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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?



(abd) J) gl dan i

oL} actial) & gledl (S 13) Lagh <3 coliaf duall) aniiily clald o L) g colia) duaill) | 2
i) (gl Lulia

Al ) i ol e slilSas 450V a5 534S a8 el Clagie G saieS @ e ary
e Bad) cggj.\s.uj\u.ngﬁ)l\ ¢bﬂ@)}ﬂ\5§z\5‘)ﬂ\uﬁ&éﬁ\waﬁu

Oy (A el LS sl a5 30 800 o jall 8 all” anly (Sl Sl Ca el
1530 Ll alilE clgma agilelal e "ae Sl (anad Jasll 8@ e o & iy sl
Al Tag al Lo Lgie ol 5BY) a3 Y g ol anisi Vg ¢ Cpanlly (il 555 L

Gy 38 La Ly Wl (588 (S asl W) il ulaally oy & e o (e a2 e
(s AL ) L 5 Clladi) yind G el daion o 3S ) Dy 3l sagad) G s 4

CiSall Jao Ladie Leai€a 84y Jai®™ jlie and) delia juay Hlail oo laia¥) o g 8
Gy Akl () o 4l et Sl (Sl Al aaal) 3 i 31 el 435 5 pala dlgilal
e OIS g e pall padll) 138 538 Y Sl sl slally Lesd) latiy g Leadliay
le oS AN 3kl g caalas Cun Jga Gy e Al sae @ e e sasad) Jls ade

) Aigall Ad1aaT ae 4S80 i CaS g ¢cpila pall ae

iy el @l jla i 4l gy L alaialy aaiast) ala¥) ) o LY ST dal) i dd e e
o e (b o) g2l e [anad AS e 8 Tay g daladll ol Bl o (Gl puza g g cAlic
2 3al) anads &5 1) Juadl 0 5Sm Gadll Gl Apalia (e ST 35 81 Jaid 28 53040
Jsaill 81 Sl sl e o sl e o e 5 p Sl 5 81 5all ) saY) (1e
O (o 3B g g g A gy Culld g 3lad il




-G 18 ¢ ) Adiny) s )l

i€ 13) Calide JSGy ol / 5 A o L8l Jadiins i€ 130 ¢ gl GBland) ) lailly ]
el jle e

Y Ll g Lal S48y (i gall a5 (580 ga o oyl & jle o aliad a2
all Jeas o seDle ) DS 2L Al AV (s st e & jlecs paiy dl Y
Giall aday y iy dB g da )y e da ) gy Y S aS gl
€285l a5l o el & jual) )l Al Juaiy) el e a3
Ledd 55 Sl sanidl (e J 53 8 (nonverbalcommancation) —=dl e Jeal 5
slalidll
ool <l 5 Al J 81 (8 ¢ emy LSS sa(commiunication)edl daal 5
sl Jaa gil) el 4y gas ghadl iy paadl a5 paiadll Jaal il
fagal Juai¥) &l jlea pund (A ke aebi ) KEYS ddenl Sy oS 4
43S a5 48 shs 5 4l iy ) (SmaK
Zes gaaa S8 uslall s e liiall aa 4l gall apiadl joall aAlile )5 4nss oy OIE
(ealiall (il pall ao 438 gia Judll cila ) Ja g slaliall aa JeliillY
i gall ol Ja Jadll il 5 Lgw o e 3l Elaa¥) JilasS


http://www.tcpdf.org

