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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?

The answer: Yes, like him at the beginning of the interview, but I
will completely differ from him at the end, as he did not maintain the
interview policy until the end and made a mistake in verbal and non-
.verbal communication methods

I will also disagree with him in the pre-meeting stage, after listening
to what other employees say about the CEO.

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

No, at the pre-interview stage where I listened to what was said about
Mrs. Mills before her meeting

Yes, at the beginning of the interview, this is represented in the
following:

Good preparation for the interview, trying to understand the
personality of the CEQO, anticipating questions and the course of the
interview

He seemed confident in himself, self-esteem, forward-looking
ambitious and loving to develop, he had the ability to attract the



attention of the CEO with a solid personality and impress him, to put
forth new and interesting ideas

Use nonverbal methods of communication using eye contact and a
smile, standing politely and waiting for the ear to sit

But his behavior at the end of the interview departed from accuracy
and professionalism

Where he misunderstood Mrs. Mills' physical behavior (non-verbal
communication) and began to violate the principles of
communication during the interview, he used an inappropriate
nonverbal communication method by loosening the necktie and
placing the leg on the leg, and also erred in verbal communication by
insulting and mocking the previous manager and arrogant sarcasm
By his method, this also violates the ethics of communication

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

Non-verbal communication: the physical represented by breaking the
tie
The physical represented by placing the leg over the leg

«Verbal Communication: Represented in the language of sarcasm
sarcasm, and condescension over the previous manager

4. How could the KEY'S process help Mark improve his
communication skills?

Knows himself

Determines the types of nonverbal gestures that he may use with
others, each according to his personality and professional position



and to remember and control some of the small, involuntary
nonverbal signals that always accompany him and may be
inappropriate

It assesses the professional context

To evaluate non-verbal gestures that may fit and be reasonable in his
workplace. Is the meeting informal? Notices all nonverbal signals
and symbols transmitted between colleagues and superiors in the
work environment, noting whether his non-verbal signals are
commensurate with the signals of others. And are these non-verbal
signals commensurate with the position of the communication, he
also notes his verbal communication and evaluates whether the
words and phrases suit his work environment or the nature of the
position of the communication as well as the manner of speech and
tone of voice

Its communication interaction

Determines how he interacts with the gestures and languages of his
partner's nonverbal communication, and how does the partner
interact with him? He thinks about the methods that you feel
comfortable while communicating with others and tries to achieve
the goal about dealing with customers, employees and bosses, so that
others will feel the same comfort and disclose what is inside them
.more

Back off and reflect

Analyzes his communications after the meeting. Was he satisfied
with his nonverbal and verbal communication? Looking at the



situation again, extracting mistakes and developing communication
skills for upcoming situations
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