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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 KEYS process help Mark improve his
communication skills?



(bl J)iguud) dan S

plia) aial) &l gluad) (S 13) Lagh <8 ‘auaiM\/ﬁm Slald L) g colial duall) | 2
) (el Lulia

o Al ) el e sS4 W) 0y 534S 3l 8 el Gl G s2iaS & jle Jay
b Baall (52wl Lt )l £l L) p2d\S 84S ) (S ) e diny

Uy (A ) LS sl a3 53l Copad) 3 oAl anly Sl il Ca gl
1590 L) cplild clgan agileldl e Mae ) panal" Jaall 8@l o3l & Ly glal)
sl Tag al Lo Leia ool J8Y1 can3 Y 5 ol anid ¥ g ¢ ppadly Jacal 55 La

Al Caany 38 Le oL Uil (385 S 0l ) ¢ adliaally ay IS e o e p ) e
(o8 ALRA aall i g byl i) i jad aatan ¢ 38 i€l e Bardl (g

e g 4o Laial

Sl Ja Lavie L€ g 4 Juaidl Sl sl delise juay Il ia¥) a g b
oy Al () g Al il ) S A aaal) 8 i 1 el 335 5] pala (Ll
ey S Al el (el Sl 13a 50 Y Sl sl G slall i) ety g Lgadloay
le oS Al 5kl g cdalas Co s Gy e aliad sae @l jle 3l sand) Jls ase

" At 48101 ae A 8N Caudi (i y ¢yl pall ped

Aoy eliy @l jla a4l iy L alaialy aaiasil alaY) ) Jaai LY STda) 0 @ e yeis

o e Ol oy sl e (anal AS L 8 Tay s cAialad) ol Gl e (3lu gz g sedtic
o 2 el Ganad i 13) Juadl () oS Gl O Aanilia (e JST 85 S daid 28 j50l)
Il G 1ag She sasdl e ol sl e & e 5 S 5 81 gall ) 5aY)

OY) (o) B ag g O (pEA ) gmy CllE 5 3lad il



-G 8 ¢ 400 ALl e

i€ 1) e IS 5f /5 dnad ool Jadii i€ 13l ¢ gl GBland) ) lailly 1

Y Ll Lal 0480 Ca sall o 5 (3 gl e o jeai ol e of it Ja 2

il L N o jead A el ) ol ) i) Jel e o L3

sl Juai¥) ) jlge (i 3 8l e 20l o KEY'S gleal Sy 2S5 4



o 4S8 jliiall 5 e lain¥) @8l gl 8 Juadl slad Jilus )l aladiiuly 4 gled aglee 58 Jual 53l
saill g Huatl) 4ilSal (183 (e JatV) A e laia¥) Jelal) JoA

dpzada 5 g Cilad gill g Cilaaall 3 5210 G A8lisally Cilaguall g 42l Ll Lo )

e g s 0l IS ja g o)Al S ja g an gl Gl et g o miliall Gl § Cilaal) G gaia
Crraddl) g paliad)

Axaiie g Aaige e CBLE Ll Aty Al &l

Apadd alilis 5l Jao allie o) (i) abilial adii o Sl g (Bl Gind) aday ) b

i adali el (53 5 JB () 4t (e 4daS

A bl pas gl dad i & e

Aba g doman s A el l She

Lol iy el il (o paa Cannay ST e il il gla 5 o jla 8 dsnna Shae
Chidh sl L e S 3 G e s s o g ady ol {lal& oy oic o e
g lams s (52858 ol (e Casd Al o g5 (a ggill g sdaill dama - ) Jany &l
Mgy (Al Dl D 4 je 48yl b Ll g 58 ST £ Dl 3l Dliylas

b Agd ZLE Y5 eVl e axd g g sasall e ) gaal ) ol 2l

Jaalatl) 3ol daiga 0aild Ledl e Jaly a8y ¢l 3l allal

Adigae Lge lainly 48 Hha 5 Lalae ) JU 4l 5 daige Lge Laiuls Ll adiy allaall atila &l jla

s g 8 130 5 (Blas (e a5 (ind) gy L WL e 5 Ll JUi il 5
Al

oy Jan Lol gle s Gl i ) oy il ) ) L Ji¥) el s
ol Ly J il a5 Jadll Sl i1 St

L5 (e ppaall dllee e aial ) O sS Cy yuay 138 callaiy Lo CildlSal 5 38 sal
il 2l 5 1S 13S Cilee J5855 ) die 7 5 53 ihaie sa (g cllee o 431K clilary

pele



slg¥ ol Coasll a5 ands Slie 283 IS8 lad) 4 ) e andyy ol
Allad)

il ) Jua s o) Lzl 5 0 585 ol elile clear bl s (S

o by el 8 i Y s et o) Jsla 5 2381 8 g concise s

daia Gy o) s Al g Gliban ) 5 VAL el ) ac X3 o) Jsls Concrete (2815 oS
q&\d@&)jwwwumébﬁ@w}&x

KEYS:

Ay g lina pead oy 80 Lgledi 1 IS jall 5 GBS ja g eluds Cajed &bl 6l K
JERTP

e G5S 5 Y g dbalinall (ol sall pa 4] gia Judll) alay Ja olaliall ae Sllelds a3y
-.... :...qu LJJ@\

X

Communication factors
Verbal nonverbal
Professional context
Body language

Facil expressions
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