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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 1s 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 i

oLl aoial) & glud) (S 13) Lagd jSb colia) Auall) anidty Slald ¢ L] g colia) gl | B

gl (Gl

alls ) 3 cadlal e iS4 501 2 ) 65 4S Jd 8 ali Clase (5208 & jla Jany
e Bad) ct..s'd:\éﬂ\&gi)l\ ;hﬂb)ﬂ\&@ﬁﬂ\u&é\&sﬁu@

Uans (o ol LS sl a5 0 801 o jall 3 el anly (Sl L Slie Ca gl
L) (ol clgan pgileldl (e " ) Ganad” Jaall 3 ke o3k L Y
Aalaall 125 a La Lgbe ol J8Y1 ans ¥ g oful aniis ¥ 5 ¢cppally Joad 555 L 15005

Caangy 38 Lo gl Wyl (318 S asl W) ) (laadly jedy IS & jla o e a2 1l e
(o Al Al ad) il § bl i) (i yad axin O S Sl g | 3lia Baad) (g Al

JAa Laie L@.\.\S.ALQMJMMJL}A::M\ mmJMJ)LSJ\ ‘EIASAY\ (“J:’uvA
Agal ) gamy 4l aniss Sl (Sl Cald aaall B ysria 51 el 5 )] arla dlgalall (sl
A e all a1 528 Y Sle Basall e glally Lead] Hlaihy 5 Leadliay 5 o i)
Gkl s caalad Cans Jsa ds yae dliad 3o @l jle Hlie 3asal) Jlas 4ie pany O\S
Asigal) alaa] e AS Al Gl CaS y ¢ (uilh all ae L (K il

iy &l jla a4l i L alaialy aaiasi] sle¥) ) Qe LY ST 5o @ jla ja

Ob o e panal A8 Jlie 8 s Aalaall Sl Gl e (Blu pua g5 calic dday
Canads &3 13) Juadl () sSan 3l Ol s dalia (e ST 85 <0 Ladd 8 30l 5
i Dlia sl e o sl e e s S5 581 sall ) sad) (e 3l
Y el 3B gy O SR i gemy llE g 3lad iy g J gl

-SUA @éj @Lﬁ\ PR s c_g‘




1) alise (S ol / 5 Ansii o o) Jrdiis i€ 13 ¢ gl Slanadl ) kil )
NE SRS TR

S3 e Y S 13 Al (5 g3 e Caanl (1 il Ay gy 0 1 )
Bl e A8 yhay elld (i jay w58 (G (g 20 Ul ypmaai

€Y Laly Lol €8 (i sl o g (38 sl e i paal o Lo (of it o Y

duj\aJJLg)Ju‘JM\UJJM\&JJ&J&MM;Y:\&MJ}J\AAY
Js8 Sy ¥ la¥l Y elld Gaw o) (A (e aaiasall (2 Jlaii¥) (5 siasa g
Al

il Hll Capat A juadl) ) ol ) Juai) Jalse A L Y

Go el anadd 0313 Jaadl () sSem GUll (b 4aSa 5 Giall Ay ) cla
5 K0 Jadnf 8 pilaall o jae ey gl e il AS Lk g A 5 381 gall 1 Y
Lalia (e ST

fagal Juai¥) &l e Cpunt (A @ e 2ol O KEY'S dalesd (S S €
S Adadlll paal) il I Jationy W5 DAY Gkl Jladl 335 ity o)) amg OIS
Al a5 a5 Alladl 235 e (SN a6 08 sk 2T, ¢



