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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?



(bl J) gudd) dan s

plia) aiall & glad) (S 13) Lagh SB olia) Auall) aniy clalid oL g (olia) Al | )
) (el Guia

8 Al ) & caslal e lilSeS 5ol 2y 553850 b s Cilagse o 92keS @l Jay
Jbee sl ¢ oa@ill (1) el L sadlS 8 A il (iSa L) e d3ay

O (o ol LS sl a3 a0 o jall 8 alu! anly A A Slie (o e
136 Ll CalilE clgaa agileldl e Moo N el Jasll 8 & jle oDy & Ly cla)
Adalaall Tas al L Lgie ol BY) a3 W 5 ol ani ¥ g ¢y Juaal 5 L

Gaang 38 Lo Ly Wl 318 S il W) Sanll alaally ey (S ke o (e a2 1) e
(b ALRA ol i g lad) Jind) (i jad datn o 38 i€l Sle Basd) G g 4l
e pe aclaial

Sl Jao Ladie LeaiSa 84 Jbai®™ jlia o) delia juay platil g laial) o g 4
iy Al () gen 4l pui Sl Sl GlA paal) 3 a3l 45 )1 aala il
o OIS (3 e pall Gl 138 508 Y Slae Basall | slally Lgd) Hl 5 Leadliay
le oS 1 3okl g cdalat s J s g e Aliad sae @l e 3l sl Jlas ase
“ gl adlaal e A8 8 i Sy il sl e

Aoy y el & jle a8 )68 Ll alaialy vl aleY) ) Jaai LY STl jo & jla yeis
o e (b oy sad (e (anal 48 jlie 8 oy g Aaladll oL Bl e (Bls a5 cAlic
2 al) Ganad 513} Juadl ) sSas g 8l (g Apalie (ga ST 83 <1 Jabd 28 5000
Aol (1o She sadl g o )58l o o e 5 ldlSall 5 38 all ) gaY) (e
O () B ag® g O (BEA D geay CllE 5 3lad il



-SUAL 18 ¢ Al Aol Ry

i€ 1) calide < o) / g Al o L8N Jadin i€ 13 ¢ gl Bl () il ]

¢ U8 (5o LgblB ) el Dl oy gie maws 4 bzl 161 (e ¢ iz S agdally
- 0SJ9 dakizeall gl by duzedl Awdl il 45T Ll duedl 1691 (e

P JWE Jolaile

e Sy Jarall gl e Comrlo ¢ oo Lt Lty g pudi> Vsl @
TY ol o 2 U (539

TV ol W alio p2 o (§)Y dliwdl (s Jawl BT LG @

L Spe e dope Sh plaadl sl s 3l WG e

 Ologhae sllacl dauoy b dius B sl o)y e

Sl yglaallg [ verbal communications ] J2a) Juelss tayy luels @
ke Ll 55 ¢ Ll lgo Jied disyall CaisS | ph“ysical appearance]
AST0sS L i) ¢ cll3 I log Juolss Aggun (Shag Cadomiius CauSy Lisd ogiladss
OSea e OY G > sue Wllalg Ry plady wsl Ay e Loy

L ol 5l 59 (waky $98 e Ul Juosl
. w\ wb WTJ.L&A AJMJJJ\ Bﬁd.o.]\ QT Jazel G,U.J..:j °



Y Lal 5 Lol $480) (8 gl o g (380 gni e byt &l jla o 8RS b

S

duly 3 S Vb Sy Jadd O dae gl @19 e 0l Ul goun o
g 29l

[verbal Intelligence ] J22! 83 2hle g S0 o

Ayl g oy &Sy> (§ [Constitutive rules | L)) ael 9811 ) S5 g
dwgl>

Bludl e Bl by Jegeisill e die clay Wiy 1 &Yl e Juos]
W5 pasa sl (e dilgzng ¢ dalist pae g Jladlly ASUI e daloxall £U3)
- Jadlll e Juolgi olan Dl Juolgi ¢ dlalas e

-3 e S Bde (5o iy dd e Ll

gimasedy dugydell Ll e 557 o 929 Jatd e840 55,

Jad LYl (ye OB ol Lalall JsT @ @lsbSally JWl b dadl oy 550 o)
cade WlslaSall e Ogbam (§ s Jos

€ oaditl) (i Hl o pead & uadl) ) ol AN Juaty) Jalse o b

0igY pasd e 08y Jerolaxll Gab dexge 851 gl e JU5 o Al

c o2l

By (ye didmxig JIgendl Blw (o dzgys Jaalll ol gl sl £l

4J [ Non- verbal communications | (Jaall x& Juolgdl aaidl Lalg

L Boloeall U1 Bl 355 Bl ppg L Ay il )

0Ss [The social zone ] dusloixl dalaidl Glas £yl da3: [ Space ]eLadll
. [ The personal zone ] duasill dikioll GUaS (§



Sl Sl ) Jlga (et 58l o sl () KEY'S Fylal Sy A |

[ Know yourself ] : lduz ¢l (o ycl

ol g L ol Aol Ayl ctiy -

[ Evaluate the professional context ] : @@A.” B! sl

4 el (oYl Glalisl e T Cayay -

Jolaiy Wl Dluasedng zlioe Gil GusS By @)Y Olags Codis 2o -
e

LSl 0dd wslis Olins aillge yohay -

cdlos O (§ Bl ouiyg dund oy -

[ Your communication interaction ] : ¢b ol Juasdl Jeladl

Y gl Jlad S Juolsiy OB Lo 131 admy -

[ Step back and reflect ]: Sa3g a1y

o) 8B glaiall 29 A8 glarell dlilus) §yghas (po damdy (S0 Bglasdl -
ol g3

§ Y3 ek St Joolss loms yonls -



