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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



Ay i Dyl pl6 sy Lol plozaly ot plodl J) JuoS LD 18T A1y Zlo oS
o3ake Ob )92 & ruad dS)lis (§ Ty cdBoloeall sUSl Bl (Ao Bl aubgg cdiiis
oyell pamass @3 13] Juadl O S @2l Oly dwlio (po AST (3 8,501 adusl U3 dluel
Jemadl 310 3hae Badl Ogue OF 5l e Shle (55 - BEWIg 58155l JIgaYl 4
O ) A8 0By Of s gaay By Blxd by

U B89 A Al e

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

JSiiis Yo oaseall o Jolatiling duds oukill Jadi o eylo Lo cais 13

@ piadl arls Grata Ladg dsycall (633405 yauo jlao ouseall paias Alide
S Jras (y 9Skeu (ol paiy (gaie ouaa 0y 9o BlALw Lgas Jolaiil
Cilewyl Laa LgeLasY Jolsilly sl gllg gaaall ool g3l (o aadS ds peull
(s0 2 glenl 9 Syl (S0 ad d el o dheol 95 s gl Lo (ST bl (10
p2sslu ddal (o Gipaa p (B yeleuy enan Yo 2 (s Gaadll dyile
o) gl CLalSI ¢ 833 (ol 3SyLeu ol (ylas calai@ilfg calamnailyica |
Qi G 9Slu A (g0 gl (ols Lgllatial 9o Taas JSui agdi (oilllg

Y Ly L) S8y CaBgall mdg (335 920 e Lpal 2hle Of wikal Jo .2



Gl ddayy el Lo ¢ (3839 e 928 e hes oudl 2o Shlo D pats o]
ool Cod! 0555 o lgamar drdgd oo Jie @539 Bl (e Bl x99

2o dlas (i Ol oy e oduud] 8l Ledie Hyle ¢ e oduwdls osladllg 050w
e o @ JoiSay zdlog guome SSiw dhoms o o hle e ol
Slbl Jaldy @19 ©dgey 3 Braill § gl 550 @ Shee Bd! el

O oz 0,13 osllact 09 (palbgall 389> Sy a8 LelY 3L G Coudl
S 331551 9 ol osllaeY i1 3 gg2el Sy @) Jaadl 08 9l aS il
88l sz Jioe 0950 O 2hle (Je 08 dhos Jle § lplne! s o Lo 22
Gkay (31 Golsead) $LBY (oleddl araz g Jory SUI Juolsidl lylgas
A o e doleial

T dedial) Guyll Bl § il ) ol (@ JLaiYl Jelse (e .3

o gloall Lgtiag 3L Busuall iyt (08 yaaih (ol iyl S Jal g Lo
aas ode culo Bl (ol Blew s 9 Lovas (courteous)osaigidl aus § fomends
e acadl B ybo (6 Juosl 9311 Joke Exganndl il | padill ol AaY!
Sy swalld Jalss 9l sy 9l g T G0 55% weundl Jras gaadl dlay
8,39 Jau¥ 19 sl ilsya (o8 (i gladl (o8 (il Ssaada o Jad

o (coherent) (sdlais (<a al (correct) Tl g (<o ad il ol

. Lalae ) Gyl g Lalgal (599 K81 gadl albs Losas digan g dods

T Juasyl Wllgs a3 il delud OTKEYS ddos) oSy a8 .4



oo S Juolsidl e Hyle Whlgal) ailas ddas delud

g 4o wglhanll daglall Juanly 09429 40X § (clear) zoly 05t O
(..The sender JuwysS dbluog

oduy @ S Joxi (comleted ...4sE (Received.. Juspeld ailluy 055 OI-
Joliy Sloglas cpe 4S,l)

ddoslly duaseid! Bl (§ (3! ae dBdle s (§ ol luduw
For persona life

Forbusiness life

(courteous) wdge 050 Ol

Ol plixly oy cablay Jolgill Ghlge laiy o ddd Cdge Do oS0 o
W yge Sy @ o OY dein Y Lesd Jiz Vg e oy 023N (s
Az 855 Jhan oS0 @ 4581 e dlaB 0 900 (eS8 Ladd

dodzd! Juol gl olylge-

G LMW o)las-ly Codg duwgle Gyl e duasid LsSle 050 Ol dde
oyailly die gluasl Jaaly aseidl e (o jalaall of lix ola 1Y gunds
oI dBalxall gl gVl 0ydaidl (o (aseidl e xas


http://www.tcpdf.org

