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De-Escalate to Communicate; 
Effective Communications

Rebecca Rose, RVT
Certified Career Coach

“I want to stop the exodus 
of veterinary team 
members leaving the 
veterinary community 
because of their inability to 
have a courageous, 
uncomfortable 
conversation!” 
Rebecca Rose, RVT 
Stop the Mass Exodus-
Courageous Conversations
CATALYST VetPC Blog 
January 2020 
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Relaxed and calm 
even during a 
difficult 
circumstance.
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Reminder, please complete your DiSC Assessment 
Thank you

Communication Skills
Just how important are 
they?! 

On a Scale of 1 (low) to 5 (high) 

Communication is a key to ALL 
successful relationships, 
personally and professionally.

@RebeccaRoseRVT

Kaleidoscope of 
Colors
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Personal 
Preferences 

• Caffeinated coffee

• Decafeinated cofffee/tea

• RedBull/Soda

• Water/other

Relaxing-
relievers 

• Day at the spa

• Read a book

• Exercise

• Social events

Personal 
Preferences 

• Embrace the differences

• Acknowledge common values 

• Strive to understand and 
support
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Receiving 
Feedback?

Sugar-coated

Direct, to the point

I avoid feedback 

When speaking with 
a supervisor/boss I 
prefer:

• Meeting at the veterinary clinic

• Gathering at a coffee shop

• Over lunch

• I avoid meeting with my 
supervisor/boss

Is it any wonder?! 
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“We all have a myriad of likes 
and dislikes, for different reasons, at 
different times in our lives. Is it any 
wonder it can be challenging with so 
many personal preferences? ” 

-Rebecca Rose, RVT

Ironically, even 
when taking 
personal 
preference tests, 
we are told we 
are a blend of ALL 
the traits. 
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Life-Long Learner 
in Communicating!

Good 
Communicators

Great listeners
Empathetic
Embrace conflict and 
resolution (don’t cause it, 
but recognize the 
inevitability and need) 
Appropriate body language

Body Language 101 
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Communication 
Styles

Passive – inability to speak up for 
oneself, lose/lose scenario 

Aggressive – overbearing, 
win/lose scenario

Passive/Aggressive – avoidance 
of direct conversation 

Assertive – respectful, direct, “I” 
statements, win/win scenario 

Communication 
Skills

Active Listening

Friendliness

Open mindedness

Giving and Receiving Feedback

Confidence

Non-verbal 
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What part of a conversation 
are you in control of? 
• Active Listening
• Interrupting the other person
• Speaking with your mouth full 
• Your response
• The other person’s ability to hear what you are saying, their 

response, their interaction

DiSC Explained
Dominant – Get it DONE

Influence – Keep it Lively

Steady – Keep the Peace

Cautious – They get it done RIGHT

DiSC Score?

Most Preferred ______________

2. ________

3. ________

Least Preferred _____________
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When, during your day, are you at your best? 
“On it”? 

Practice De-escalation 
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“Listen, listen, 
LISTEN! No one will 
listen to you until 
you listen to them.” 

– Carin Smith, DVM
Smith Veterinary Services 

De-escalation 
Tips 

Tone + Volume + Rate of speech + Inflection of voice = Verbal De-Escalation. 

BIFF

• Brief
• Informative
• Friendly
• Firm
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Benefits – 
Individual 
Assessment 
• Discover personal strengths 

and blind spots

• Improve communication with 
others

• Increase opportunities for
collaboration

• Career satisfaction

• Self-Awareness

• Feedback

• Learned skills

Eleanor Roosevelt
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Role Playing 
Critical 
Conversations

Exercises

Conflict & Resolution

“Ran out of time”

“Costly exam fee”

“She doesn’t care”

“Make the website 
concise”

34

35

36



13

Debrief 

What went well?
Even better yet?
What else?
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Tools in your toolbox to 
be assertive, 
professional, relaxed 
and calm even during 
a difficult 
circumstance.

Well Done!

• Completed Five of Nine 
Modules

• Thank you for answering the 
questions, diving deeper into 
DiSC, and completing the FREE 
DiSC Assessment.

• Upon completion of the 
module, its exercises, and 5-
question quiz, you will advance 
to the next module. 

37

38

39



14

Thank you!
Rebecca Rose, RVT 

RebeccaRoseRVT@gmail.com
Veterinary Teams Living Well
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