References:

1.
2.
3.

10.

11.

12.

13.

14.
15.
16.

17.
18.

Myers, W. S. (2013). Better client conversations, better client relationships. Care Credit.
Lac, V. (2023). Obviously, I'm Not From Here. University Professors Press.

Shaw, J. R., Adams, C. L., & Bonnett, B. N. (2003). What can veterinarians learn from
studies of physician-patient communication about veterinarian-client-patient
communication? Journal of the American Veterinary Medical Association, 223(11),
1570-1575.

Shaw, J. R., Barley, G. E., & Hill, A. E. (2008). Veterinarian—client communication during
cancer consultations. Journal of the American Veterinary Medical Association, 233(7),
1072-1080.

Stull, J. W., & McArthur, M. L. (2008). Understanding and influencing client compliance
and attendance in the veterinary clinic. Veterinary Clinics: Small Animal Practice, 38(2),
307-323.

Coe, J. B., Adams, C. L., & Bonnett, B. N. (2007). A focus group study of veterinarians’
and pet owners’ perceptions of the monetary aspects of veterinary care. Journal of the
American Veterinary Medical Association, 231(10), 1510-1518.

Coe, J. B., Adams, C. L., Bonnett, B. N., & Ameis, K. A. (2008). A focus group study of
veterinarians' and pet owners' perceptions of the monetary aspects of veterinary care.
Journal of the American Veterinary Medical Association, 233(7), 1079-1085.

Bok, H. G., de Vries, R. E., O'Neill, D., & Main, D. C. (2013). The need for a structured
approach to represent the expert knowledge of veterinarians. Journal of Veterinary
Medical Education, 40(4), 345-352.

Spitznagel, M. B., Ben-Porath, Y. S., Rishniw, M., Kogan, L. R., & Carlson, M. D. (2019).
Development and validation of a Burden Transfer Inventory for predicting veterinarian
stress related to client behavior. Journal of the American Veterinary Medical Association,
254(1), 133—144. https://doi.org/10.2460/javma.254.1.133

Harris, R., & Hayes, S. C. (2019). ACT Made Simple : An Easy-To-Read Primer on
Acceptance and Commitment Therapy. (2nd ed.). New Harbinger Publications.

Harris, Russ, 1966-. (2008). The happiness trap : how to stop struggling and start living.
Boston :Trumpeter

Meyer, E. C., Sellers, D. E., Browning, D. M., McGuffie, K., Solomon, M. Z., & Truog, R.
D. (2009). Difficult conversations: improving communication skills and relational abilities
in health care. Pediatric Critical Care Medicine, 10(3), 352-359.

Sweet, D. M., Gentile, D., & He, L. (2023). Communication Apprehension and
Willingness to Communicate in Veterinary Medicine Students: Implications for
Mindfulness and Communication Training. Health Communication, 38(1), 41-49.
https://doi.org/10.1080/10410236.2021.1930881

Box Breathing video: https://youtu.be/tEmt1Znux58

30 Mindfulness Activities To Keep Your Mind Calm (At Any Age) |

54321 Grounding technique:
urmc.rochester.edu/behavioral-health-partners/bhp-blog/april-2018/5-4-3-2-1-coping-tec
hnique-for-anxiety/ and https://youtu.be/2-WMJpoi8Qo

The Emotion Wheel: What It Is and How to Use It

Difficult Client Interactions: 5 Tips for Vet Students (vetprep.com)



https://doi.org/10.2460/javma.254.1.133
https://youtu.be/tEmt1Znux58
https://www.scienceofpeople.com/mindfulness-activities/
https://www.urmc.rochester.edu/behavioral-health-partners/bhp-blog/april-2018/5-4-3-2-1-coping-technique-for-anxiety/
https://www.urmc.rochester.edu/behavioral-health-partners/bhp-blog/april-2018/5-4-3-2-1-coping-technique-for-anxiety/
https://youtu.be/2-WMJpoi8Qo
https://positivepsychology.com/emotion-wheel/
https://blog.vetprep.com/difficult-client-interactions-5-tips-for-vet-students

19.

20.
21.
22.
23.
24.

25.

26.
27.

28.

29.

30.

31.

32.

8 Ways You Can Improve Your Communication Skills - Professional & Executive
Development | Harvard DCE

How to Deal with Difficult Veterinary Clients | Zoetis US

AAHA- De-escalation part 1

AAHA- Part 2

De-escalation video: https://youtu.be/rsdHGXQeysw

Guide to Navigating Difficult Veterinary Client Conversations | IDEXX Veterinary
Software

Difficult Conversations - Professionals (rcvs.org.uk)

Venting at Work—a Double-Edged Sword | Psychology Today Canada

Meyer, E. C., Sellers, D. E., Browning, D. M., McGuffie, K., Solomon, M. Z., & Truog, R.
D. (2009). Difficult conversations: improving communication skills and relational abilities
in health care. Pediatric Critical Care Medicine, 10(3), 352-359.
https://www.cliniciansbrief.com/article/customer-complaints-feedback-stress-behavior?ut
m_medium=email&utm_source=newsletter&utm_campaign=0Online+250109&oly_enc_id
=0907F3539689D2U

Askari, M., Noah, S. M., Hassan, S. A., & Baba, M. (2013). Comparison of the effects of
communication and conflict resolution skills training on mental health. International
Journal of Psychological Studies, 5(1), 91.
https://www.careinnovations.org/wp-content/uploads/EM-Consulting-Core-MI-Skills-Print
able-Handout.pdf

Harris, R. (2006) Embracing Your Demons: An Overview of Acceptance and
Commitment Therapy. Psychotherapy in Australia, 12, 2-8.

