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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 followin ion rdingly:

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?

ldl JI5ud! dosy

oLl auiad! 2 gluadl O3] Logd (S coliol duadll eupdiis wholid sUlg colist dsai 1,31
280! Blewd) Guwlio

G Ulgy] @3 ¢ailol e LS 419591 w95 A4 3 el il 9ainS Ehle Jony
o B (i) sl sl8l Ly 928 (3 A5l oS ] Jos A

oA @ ! gShis s "B 4l sl 8yl sl CaSall § Shen By

Lo 1550 1g5] oaliB clgmo w@ileld) oye "aeydl (anad” Joall 3 ko eaj i oLl
Baleall 105 @) Lo Lgie LB o Vg Il ok Vg ecnall Jaolgis

Gdzo 48 Lo Olaw LT 318 08 a1 Y awll (ulesell yain 0 2o OF oo e )l e
& dabisd)) gd) OlaaSy Olendliel poyal daiw OF 55 Sy e Bdad] Gp9 din

J3o e LgiSe 3 4 JUaid 3k Bad! delun suas Hlaiil glazdl o 3

Ogam A s Sl CaSell cals el 8o Blyel D150 i elgilal) ool
syl pasadl 1A 9u8 Y Sl Sl o glandls @35) Slailg Lgdliarg AR (daulal
el s Jg> dung e Atil Bl H)lo Shan Buued ! JLud e paug O S
gl dlual ae AT il (S ¢onabdgall pes L oSy (21 Byl



Ay i Dyl pl6 sy Lol plozaly ot plodl J) JuoS LD 18T A1y Zlo oS
o3ake Ob )92 & ruad dS)lis (§ Ty cdBoloeall sUSl Bl (Ao Bl aubgg cdiiis
oyell pamass @3 13] Juadl O S @2l Oly dwlio (po AST (3 8,501 adusl U3 dluel
Jemadl 310 3hae Baadl ggue O ol e 2o (53 - Bl 33195l JlgaYl (yo
O ) A8 0By Of s gaay By Blxd by

U B9 g AJL el oy

S 91/ 9 dund £ o) Jmdiw oS 13k ¢ agod! B! I 2l L1
Ay 2yl Loy gdy 1 sl 1 il Tlile e S 13] Calisee
L,la.aUUu: Jwolgdllg Verbal communication Jaalll Juolsil
L2 Jom OF (&I 4S8 duo guasd dalfi>| pdeg communication
Aladlo Jadl BIG laz ¢ ols (83 8,801 Jadal a1 O 0yacke e didaxig
Gadas (o ST pue g oyligial e JU5 (@I diuiall slasdl O 2yl
i Kty olsill Sblge

Y Ledg LoJ S8 Lidgall @By (385 9555 e G pal hylo Of Al U .2
dlolad day sl (Sl 1980 ol QRN dylo H 9ty @280 gy S painal
&599 sUad | & Taa s suacadl (o Gla¥ | O i Lonie daniais Sl

aas body language sl dall 4lah) aus gaalf dlay ) ddg Glew (ods Gl
a9 Jandl pady Lag Hhas sl dblis



T dedidl) Guyll Bl § il ) 0l (@I LYl Jelse (e .3

dai>99 Abldall dwliog A85Y Cudy dblaall O @Y 1 Cghal O iy e 95
MQ\ML’)M&&M&;MQ&;M&W\gm&@)&géu&éu
communication 3k sduwdl Oy didlyo piey Ol A8l egale Z AR il
S cunt 75l pde (e pa @lall di o) @8] oLl dude i interaction
@b ol e oduudl cunt g

3

T JUail Whlge grad 3 hle delud OTKEYS ddas) oSax oS 4
e Bl g diie Ay eld Jio dlale blas Gymy yle Jazd K )
o lgie iy A1 D) ddyuualy shie oudl (e 458,58 aub99 Bl
sl Ll O sdelud (U lguwsig bolasdl re> gidya0 e
&l Couss Lodie 09w éﬂt"uw| Oy 0gd JeodelSE_Y
B9 uolgill diybo (o gt (e S Lgililas padg ake oundl 4l
238 Je sl el gl © Lo
9 Verbal communication 4 Juelsdl O)> egas odelud Y _Y
body language sduw= dsJ 431, Nonverbal communication
dya0 gy oy Ol 2y (@) il (plog Godoed)] diSley CauS d9ya0
D (G (a2 G0
2501 o Aliolss @655 o 3553 I Aliolsh Ty Sy dlans S _¢


http://www.tcpdf.org

