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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?

What | would have done similarly to mark, is that | would prepare
myself beforehand, to make sure that I can communicate properly, both
verbally and non-verbally. On the other hand, I wouldn’t get too
comfortable once the hierarchy (in this case Ms.mills) shows clear non-
verbal signs that they are more comfortable, nice and relaxed. Because
that would cause misunderstanding that I would be disrespectful; so to
avoid any conflicts, i would still keep my body language, like my
posture, legs and face respectful and upright, to show a more
professional demeanor and gain the trust and respect of the hierarchy.

2. Do you think Mark accurately evaluated the context? Why or why
not?

Not fully. At a point he was right in being prepared and careful, but he
ended up misinterpreting the situation once he finally met ms. Mills



because she was a lot nicer than what he heard about her; he got too
comfortable and ended up looking and seeming disrespectful towards
her as he loosened up his tie and crossed his legs, also mentioning how
his supervisor said that it would be better if “more money allocated to
incentives and bonuses” which isn’t a “correct” form of verbal
communication seeing that she misinterpreted what he exactly meant by
mentioning that to her. His words also lacked “clarity” and they were not
“concrete”.

3. What communication factors led to the change in the chief
executive officer’s disposition?

Both the misinterpretation of the verbal communication and non-verbal
communication factors, led to the change in the chief executive officer’s
disposition. The verbal one being the main one that led to her
disapproval; once he started sharing stories about how he feels his
immediate supervisor dropped the ball on multiple occasions the team
would be better if more money was assigned to encourage and bonuses.
The non-verbal communication aspect was when he changed his body
language and appearance/ exterior look once he felt more comfortable
after she leaned forward to give more attention to his words; by
loosening his necktie and crossing his legs, he showed less regard
towards ms. Mills.

4. How could the KEYS process help Mark improve his
communication skills?



By knowing the KEYS he would improve in the work place if he
followed them correctly.

K. know yourself: would help him have a better understanding and
assessment of his skills as a communicator and further utilize his
strengths and develop his weaknesses.

E. evaluate the professional context: to be able to address the needs of
the listener, also understand the constraints of the communication
situation. As well as expand skills, for a variety of audience/ listeners
and situations.

Y. your communication interaction: this would apply the best to mark’s
situation, because it means to monitor your own verbal and non-verbal
cues, in addition to the cues from the audience/ listeners during the
communication interactions.

S. step back and reflect: lastly, mark needs to step back and reflect as it
means to examine the effectiveness of the verbal and non-verbal
messages that were conveyed to others and the overall success of the
various communication interactions, then taking what’s been learned
then start the process again. Develop the ability to adapt and continually
improve.

| believe that following the KEYS will help mark avoid such situations.
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