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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 1s 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 1s 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?



baad) Jligmad) dan 3

oLl aiall & glad) (S 13) Lagd S8 (olia) Auall) aniy clald oLk} 5 colia) duall) § )
el Shall Liwiia

8 Al ) a3 il o sliSas 4 ) oy ) 534S 50 el Cilaae o 501eS & e Jany
.)'SS\ABM\ cdw\w)l\ c«\sﬂ@_)}sﬁ\s‘_gﬁjﬂ\&_ﬁ&é\w&

s o ol LS gl G 5y 8l G jall 5ol s il b 3l el
1530 Ll Clild clgaa agileldl e Mae ) Ganal! Jaall 8 @l oDy & iy cla)
Al Tag al Le Lga ol S8Y) a3 Vg ol anti ¥ g ¢ aally Jual 5 L

Euangy 38 Lo gl Wl 318 Sl Y1) e tall Gulaally ey S e o e a2 I e
&b AR wnl) i 5 lyai) il (i yal aay o 38 iy Sl sl g 4dn
e g 4o Laial

Gl Ja Lavie LS g 4y JLaiDU laa sl delise jaay HI0) o iaY) o
o Al () gy Al i ) S ld aaall 3 s 31 el A5 1 aala (gl
g OIS Al e pall el 18 g2l Y Sl asad) s glaldly Lead) Hl 5 Leadliay
Ler Sy A 5ohll g edalan Coan J o A s e Al 330 & jle 3le Banad) Jlsi e
Aigall 481081 aa 48 Al Caulili (a5 ¢uika sall ac

oy eliy & jle a8 4l 68 Ll alaialy aainl aleY1 ) Qe LY ST a5 & e jris
o pda (o) smd e (anal 48 Hlie oy g Aidlaall oL Sl o (Blu a5 calic
234l Gapads o513 duail () S Gl Ol 5 Aaulie e ST (85 S0 Lkl 8 520
Il e She sadl s o) )58l e & le 5 lESall 5 38 all ) saY) (0
Y el 8 ag g (o A gy B 5 3Lk g



Sl 38 g ) ALl e

i€ 1) Calide (S 5l / 54y o o8l Jadins S 13le ¢ gl Blanadl ) daally

el e (lSe i€ 1) Cilide JSy ol i o o) Jriie i 13l gl 3land) ) Bl Y1 ) i

Nonverbal "8l e 5 "Verbal communication" o5l Jual gl miilis asibu ¥ aalally, ol gl
LalSa s I Adall) jae g dadaalll el LEY) & Jedll Jelaill 48K daale Jaladl) " communication
LS ¢ LSl aal y acay il shaall (e sgaliadl 5 aglal 55 Jlaial ol 5 Jual il vie Ga) i Jaalls i I et
Ly G A e iy sl eadlé 3,20 e o A clall Jeladl s 6 e o pals

?ymjw?‘ud”qg}d\ﬁéﬁéﬂhﬁé‘:‘—h»Ad"nﬂ)\.aoiqﬁiajdg A

" caai A" Verbal communication" 8l Jual 6l 8 dadasil) ac gal) Adass &l jla Jalas Y
"gma oludl e Caat e gay (5 S

g s el da ol ol adiadla Jslaty (n Y Lad JASE (im0 sad o panal 3 e (B 10 (n

Aol He S GV, ) gall Gl sasadl o)) (e e J Ao g elld Ly 381 gall g Aallall 3 ))aDU 48,5 dulos
Gl g Clia (355 Y 38 Jaslly aSail) g Adabilly () gacialy (gl 5 Jasdl (A lonss ) Calia (5585 38 La ()" ey
S8 s (A Ostery ()

BJLS\JMJ\L;J;Y\é}&d&)t@\jw#hé‘}me&um‘&sﬂ\)ﬂcdm\)ﬂ\écuaﬁe!d‘)uuius
L il Aoy ) ldy A8 53 pedaa Jaal (aa llXSep Laial¥l o ying Y 4dl 3 paall



Nonverbal " Lill £ 5" Verbal communication" 2dlll Juai¥) se) &l & jlasle) ja axe
& kel Ladie Lasle alad) Lialua ¢ 3a 4l s paall 3 L3 pilu e <G Jul" communication
Caaaly (e pa B yra s

Al ) S5l Juai¥) & g (a3 ¢ jle 2ol (f KEY'S 4l (Kay (a8
& jle Lgy Gyl 3eLu) 4hass JiST . " Nonverbal communication" kil s Jual sill" M\ oe
(S i e m jal) clle Con iy I Y gi e (S0 Lol o Akl il (e 700 o Jl&
iy ga (S L gtaa g Ll Jiad La y Joal 53 Ay Lgmsan "elemn il iyl 5 el jedan s

L by sy AN (o g ad) LeSeliy g0 e S 23y o A Jedad) o aley o e e S
kv Iy DDA (el sall el AV Calall Jelil  ddadlll e e Ui S e ()5S of cang L)
Al e Ly ol aaa palasly il lavie H3ag o peaill oo LeSe Al ol dulag) (o Ja Lo

0o g A8 yra B dpaplatill ac ) il sle) ye Ll Verbal communication” Al dual sill Aty L)
die iadle (g0 ) ja o ol G 5<E Of anag el Saaill GLEY eV allall sl e sheal)
Lyl U ahaliall aie 5 ) AilaYl Jual il

Mark had to take an interest in both verbal and nonverbal communication and "
”working professionally
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