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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 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?

If | was in Mark’s position, | wouldn’t do the same of course. | would
have acted more professional and wouldn’t care too much about the
coworkers’s defamation . | would just keep everything formal and
within the limits of the scope of work. | would have just answer the
guestions . Also, | would have keep my work’s secrets and wouldn’t talk
about any of my bosses or coworkers in a bad way . | wouldn’t be hasty
to judge the character and the personality by just the outward
appearance | would take some more time to analyse the person’s
personality and even though, | would keep it formal .| would be more
cautious about my postures and my body language and give attention
to her postures and her body language .



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

No, he didn’t . He evaluated the professional context n in a wrong way
and acted wrongly as well. what Mark did was unprofessional. first, he
shouldn’t take what his coworkers said about Mrs.Mills seriously, all
what he had to do was to take it into consideration, not to act on it.
Secondly ,he shouldn’t be so quick to judge her character and
personality by her outward appearance only, he should take some
more time and more signs to tell what her personality would be , even
though he should keep it formal .Thirdly he shouldn’t have talked about
his intimidate supervisor in that way because he’s exposing his
immediate supervisor’s privacy and it will show her that he is inefficient
and unfaithful to his job and his company .Fourthly, talking about
incentives and bonuses in a business meeting will show her that all his
intentions is to earn more money and it’s definitely something
unprofessional especially that its the first time he meets Ms.Mills .

the way he changed his sitting from formal to informal posture (crossed
his legs), physically rushed through speech ,and loosened his necktie
were all unseemly.

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



The factors that led to the change in the behaviour of the CEO were the
verbal communication and the non-verbal communication .Mark went
to a lot of unnecessary topics ;he failed to build an effective
communication; he made mistakes in both .he over talked and over
shared . basically he forgot his position and started to talk lesser formal
with a person who’s in a higher position than him .he also was a little
bit selfish and rude .He aslo made some wrong gestures and behaves
,50 these mistakes led him to fail in the communication process and
putted him in a hard situation that shows us how important are they
and how carefully we should be with them.

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

It will help him in four ways just as the number of the letters word
“KEYS “ have . First: to know himself and define the type of nonverbal
signs he shows to others, to be aware and careful to the small details
and unconscious signs he makes. Second , to assess what nonverbal
cues consider acceptable in the workplace, to keep an eye on how his
coworkers and superiors convey nonverbal cues during workplace
interaction . Also, measure how his nonverbal cues match with them .
Third ,it will help him define how he and his partner react to each
other’s nonverbal signals ,and to know what will make him comfortable
when he communicates with others .So, he would do the same with
people in his workplace .Fourth , it will help him analyse his
communication after the interaction ends and improve himself, and
knows what he did right and what he did wrong so he can fix his
wrongs.
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