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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?

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?



Cbaad) Jligaad) dan 3

olia) aoial) & ghud) S 13) Lagd S coliaf duall) aniiy Slald oL g colia) 4uall) | 3|
o) (el Luidia

& Al ) ot cailal o sllSaS 2y a1 oy ) 84S 58 A eals Clagie o 5a1aS & e Jany
She Bl ¢ g sl (et Sl o8l L 58S 84S AN iiSe () ae Ay

Uan (o ol LS gl a5 0 5l o jall 5 al” sy Sl b 3la o jad
1230 Ll Calild clgra agileldl e Mo N Gl Jaall 8 & jle 3l & iy cla)
Aalaall Tagi ol e Lgie ol SB8Y) i Y g Al anis ¥ g ¢Cpally il 535 L

Caany 38 La (L Wl (318 1S 40l W) ¢ il ulaadly ey O &l e (o e a2 I e
(8 ARl aal) il g bl jind o yad asin o S5 aiSDy | 3he saaud) (g Al
e ae aclaial

Gl Jaa Ladie LgiSa 8 4y Jlai™U 3lie sl aclise jaeay 5l e laia¥) o g b
Gy Al ) gony 4l andil Sl Sl Cali aaall 3 a3 el 35 arla il
g OIS (53l e el (el 138 a8 Y She Basall | sladly Led) iy 5 Leadliay
L@_.adsaggﬂ\é)la]\j‘uléj;.gudpfmjjmi\ﬁuis_md)ujl:\.asw\du.@:
Aigall 481281 aa A8l Cauliti (2 g ¢ila sall ac

Aoy )y el ol jla alE 4l i) Ll alaialy aaiasil ale) ) Qe LY ST 5o & jla e
o pda (s oy snd e (anal 48 jlia b Ty g Aidlaall oL Blu e (lu a5 calic
2 pall Gaapad o3 13 Juadl () sSa Gadl) Ol s Aplia e ST 85 S data] 88 304
Joaill 8 Tag e sl ¢ s o 8l e d e 5 S 5 380 5all J) g g
OV el 3B gy O A gy lE g 3lad g



-GUIA 188 g 401l ALl e "y

i€ 13) Calite Ja ) /gt o L) Jrdien i€ 13le ¢ gl Sluall ) Ly (]

s e digdl) ¢ o) cuala ) da gl La 1 g Jle slS) adady g e el &l
A g ey g Ul dhle G gdd) 13 (he paldl e g dde 4 ddle Al g3 adld
e Bl o Sard) (e Aida) aNS ) aion ¥ o) e Ao (S ¢ Algh quiai )

¢ AdblA ) daaua culs o) alad Y g cilail LY

518 Lo (uSe L) (Al Lgde Anam La cpa (18 (1S () oy 3lia Bl ABLEL) die e
L@JL&JJAJ&JLA&‘}QABM\&AMUQ@&JA&UcJ...\,\Scl,)SJL.\oM\LA\SAJ
b Allaa S (A i 330 Al gy Lal alaialy 4l g laia) ) Jaai Ll & e 08 Ana
¢ ALBal) plgdl g gl e QS ) (o) Laa Lgdi g (Bl (8 A gA g Lgala)
W\M\dwgﬁwjzecwamw\é&agﬁﬁ#

Y Ll s Ll €480y i gall a5 (s sad e o peat e of S5 a2

Bl dpadd (e Jardl & Al (1 o Ladis Allad o1 Lt duadld & Jla
&l 38, Ol GHAY o) L gad) (e £ o8 LA (S Tay) anidi Y Lgdl g Apant) Slaa
¢ ol o Al il g ASLAED W gy L) daleg o) o

iy e Bl 0 0 i A o pual CANA s Basad) aa Aslalia) ie g
b Lty alaialy Al daadioee Ll dbualy A jdal) dbay 5 330 s ol
Ul gAY o ABlu il g Agall i) g dlic dday; elA L 1340 g lae) Lo
o BRI il ) o ladally Cnaal)



il Lt N Capeat A& el )l ) JuaiY) dalse A e 3
e Bl — 085 i M) (chief executive) < el s ) 831 ¢dlale Sl

& 5 wwad) 431 (Nonverbal Communication) (Bl sad) Jual gt Jlaa) -1
o8 I Q13 ALl ey ) Guglally daag ) 340 Bl Ao Gl

. &ﬂ,)l‘ &Aﬂu.d\ UM‘ J.ﬁ.n
Jsa¥) by 9 Gilud) Ales paa o ol Sl Sasad) J) i G o8 oAl -2
. (BB Gl S 380 gal) g

Casal Juai¥) g e 38l e 2ol o KE'Y'S dulea] (S (25 4

oual) A 881 el @l JLEYL A9 Ao ¢SS o) Jsls Know yourself e
o i) Gaaiall a5 a8 Al daices ) (e slad) dpnaa g Sia Lgdadi A
Jual g (e JUESY) ¢ Lgulany (558 alaBY) puda g ade ¢ Jlally a9 alga
Al okl ) ALY o AlaY) ¢ A pdiane G} Gaaatiall G ASY Gl
o sl o sgda ) dde 7 g Al axe g Asllalay

Evaluate the professional context e
o) ALY (e b A gl piiad AN ABRRL pad) ol JLEY) alady o gy )
¢ dAaJ\
‘wj»dmtg&géwm\@dcmmdgam Ad) d s
(s JoLial) oL lidla ) g clibuyy Cpa pdaall Al AREY 43 cl JLEY) BaY
. Jard) lsa

Your communication interaction e
Saa oo Jelily (S o) ¢ ellaa J AQRAN) ) LEY) pa Jo il i L o
S slaly sl e Lglab a5 o AY) g Jual gl o L) A il s cllaay 3l g
. Ol gall

Step back and reflect e
¢ ol AY) Gkl el A Je ) el Al el dliVlal) sas
G S ¢ Al delaiad g &3S 8 sl s M play odl) J) ey S8 pal
. Cuaally


http://www.tcpdf.org

