 اجزّبػٗ ِغ ١ٍِض.

 دخً اٌّىزتأزظش ثصجش ِغبػذ اٌغ١ذح ١ٍِض ٌلارصبي ثٗ فٟ ِىزجٙب. ػٕذِب  الاجزّبع،فٟ ٠َٛ 

، صُذَ ٌشإ٠خ اِشأح صغ١شح اٌحجُ خٍف اٌّىزت اٌىج١ش رجزغُ ٌٗ ثؼ١ْٛ ٌط١فخ. ٠مزشة ٌٍمبئٙب

اٌّشػت اٌزٞ وبْ ٠غّغ اٌشخص  لا رجذٚ ٘زا٠ٕٚزظش ارٔٙب ثبٌجٍٛط. اٌغ١ذح ١ٍِض ٠ٚصبفحٙب 

ٚاٌطشق اٌزٟ ٠ّىٓ ثٙب  ٔجبحٗ،ٍض ِبسن ػذح أعئٍخ ِذسٚعخ حٛي عجت . رغؤي اٌغ١ذح ١ِػٕٗ

 ٚو١ف رزٕبعت اٌششوخ ِغ أ٘ذافٗ ا١ٌّٕٙخ. اٌّٛظف١ٓ،دػُ 

رشؼش ِبسن ثشاحخ أوجش لأٔٙب ر١ًّ اٌٝ الأِبَ ٌزغزّغ ثب٘زّبَ ٌّب ٠مٌٛٗ. لبَ ِبسن ثفه سثطخ  

 ِذ٠شٖصص ػٓ شؼٛسٖ ثؤْ ، ٚثذأ فٟ ِشبسوخ لٚٚظغ عبق ػٍٝ عبق أثٕبء اٌّحبدثخ ػٕمٗ،

ٚأْ اٌفش٠ك ع١ىْٛ أفعً ارا رُ رخص١ص اٌّض٠ذ  اٌّجبشش لذ أعمط اٌىشح فٟ أوثش ِٓ ِٕبعجخ

. اٌزحٛيِٓ الأِٛاي ٌٍحٛافض ٚاٌّىبفآد. ٠شٜ ِبسن ػٍٝ اٌفٛس أْ ػ١ْٛ اٌغ١ذح ١ٍِض رجذأ فٟ 

 ا٢ْ.لفذ فجؤح ٚلبٌذ ثصٛد خشٓ أْ ٚلزُٙ لذ أزٙٝ ٚٚ

 



 

 

 

 

 :ٚفمبً ٌزٌه الأسئٍت اٌخب١ٌتأجب ػٓ 

 

ِبرا وٕذ عزفؼً اٌشٟء ٔفغٗ ٚ / أٚ ثشىً ِخزٍف ارا وٕذ  إٌّٟٙ،ثبٌٕظش اٌٝ اٌغ١بق  .١

 ِبسن؟ ِىبْ

 

 

 

 ؟ٌّٚب لاثذلخ؟ ٌّب  رصشف ػٍٝ ٔحٛ دل١ك ٚل١ُ اٌّٛلفً٘ رؼزمذ أْ ِبسن  .2

 

 

 

 ِب ٟ٘ ػٛاًِ الارصبي اٌزٟ أدد اٌٝ اٌزغ١١ش فٟ رصشف اٌشئ١ظ اٌزٕف١زٞ؟ .3

 

 

 

 أْ رغبػذ ِبسن فٟ رحغ١ٓ ِٙبساد الارصبي ٌذ٠ٗ؟ KEYS و١ف ٠ّىٓ ٌؼ١ٍّخ .4

 

 

 

 



 

ِبرا وٕذ عزفؼً اٌشٟء ٔفغٗ ٚ / أٚ ثشىً ِخزٍف ارا وٕذ  إٌّٟٙ،ثبٌٕظش اٌٝ اٌغ١بق .١

 ِبسن؟ ِىبْ

سٛف اوْٛ ِخحّسب بٕسبت ٌٍّىبفبة ٚاٌفشطت اٌخٟ اح١حج ٌٟ ثب١ٔب سٛف اخبف  :اٚلا

ببٌفؼً ِٓ ج١ّغ اٌىلاَ اٌزٞ ٔمً ٌٟ ػٓ اٌّذ٠شة ٌىٓ لاْ اخز اٌّٛضٛع ػٍٝ ِحًّ اٌجذ 

حخٝ اسٜ بؼ١ٕٟ ٚسٛف احخز ج١ّغ احخ١بطبحٟ ِٓ اٌشاحت اٌذاخ١ٍٗ ٚاٌثمت حخٝ لا اخشج 

 (personal interview) شخظ١ت اِبَ اٌّذ٠شة بظٛسة س١ئت فٟ اٌّمببٍت اٌ

 

