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What veterinarians need to know about communication to optimise their
role as advisors on udder health in dairy herds

TJGM Lam'S, ] Jansen, BHP van den Borne?, R] Renes' and H Hogeveen“

Abstract

The veterinary practitioner is one of the most important ad-
visors for farmers in the field of udder health. He or she has
the tools to improve udder health if farmers are motivated to
do so. Many farmers think that udder health is important, but
this does not always mean that management of mastitis is up
to standard. Many veterinarians are of the opinion that they
are unable to convince their dients of the possible profits to be
gained from i ing in e of mastitis. 5 ing
is required to bridge this gap. This article, based on data and
peri from The Netherlands, describes the communica-
tion issues that can be considered in order to improve the role of
the veterinarian as advisor, to achieve better udder health. The
outcome is beneficial for both farmers and veterinarians, the
former for reasons of economics, welfare and ease of works the
latter becanse it creates extra, challenging work. It is concluded
that the veterinary practitioner is in an ideal situation to advise
and motivate farmers to improve udder health bat, to do this,
the means of communication need to take account of the dif-
ferent learning styles of farmers. The most important aspects
of such communication are found to be a pro-active approach,
: lisation of pes, providing a realistic frame of refer-
ence for the farmer, and use of the farmer’s social environment.
Importantly, all persons and organisations in a farmer’s social
environment should articulate the same message.
KEY WORDS: Communication, mindset, mastitis, motivation,

veterinarian

Introduction

Mastitis is probably the single most-studied disease in dairy cat-
tle. Worldwide, many activities are undertaken to improve ud-
der health, such as research projects, knowledge-transfer pro-
grammes, herd health advisory programmes, and cow-based am-
bulatory work. Much attention is given to further development of
veterinary knowledge, but only limited ateention is given to how
! dedpe is ferred, although this is crucial (LeBlanc er al
2006). Veterinary knowledge needs to be applied to be effective,
and therefore to actually improve udder health, motivation and
education of dairy farmers is of utmost importance.
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The veterinarian is seen by many farmers as the most important
advisor on udder health, but in practice the veterinarian’s role is
mainly reactive (Jansen er al. 2010ac). Ifa farmer perceives masti-
tis as a problem and is motivated to solve that problem, the local
veterinarian is the first one to be contacted, and they will try to
help the farmer solve the problem (Jansen er al. 2009). The vet-
erinarian generally will not take the initiative, showing the farmer
that there is room for improvement in suboptimal situations, let
alone rlk about changing management measures exclusively for
preventive reasons.

The level at which mastitis is perceived as 2 problem differs signif-
icantly between farmers (Huijps e al. 2008; Jansen er al. 2009).
Many farmers are not convinced of the importance of mastitis be-
yond the visible level, and therefore increased somatic cell counts
(SCC) often do not lead to a change in behaviour. It would, how-
ever, be good if dairy farmers became aware of potential problems
and possible improvements before serious problems ocourred. A
pro-active role on the part of the veterinarian in supporting dairy
farmers could help with that. The latter aspect coincides with the
changing role of veterinary practitioners over the years. Histori-
cally, the veterinarian worked solely on an ambulatory basis, bu,
in today’s veterinary practice, herd health management is becom-
ing more and more important. A number of traditional veterinary
skills have been delegated to less expensive workers, and, althougt

it is denied by some, veterinarians have no choice but to evolve
into advice-oriented consultants (LeBlanc er al. 2006) in order to
stay in business.

To motivate and educate dairy farmers successfully, knowledge
from different disciplines must be integrated, and recommenda-
tions and advice to improve udder health must be put within the
framework of a herd health and production management pro-
gramme (Burton 2004). For these programmes to be success-
ful, each farm must be seen as a system of integrated activities
(Lecuwis 2004a; Cannas da Silva er al. 2006). Within such pro-
grammes, veterinarians need to have the skills and the willingness
to motivate farmers, and to sell the programme and advice within
the programme, as a product ({Penry et al. 2011). Veterinarians
could improve their advisory skills by adopting a customer-ori-
ented, pro-active approach, and by applying elementary commu-
nication techniques. This is essential not only to improve trans-
fer of knowledge with a consequent optimisation of the effect of
mastitis control programmes, but also from a commercial point
of view to strengthen veterinary consultancy. Many veterinarians,
however, find it difficult to take the step to become more advice-
oriented, specifically in relation to preventive measures. Chaite a

