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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.

: the followi . linely:

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?

ldl JI5ud! dosy

oLl auiad! 2 gluadl O3] Logd (S coliol duadll eupdiis wholid sUlg colist dsai 1,31
280! Blewd) Guwlio

G Ulgy] @3 ¢ailol e LS 419591 w95 A4 3 el il 9ainS Ehle Jony
o B (i) sl sl8l Ly 928 (3 A5l oS ] Jos A

oA @ ! gShis s "B 4l sl 8yl sl CaSall § Shen By

Lo 1550 1g5] oaliB clgmo w@ileld) oye "aeydl (anad” Joall 3 ko eaj i oLl
Baleall 105 @) Lo Lgie LB o Vg Il ok Vg ecnall Jaolgis

Gdzo 48 Lo Olaw LT 318 08 a1 Y awll (ulesell yain 0 2o OF oo e )l e
& dabisd)) gd) OlaaSy Olendliel poyal daiw OF 55 Sy e Bdad] Gp9 din

J3o e LgiSe 3 4 JUaid 3k Bad! delun suas Hlaiil glazdl o 3

Ogam A s Sl CaSell cals el 8o Blyel D150 i elgilal) ool
syl pasadl 1A 9u8 Y Sl Sl o glandls @35) Slailg Lgdliarg AR (daulal
el s Jg> dung e Atil Bl H)lo Shan Buued ! JLud e paug O S
gl dlual ae AT il (S ¢onabdgall pes L oSy (21 Byl



dlay) iy Lo pl8 gty Lod plaials aaiad) pldl ] Jsad (g 2T A1y Hle yass
B3k Ob 0ygads 4 asd dS)lie (@ Ty (dalonall s3 Bluw e Bl g 99 cdiiie
Wjall pamass 63 3] Juadl O gSaw G581 Oly dewlio ¢y AST (3 8,SU) ol U3 ilaal!
Jemadl 310 3hae Baadl ggue O ol e 2o (53 - Bl 33195l JlgaYl (yo
OV L,Qﬁ\ﬁ‘o.eiéj Qiuwg“)ya) <JBg Blxd 899

U B89 A Al e

S 91/ 9 4 sl Jadiw 8 13k ¢ sgal) Bl ) la30b L1
¢ hlo O S 13] Caliseo

AYd

e)kS.s J"A[g{:La.wwﬂQY LL swae j50ls Usal 548 ¢ylo Jad Lalio Jasl oY
3g Lgadlaly doﬁjm‘ﬂ_\ﬁbwuuéjb JALv.uJJJ.\.obJA.v.u.”uL;)LQ)”
e)lsjb‘_g.l Lol Hatilegg Lo.\.ua.u.c(s)q-fa Sl Gusladls Ldl Sty doleuialg
S paniel oy e s ool By &anly LE¥SLs ke Loy
gobad a8 e Tulyg Le_“@ﬁl el SIS il daie &S hiyg Sl g
€A ol i s ISA1 b sl Lihosel sl QAL ol L
Doty Lastalls L 3 e S g lass s gLl oo

il ol el Cras oy 5o S e olelol 5 gl ¥ 51 s
sl Jardl Glaa sl



qywﬁwqaﬁ#dﬂ‘@ﬁ&éﬁﬁ&dﬁdibugi a3 U .2

Atd

JLanl g iman €l i g4 380 gt ol il ks ol o e
Nonverbal communication ( ladl !l Jslsill)

3l (sle Slos g p iy Gaall dlay; s a8 Lonic

Verbal communication ( gladlll Jualgill) J dlaal o8 Layl Unalg

L 48y yhay 05300 e Baallly alsg

oLl e 5 Al £ Laal oLl asily i Shao suvcdl Jaa Lo ling
sl e ¥l e it OIS 500 e 6oLl s sanadl 3 (o slelly
saseall Ju§ o Al dgansl ] ¥ ags e T ouadl aneg iy g i digs
lie

§dudial) usyll B § el ) ol @I LYl Jalse (2 e .3

/INE

e il (8yeat (od il (I cal Sl Ly | Jolse

verbal communication waél JLail Jolge

- bl s a0 e Saadll dyle wicall a6 Lonie oy

Nonverbal communication adl ;¢ Jlail Jolge

Bles sle 3l gudss alsy Gaall dhay ) elsy als Losie ooy

 Leia¥ s Jualsill L3l o1 Dales Lo cpo S susaad| conini 2Bl Jalgall 6.dgd
ol ode dyle ae



T Juasyl Wllgs grud @ 2l delud OTKEYS ddas) oSop aS .4

a1
know yourself-K

sl 48 (Y il il il e s (35S Tan oy le 43 0l adl e
o 2SI gy 0550 Gy & LY gs T sl gulesl Jole Body language
O o Loy dlady Lo oyan ) nny iy oy ) pglallg daincall diulall aaalls
know yourself JMA oyo dads ¥

2E- Evaluate the professional context

¥l giall oy iy ¥ s 4yl sgan s o e e s oS
Jolais o) dule IS 3hie socall s hdiill bl dialas <G 3l ole Bl

cdae Ol5 (o8 548 dranny
YY _ Yourcommunication interraction

2 83909 dalal il ¢ Lia¥ ) Il Jas Losie aal,ll ole 3hos sumeall &yat

Aophll Gudi ole Haiow Ol dle (IS8 dyle o @358lT (uSe (gl ¢ Ll sala
e Lia¥ 1l g ¥y oanalls al a1 oy

¢S step back and reflect

Ol 1Al E Laia¥ | cagils el yle iy oo elicaly adsad L s sl | o 2
Lobla OIS diyual ol iyay Oy Gl a4y oy le Jang (L JaiS Ldn s





http://www.tcpdf.org

