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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 1s 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?



bl J)iguud) dan S

oL} aoial) & ghed) S 13) Lagd b (ol 4.«433\9.\.\5.\.' Slald ¢ L) g colia) duadl) | j3)
el (Bl Liulia

Al ) a3 cailal e sllSaS Ay o) o) 84S 58 A eals Cilagae o saieS @l jle Jany
b Bl (52wl Gt )l £l L) p0d\S 84S ) (S ) e diny

Uy (A ) LS sl a3 53l Copad) 3 oal! anly Sl il Ca gl
1590 L) cplild clgae agileldl e "cae ) panad" Jaall 8 & le D) & Ly glal)
Adalaall Tag al Lo Leia ool J8Y1 can3 Y 5 ol anid ¥ g ¢ ppadly Jacal 55 e

Caany 38 La (L Wayl (318 S 40l W) ¢ il Gulaadly iy S &l () e a2 1 e
(o Al and) il g bl i) (e jad axien O S ) Sy | 3he saaad) G s 4in
e ge dclaial

Sl JAa Laie L@.\JSA@MJLAANJS:\A'BM\A;MMP\ c&LA.\;\J\ey@
Gy Al () g Al i ) S A aaa) 8 a1 el 335 5] pala (il
g O Al e all (adllh 1aa a8 Y jlae Baad) G sladl Lead] iy 5 Lgadliay
le oS Al 5kl g cdalas Con Jen Gy e aliad sae @l e 3l sand) Jls ase
) At 48181 ae S AN Caulii (i ¢yl pall aed

Aoy eliy @l jla a4l iy L alaialy aaiasi] alaY) ) Jaad LY SSTda) @l e el
o pda (o) smid g aanal A8 jlie gy cAialaal) L (Sl o (Sl g g5 cdlic
2 el Gapad o3 1) Juadl (g s Gadll Olg Apaiia (g ST 5 S0 daad 28 550l
Il 1o Shaesasdl g e o sl o & e (5 p Sl 5 331 all J g (e
OY) (e 3B ag g O (pEA ) gmy CllE 5 3lad il 5



-SUIA (88 g A0l ALY e ]

i€ 13) Calide JSEy 5l / 5 Anai o o8l Jrdies S e gl Glandl ) lailly ]
el jle Sa

AT Ay 58 Slia Baseal) g lasaa 4y gaiaS (o Aludiad) o sl
s Lag L L) (99 Slia Basead) gt Al ALl o 4By cuag O e

949 Auaddll Gawall) e 140 Eiaaliy Y g Ledashy ALY 8 Gl jialy sy o g
Slal) 48 ydia (e Eiaaty

O Ll 5 Ll S48y (il gl a5 (50 s e i el @l e o s a2

oar Jadlly 4pal g ALEAl ) & jle puas a8 (Y

¢ A1 gY (Bilew Al 9 g 1B Al i) B el W el Sl Basd) oo B s
Al Vsl st L) (s Al oy Ak Ay Lgs ey 20 iy )
(M\a&)ksw\mdﬁﬁihsksw\gﬁg

dd yhia e daaaty fay Ladie

il L N o yead A el ) ol ) JuaiY) Jel e o L3
arina b g 1da O al 4d pda 0 08 Giaal Leaie Uala Ldadl Vsl & jla (5 s



288 Ladie Ulald 38U 8 Juai¥) GlS g ¢ A ) 08 8o JS Eaal) 10 AT s Y
e B o fiag ¢ dgle Adlu sie g Al Aday

Pl Jual¥) @i jlga Cppend A d e soledd O KEY'S dalead (S S 4

. | g Slinass g Sl g2 La Cilasa o gdiaS ladl 8 o
C 3 99 A X S

Vg ¢ Bl ANl Jia A g8 g AW Al g3 Ao Jary O i Jual g3l G clle s
Ly st s Ll il 5 i s ¢ 4yl o pfina g JS0 ) I i
_&Loui;\!\géﬂ\s‘gluu\sMQ‘&,\*M\J&M‘ﬂUcMQ&G‘,\*

MWJ\S’&Y\@Q%MS@J&U}U\#&;&

1o a5 Slie Basd) Al La ¢l 4gl) paiony O g (521 (Agal) (lacal) apls
PABA TP

Aalia) leh) A gal) baada g adic dday L) g dda (g L e S il



