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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?



(Glad) J)gaud) dan yi

oLia) aial) o glad) (S 13) Lagh jSb coliaf duall) aniiy clald ¢ LS5 g colia) duall) § 3
crigeal) (Bl Lulia

Al ) a3 caslal o slilSaS Ay a1 o) 84S 50 A eals Cilaae i saieS & jle Jany
)&\AEM‘ ctﬁd..)s.uj\u.u:\:\)j\ gbﬂ@);ﬂé\ﬁéﬁ}ﬂ\d&é)d&&

oy (8 (ool LS sl s 3y 38l G jall oAl anly (Sl (8 Sl oyl
)53 L) Gl (g agileldl e Mae Hl Gl Jeadl @ jle oD ) & iyl
Adalaall Tag al Lo Lgta ) J8Y1 a3 Y 5 ol it ¥ g ¢ opadly Jacal 55 La

Gang 38 Lo Ly Ul 38 Sl W) candl Galaally jaidy S e o e a2 M1 e
(8 AALRAN ) i g byad) i) i el et (o 38 iy | e sl cp g 4
e g 4o laial

Sl Ja Ladie Leii€a 4o Juai™ She sl e lise juay il o Laia¥) o g b
i Al (g 4 anii Sl S Sl 5y 31l Ay ) pila el
o O (Al el (el 138 508 Y Slae Baad) e slally Lad) T 5 Leadliay
le oS Al 5kl g caalas con Joa Gy jae Alind sae o jle jhie sand) Jld ase
) g 48181 ae S 8N i (g ¢yl gall aed

Ay yeliy & e ald 4l iy Ll alaialy aaiast] ala¥) ) Jaa Y ST syl jle el
o pda (o) gmd g el A8 Hlie g g cAialaal) L (Gl e (Slu pua g5 cAlic
2 al) Ganadt 23 13 duadl ¢ sSo Gl Ol s Aaalia (e ST 83 <1 Jad 8 iladll
Jsaill (8 Sle sl g e ol o8l e jle g lalSall 81 sall Ul sa¥) (1e
OV ) 28 ag g o A ey Calld 5 lad i



Sl Bd g Aul) AL oo

S 1) Calida (S 1/ 5 A o 8l Jriiies S 13l ¢ gl GBland) ) plally ]
?nﬂ)\.ao&

Eaday San (il o (Y i 5 AllEall I a3 5 (im yally J) Co g & jle S i 13

QYLAJLAQHMJ}A‘&BJ@J}M&UMd“é‘)uuiwda 2

13 5 (o o (Bl sy (inl) sy ol 48 llin IS gy SV 330 (Y IS i Y
Agans 1) Joa) (SLal 8 hlA o

sl s N o yead A el ) ol ) JuaiY) Jel e o L3
Bl (Ao Slus 4ped8 Az g

Gl ade allall (g6 ) 928 (o (anald 43S HLia

fagal Juai¥l <l jlga a8 & e 2ol o} KEY'S dleal (S aS 4
(o e JS Lg jlan 5 Lilage Leladal 5 jlai¥) Ol jlew (o (AS i gl 4y )
e sall Al



