Reprinted with permission from Gatenby, B., & Jones, D. (1995). Case studies in communication. Auckland, New Zealand: Longman-Paul.
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Jillian Ireland

Learning objectives
« To consider the relationship between siress and commu-
nication. .

 To outline asserfive communication responses fo aid self
management.

The case .

John Peterson manages the mid-Canterbury branch of South Island
Adventures, acompany that provides tailored guided adventures and outdoor
experiences for both international and domestic clients. The company has five
branches throughout the South Island of New Zealand with a head office in
Christchurch. John had been a very successful and long-serving guide with
the West Coast branch of the company, so that he seemed a good choice to
manage the new branch. Other employees of the mid-Canterbury branch
include a secretary, Kris, and four guides. John arrived home around seven-

thirty one evening and slumped in a chair.
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1 John is clearly suffering some of the negative effects of stress.
How has this influenced the way he has communicated that day?

2 What impact do you think the conversation with Miki may have
had on John's stress level?

3 (a) Describe assertive behaviour.

(b) What situations has John faced during the day where assertive
responses may have helped to reduce his stress level?

(c) What situations has John faced during the day where assertive
responses may have helped him to use time more
productively?

(d) Suggest what those assertive responses might be.
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4 How could John increase the motivation and performance of his
staff by improving his communication skills?
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