2016 _Complete Worksheets for Russ Harris ACT Books.pdf

33.TedTalk: ACT https://youtu.be/o79 gmO5ppg

34.
35.

36.
37.
38.
39.
40.
41.

42.

43.

44,

45.

Gratitude in Veterinary Medicine — MentorVet

Spitznagel, M. B., Cox, M. D., Jacobson, D. M., Albers, A. L., & Carlson, M. D. (2019).
Assessment of caregiver burden and associations with psychosocial function, veterinary
service use, and factors related to treatment plan adherence among owners of dogs and
cats. Journal of the American Veterinary Medical Association, 254(1), 124-132.
https://doi.org/10.2460/javma.254.1.124
https://teachersquide.net/think-pair-share-teaching-strateqgy/

Mindful Enough graphic source

12 Types of Classroom Activities for Adults and Examples
Narcissism | Psychology Today

Emotional Intelligence | Psychology Today

StoneD, Patton B, Heen P. Difficult Conversations: How to Discuss What Matters Most.
New York: Penguin Books; 2010.

Berlin, Leonard. 2006. “Will Saying ‘I'm Sorry’ Prevent a Malpractice Lawsuit?” AJR.
American Journal of Roentgenology 187 (1): 10-15.

Struthers, C. Ward, Judy Eaton, Alexander G. Santelli, Melissa Uchiyama, and Nicole
Shirvani. 2008. “The Effects of Attributions of Intent and Apology on Forgiveness: When
Saying Sorry May Not Help the Story.” Journal of Experimental Social Psychology 44 (4):
983-92.

Gloria Willcox (1982) The Feeling Wheel, Transactional Analysis Journal, 12:4, 274-276,
DOI: 10.1177/036215378201200411.

Tips for Navigating Challenging Client Conversations, Dr. Brandt



https://professional.dce.harvard.edu/blog/8-ways-you-can-improve-your-communication-skills/
https://professional.dce.harvard.edu/blog/8-ways-you-can-improve-your-communication-skills/
https://www.zoetisus.com/petcare/blog/dealing-with-difficult-veterinary-clients
https://www.aaha.org/trends-magazine/february-2024/the-art-of-de-escalation-part-1/
https://www.aaha.org/trends-magazine/march-2024/the-art-of-de-escalation-part-2/
https://youtu.be/rsdHGXQeysw
https://software.idexx.com/resources/client-communication-guide#form
https://software.idexx.com/resources/client-communication-guide#form
https://www.rcvs.org.uk/lifelong-learning/rcvs-leadership-initiative/rcvs-leadership-library/difficult-conversations/?&&type=rfst&set=true#cookie-widget
https://www.psychologytoday.com/ca/blog/navigating-mental-health-through-a-communication-lens/202308/venting-at-work-a-double-edged?msockid=2d921a7fc07961e830d30b3dc1d160dd
https://www.cliniciansbrief.com/article/customer-complaints-feedback-stress-behavior?utm_medium=email&utm_source=newsletter&utm_campaign=Online+250109&oly_enc_id=0907F3539689D2U
https://www.cliniciansbrief.com/article/customer-complaints-feedback-stress-behavior?utm_medium=email&utm_source=newsletter&utm_campaign=Online+250109&oly_enc_id=0907F3539689D2U
https://www.cliniciansbrief.com/article/customer-complaints-feedback-stress-behavior?utm_medium=email&utm_source=newsletter&utm_campaign=Online+250109&oly_enc_id=0907F3539689D2U
https://www.careinnovations.org/wp-content/uploads/EM-Consulting-Core-MI-Skills-Printable-Handout.pdf
https://www.careinnovations.org/wp-content/uploads/EM-Consulting-Core-MI-Skills-Printable-Handout.pdf
https://www.actmindfully.com.au/upimages/2016_Complete_Worksheets_for_Russ_Harris_ACT_Books.pdf
https://youtu.be/o79_gmO5ppg
https://www.mentorvet.net/articles/gratitude-in-veterinary-medicine
https://doi.org/10.2460/javma.254.1.124
https://teachersguide.net/think-pair-share-teaching-strategy/
https://mindfulenoughshop.com/
https://symondsresearch.com/types-classroom-activities/
https://www.psychologytoday.com/us/basics/narcissism
https://www.psychologytoday.com/us/basics/emotional-intelligence?msockid=2d921a7fc07961e830d30b3dc1d160dd
https://doi.org/10.1177/036215378201200411
https://blog.avmaplit.com/2024/03/tips-for-navigating-challenging-client.html

