
Clara has spent the majority of her career in 
various  le ad e rsh ip  ro le s . She  s t a rt e d  b y 

p re se n t ing t ra in ing t op ics  a t  t he  ER fac ilit y she  
was  working a t  wh ile  a t t e nd ing co lle ge . Aft e r 

grad ua t ion , she  was  o ffe re d  a  Le ad  Te chn ic ian  
ro le  which  invo lve d  t ra in ing and  e d uca t ing t he  

t e am . Clara  le a rne d  t ha t  she  had  a  d e s ire  t o  
insp ire  and  d e ve lop  t he  t e am ’s  t e chn ica l skills  
us ing a  hand s  on  ap p roach . Earn ing he r RVT in  
20 10  and  he r CVPM in  20 21, Cla ra  wan t e d  t o  

e xp and  he r p ass ion  fo r t ra in ing t o  e m p owe ring 
and  m e n t o ring le ad e rs . Re ce n t ly, she  has  

e le va t e d  he r le ad e rsh ip  skills  b y e arn ing he r 
Enne agram  Coach   Accre d it a t ion . She  has  c re a t e d  

a  m ont h ly le ad e rsh ip  fund am e nt a ls  course  fo r 
he r ve t e rinary hosp it a l as  p art  o f t he ir vis ion  t o  

e m p owe r and  cu lt iva t e  le ad e rs  wit h in  our 
ind us t ry. 



WE ARE ON THE 
SAME TEAM
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Conflict Resolution
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Enneagram Coach



Why are Conflict Resolution skills  an 
important leadership fundamental?

• Ability to identify the conflict

• Create & maintain healthy 
relationships

• Avoids  escalation

• Improves operations

• Accountability & consequences

• Feedback

• Reduces stress 
& anxiety 

• Higher job 
satisfaction



Golden Rule
Treat others the 
way you want to 

be treated. 

Treat others the 
way THEY want to 

be treated.

Platinum Rule



Why is collaboration 
important during 

conflict resolution? 

Opportunity to  create  
m ultip le  op tions fo r  a  

so lution

Allows all par ties to  
obtain a  satisfacto ry 

so lution to  the  conflic t

Finding com m on 
ground can star t a  

connection

What is the ultimate 
goal?



How to approach conflict resolution

Be 
proactive in 

resolving 
the conflict

Timely but 
consider 

time & place

ACTIVELY 
listen

Stay calm & 
control 

your 
emotions

Clarify the 
conflict Apologize



Conflict Resolution Engagement Approach

REPEAT 
CONCERNS

ACTIVELY LISTEN

CLARIFY

CONFLICT

EXPLAIN ISSUE

AGREE ON 
BOTTOM LINE

EXPLAIN ISSUE ACTIVELY LISTEN ASK QUESTIONS

ASK QUESTIONS REPEAT 
CONCERNS

COLLABORATE ON 
SOLUTION

ACTION PLAN

CLARIFY



During conflict 
resolution, how can 
leaders,engage  both 
parties to collaborate 

on a solution?

Clar ify the  conflic t and 
agree  on a  so lution

Apo logize , learn 
& grow

Pause & reflect



Troubleshooting  the what if...

What if the 
other person 
is not open 

minded?

What if the 
interaction 
escalates?

What if 
they 
quit?



Building a Bridge 

“I appreciate 
you bringing 

this to my 
attention.”

“ I hear your 
concerns. How 

can I help?”

“I can see you’re 
frustrated. Please 

tell me more about 
what is upsetting 

you?”
“Thank you for 

taking the time to 
meet with me.” 

“Can we start by 
agreeing that we 

are all here to help 
people and pets?”

The goal is to acknowledge and validate each 
person’ s thoughts and feelings. 



Building relationships through empathy

• Relationships first, operations second

Leaders who have healthy & strong 
connections are more likely to resolve conflict. 

• Trust, respect and integrity

• Others oriented leadership

• Candid with care



Conflict Resolutionsummary
• Understanding the conflict

• Engagement with an open mind

• Collaboration on a solution

• Approach

• Actively listen

• Follow-up 
• Growth mindset

• Appreciation



I appreciate your time this 
afternoon.

Clara Pelton, BS, RVT, CVPM
Enneagram Coach

cpelton@palmspawsvet.com
www.linkedin.com/in/clarapelton805
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