 ؟ٌّٚب لاثذلخ؟ ٌّب  رصشف ػٍٝ ٔحٛ دل١ك ٚل١ُ اٌّٛلفً٘ رؼزمذ أْ ِبسن .2

 ( communication skills) لا ٌُ ٠زصشف ِبسن ثشىً صحصح ٚفمذ ِٙبسح اٌزٛاصً 

) ح١ٓ رُ فه سثطخ اٌؼٕك ٚلبَ ثٛظغ سجً ػٍٝ الاخشٜ ٚ٘زا ٠غّٝ رٛاصً غ١ش ٌفظٟ 

communication is nonverbal) 

 

 ِب ٟ٘ ػٛاًِ الارصبي اٌزٟ أدد اٌٝ اٌزغ١١ش فٟ رصشف اٌشئ١ظ اٌزٕف١زٞ؟.3

  ( aceThe sp) ػبًِ اٌفضبء :  -

اٌخطبء اٌزٞ اسحىبٗ ِبسن بأٔٗ ٌُ ٠فظً اٌؼلالت ٚاٌّسبفت اٌخٟ ب١ٕٗ ٚب١ٓ اٌّذ٠شة ٚاخز 

٠خؼبًِ ِغ اٌّذ٠شة وأٔٙب شخض لش٠ب ِٕٗ ٚ٘زا حظشف خبطئ ُِٚٙ جذا احخشاَ اٌّسبفت 

 ٌىٛٔٙب ِذ٠شة ١ٌٚسج احذ البسبت اٚ اطذلبئٗ

 ػبًِ ِظٙش جسّبٟٔ :  -

خٟ حخٛاطً بٙب ِغ الاخش٠ٓ ٚحإثش ػٍٝ ٔظشحٕب ٚاٌشبظ ب١ٓ اٌّظٙش اٌجسذٞ ٚاٌطش٠مت اٌ 

 اٌخٛاطً ُِٙ ٌسبب١ٓ  (verbal appearance-Non) اٌّظٙش اٌجسذٞ ٚغ١ش اٌٍفظٟ 

 اٌطش٠مت اٌخٟ ّٔثً بٙب أفسٕب ِٚظٙشٔب اٌجسذٞ ٠ىشف اٌىث١ش ػٓ ٠ٛ٘خٕب  -١

٠ٛثش اٌّظٙش اٌجسذٞ ٌلاخش٠ٓ ػٍٝ حظٛسٔب ٌُٙ ٚو١ف ٔخحذد ِؼُٙ ِٚذٜ سٌٙٛت  -٢

 اٌخٛاطً ِؼُٙ ِٚذٜ جبرب١خُٙ اٚ ػذَ جبرب١خُٙ . 

ٌه اٌخطبء اٌزٞ اسحىبٗ ِبسن اًّ٘ ِظٙشٖ اٌخبسجٟ ػٕذِب فه سبطت اٌؼٕك فمذ ػبًِ ٌز

 اٌّظٙش اٌجسّبٟٔ

 



 

 أْ رغبػذ ِبسن فٟ رحغ١ٓ ِٙبساد الارصبي ٌذ٠ٗ؟ KEYS و١ف ٠ّىٓ ٌؼ١ٍّخ.4

(  لُ بخم١١ُ الإشبساث غ١ش  valuesOccupational context) حم١ُ اٌس١بق إٌّٟٙ  -

 اٌٍفظ١ت اٌخٟ حؼخبش ِمبٌٛت ٌذ٠ه

ِىبْ اٌؼًّ. ً٘ اجخّبػبحه غ١ش سس١ّت ، أَ أْ ٕ٘بن ِجّٛػت ِٓ ا١ٌٍبلت حٛي و١ف١ت اٌم١بَ 

 بزٌه ٠خفبػً إٌبس؟ لاحع و١ف ٠ٕمً وً ِٓ صِلائه فٟ اٌؼًّ ٚسؤسبئه

 ٌؼًّ ، ٚل١بس ِذٜ حأث١شنالإشبساث غ١ش اٌٍفظ١ت أثٕبء اٌخفبػلاث فٟ ِىبْ ا

 .حخٛافك الإشبساث غ١ش اٌٍفظ١ت ِغ حٍه اٌخبطت بب٢خش٠ٓ فٟ ششوخه

  (Your communication interaction)  حفبػً الاحظبي اٌخبص به  -

حذد و١ف حخفبػً ِغ الإشبساث غ١ش اٌٍفظ١ت ٌشش٠ىه؟ و١ف ٠خفبػً ٘ٛ أٚ ٟ٘ ِؼه؟ فىش فٟ ِب 

اطً ِغ ا٢خش٠ٓ ، ٚحبٚي ححم١ك ٔفس اٌٙذف ػٕذ اٌخحذد ِغ ٠جؼٍه حشؼش ببٌشاحت ػٕذ اٌخٛ

اٌؼّلاء أٚ اٌّٛظف١ٓ أٚ اٌشؤسبء. وٍّب شؼش إٌبس ببٔفخبح أوبش ػٕذ اٌخحذد ِؼه ، صادث 

 احخّب١ٌت ئفظبحُٙ ػٓ اٌّؼٍِٛبث بشىً .أوثش طذق ٚساح

 

 

 

 

 


