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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 KEY'S process help Mark improve his
communication skills?



(laad) J) gudd! dan i

plia) aiall & glad) (S 13) Lagh SB olia) Auall) aniiy clalid £ L] 5 (olia) Al | )
rigal) (Fd] Liia

Al ) & caslal e lilSeS 5ol 2y 553850 b s Cilagae o 9akeS @l Jay
e sl o3l ()l ol L adlS 8 A il (iSa L) e d3ay

O (o ol LS sl a3 Al o jall 8 ali! anly A A Slie (o e
1536 Ll CalilE clgra agileldl e Moo N el Jasll 8 & jle oDy & Ly cla)
Adalaall Tas al L Lgie ol BY) a3 W 5 ol anitsi ¥ 5 ¢y Juaal s L

a8 Lo iy Wl 318 Sl W) ol alaally jaidy S & le o e a2 1) e
(b ALRA all i g laad) Jind) (i jad datn o 38 i€l Sle Basad) G g 4l
Sl pe aclaial

i) Ja0 Ladie g€ 84 Jlai™ lie sl deline yamy It cplaia¥) o gy b
Gy Addal ) oy 4l i Sl Sl Cali sl 3 i 81 el 4350 axla il
oy O (3 e pall (el 13a 508 Y Slae Basall | slally Lgd) ety 5 Leadliay
Ler (S Al (5hall g cdalas s Jga g 2o dlind 320 & e 3l sapd) Jlusi e
Aigall 481281 ae 48 A Caulili (a5 ¢ila sall ac

dday y el & jle a8 )68 Ll alaialy ainl aleY) ) Jaai LY STl jo & jla yeis
o e (b oy sad (e (anal A8 jlie 8 oy s Aialaall oL Bl e (Bls a5 cAlic
2 al) Ganadd 2513} Juadl g sSans g 8l (g Apalie (ga ST 83 K1) Jabd 28 5000
Il G 1as She sadl g o sl o o e 5 lESall 5 38 all ) gaY) e
OV el 8 gy (o (A gy B 5 Bl g



(UL (a8 o A ALl o8

i€ 1) Caltide JSi 5 / 5 Andi o il Jrdins € 130e o Jigall Blanall ) lailly )
" " el e S
Slo oSall e 5 S50 I lee o 3850 8 Gl Gl Jae ) Cogas S
s s oalan iy o o8 Y an) Vs agie Jli @Al 23S (e g AY)
daigall Sba g Sdla g

Y Lal 5 Lal S48 (i gl g (380 s o o pai & jle of Siied & Y
aiic ddayy @lig da ) (358 Ja ) s s (Formal)isssaall dudall (s A1 ady oY
Ge Jlg o e e Euaally ly dal il Lesie y Jae Allie g g as D Y 12
Ci i i ) (530 Laa 1 sall s J)sa¥) e 2DISIL Ty JBDA) e 14 5 4eli€

sle By (i gall oy ol 5 (G (S5 ol ) 2S5 oLl IS 03a 5 (o2 )

Lexe Jalaill 3 jds oS0 (s2iil) it )l e 23S pans 4l (e a2 )

fediil) il Capat A& el )l ) Juai) Jalse A L Y
ejjo).uaucemu\mjmahJ&}W\w\MAM\ﬁdus
g 4 i)yl Joal 51l agiy ol5 Ledad ile ) AL (e alle 38y
L g By s Ll i 5 Lt s ) (6) Lae (galai g (o2 )l

B daaioe 4l S adliad) yiwl g4l jA galee e afas S Ladie 4l g 0d yhay el g

03 ylay Cudld 5 Chelind 5 jae e Euaally Ty Ladie (K1 aalas




Saua) QL] ol Jlgn (ppmend 3 & o 2l of KEY'S flend (S0 (S ¢

know yourself :)

Lales 5 gl g 5 gall Jalds e 3L liadil ) g ol Cangy Jlad g e Jal g3aS
Ll IS @bl Hlga andl  Jiay Lay Caaual)

Evaluate the professional context Y

A8 Al (po 2V (Rl pus S pe ol 51l ) gl sl ) AdluaY,
Your communication interaction ¥

A pa gy Tualdl) Adaalll e 5 Aaall) ol LAY) 481 e elie by lelss Jual 55 S
& gaall 3y

step back and reflect ¢

e il alall sl 5 A3 Ll ) A daalll ye g Alaalll il H)) Aydlad and
sl e 3l kil 5 A0 s pe dglaall 8 1o 5 aalad L 221 a3 daliaal) JuadV)
Dl ey Gaail]