BTSCC  Bulk tank somatic cell count(s)
CMT  California mastitis test

CSCC Composite somatic cell count(s)
SCC Somatic cell counts
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* BeTepmHapu NOBUHHI MaTu HAaBUKMU | OyTM roTOBUMMU
MOTMBYBaTU depmepis, NpoaaBaTU NPOrpPamMm i AaBaTH
nopaam B pamkKax L€l nporpamu, AK npoayKTty (MeHpi Ta
iH. 2011).

* BeTepmHapu MOXYTb MOAINWNTMN CBOI KOHCY/IbTAaTUBHI
HaBWKWN, BAKOPUCTOBYIOYM OPIEHTYBAHHA Ha
CNoXnBa4va, NPOaKTUBHUM NiAXiAa, i 3aCTOCOBYBATH
MeToAUN eNeMEeHTAPHOro CNiIKyBaHHA.




EdeKTUBHUM NNaH KOMYHIiKaLil

Te, Wo BM npocute ntoaemn 3pobmuTtn, NOBUHHO BYTM:

ACHO — BOHM NOBUHHI PO3YMITH LLe TAaKUM XKe YUHOM, AK
BM MJ1aHyBau

PeanizoBaHoO — Uue mae byTM MOXKAUBUM ANA HUX
3p0bUTH TaK, AK BU PEKOMEHAYETE

3a0X04yBa/IbHO — Lie MA€E 3a0XOTUTU N0AEeN 3pobUTH
TakK, AK BU peKOMeHayBanu
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CTunob HaBYaHHA

Learning mode: grasping
Score: conceptualise-experience

AN
Accommodator Diverger
Learns by experience Learns by weighing-up
‘trial and error’ different perspectives
Converger Assimilator
Leams by putting theories | Leamns by sorting information
into practice into concise logic

| )

Leaming mode: transforming
Score: action-observations

Figure 1. Four learning styles for different ways of obtaining information,
according to Kolb (1984) (from Paine 1993).
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Buisaun, gocnigHUUbKI rpynu, BisnTtm
Ha AEeMOHCTpauUinHi depmu abo gHi
BIAKPUTUX ABepeit, MOXYTb byTn
XOPOLIMM HABYAHHAM, LU0 NigXOAUTb

ANA HUX.
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KOHBEPIEP HaBYa€eTbCA, 3aCTOCOBYHOYM TEOPIl HA
npaKkTuui. KoHBeprepu NOYMHAOTb YUTATU
IHCTPYKUitO i cnigytoTb 3rigHO Hel KPOK 3a
KpPOKOM.

[lpy HaBYaHHI BOHU Big4aOTb NepeBsary
NMTAaHHAM 3 OAHIEI NPABUILHOIO BiANOBIAAMD.

Y nepepnayi 3HaHb NPaKTUYHE 3aCTOCYBAHHA
3MiCTy Ma€ byTM ACHMM 3 CaMOTO NMoYaTKy.




[10 AKOI Kateropii, Ha Balwly AYMKY,
Hawi WiNnboBi rpynu Hanexatb?

AKKOMOJATOP 8
OIBEPTEP 4
KOHBEPTEP 2
ACIMINATOP 2

Learning mode: grasping
Score: concaptualise-experience

VAN
Accommodator Diverger
Leamns by experience Learns by weighing-up
‘trial and error’ different perspectives
Converger Assimilator
Leams by putting theories | Leams by sorting information . . . .
e ECT KoHBeprepu no4ymMHatoTb YNTaTK IHCTPYKLIiO | CNiaytoTb

%

3riAHO HET KPOK 33 KPOKOM.

Leaming mode: transforming
Score: action-observations

Figure 1. Four learning styles for different ways of obtaining information,
according to Kolb (1984) (from Paine 1993).




Ba)XKoaoctyrnHi pepmepm...

BiakpuTicTb A0 iHGOpMaL,ii 30BHI

Open towards Information
from the external world

Pobu ue cam MpoaKTUBHiCTb
Do-it-yourselfers Pro-activists
“The cost price of milk, “| have a lot of contact ' %
that's what it's all about, with colleagues throughout
and | don't see that the the whole country, even
veterinarian can bring the intemnationally; 1 get a lot of
cost price down” information from them”

Heposipa A0 30BHIiLHIX

oxxepen iHpopmalii
Distrust in external

sources of information

JoBipa 40 30BHiLWHIX
oxepen iHpopmauii
Trust in external
sources of Information

CamiTHUMK TpagmuioHanic YeKkaiTe i BM nobayute

Reclusive traditionalists Walit-and-seers
“I don't like it when othar “It would have been useful
people are looking into my for us to have joined a
farm business. I'm very study group on udder
much on my own" health, that's a fact. But it
just didn't happen”

Closed towards information
from the external world
3aKpuTicTb 40 iHpopMaLLii 30BHi




Open towards Iinformation
from the external world

Do-it-yourselfers
“The cost price of milk,
that's what it's all about,
and | don't see that the
veterinarian can bring the
cost price down”

Pro-activists
“I have a lot of contact
with colleagues throughout
the whole country, even
internationally; | get a lot of
information from them”

Distrust In external
sources of Information

Trust In external
sources of information

Reclusive traditionalists Walt-and-seers
“I don't like it when other “It would have been useful
people are looking into my for us to have joined a
farm business. I'm very study group on udder

much on my own” health, that's a fact. But it

just didn't happen”

Closed towards Information
from the external world

AKTUBICTU (IHUIATOPWU): ana oocarHeHHA L€l rpynn oguH MaE

YCBIAAOMUTU | BU3HATW, LLLO € Pi3HI KOHCY/IbTAHTU MO 340P0B IO
BMMeHI, i cnpobyBaTu cnisnpauoBaTn 3 HUMMU.

Pobutn iHpopmaLito KOPUCHOIO 3 PI3HUX AKepen,
NEerkoaoCTynHOK, AKa 3MiHUTb NOBeAiHKY pepmepiB B Liu rpyni
Ha Kpalue.

OUIKYHOTb TA NEPEABAYAIOTD : BOHM Bia4YyBatOTb, LLO MOXYTb
3pobuTK Binblie oA 340p0OB’A BUMEHI, a/ie Ba’*KKO KOHCYNbTYBaTH
Ha NPaKTULi. IMm He BUCTaua€e BHYTPIWHbOT MOTMBAL.

Moxe gonomorTu gna akTusauii Li€i rpyny iHTeHCUBHE
ocobucre cniNKyBaHHA, a TAKOX COLiaIbHMIA TUCK Yepe3
npes3eHTauilo ycnilWwHUX NPUKAaAiB 3 iHWKUX rocnoaapcCTs.




[efAKi NpaKTU4HI nopagu....
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CyYTHICTb BEepPLUMUHMU CNINIKYBAHHA

TaK roBOPATb eKcnepTu AK cnyxatoTb ntoau

[onoBHe
NOBIAOMNEHHA

[onoBHe
NOBIJOMNEHHS

—_—

[loBre, noBHe,

NIOrI4He CnigyroTb NPUYUHMN,
NOACHEHHA AOKa3U, MOACHEHHA

MpoeKT 3 6e3neyHocTi monoKka | 11
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LLlaHcK Ha ycnix

* 7% WO Bun KaxeTte

* 33% AK BU Ue KarkeTe

* 60% ue EHEPTIA, Aky B BUKOPUCTOBYETE, rOBOPAYM LE
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LLlaHcK Ha ycnixX...

* HacTynHoOro AHA BU Nam’ATaETe TiNIbKK 25% TOro, o Bu
YYETE.

* HactynHoro Tu»KHA ue byge 6an3bKko 5%, AKLWO Bam

nowacTuio.

* [lonaBaHHA BI3yaZIbHUX NOBIAOMJIEHD MiABULLYE PiBEHb
YTPUMAHHA iHPpOpMaLLil.

* B noBUHHI 3p0bunTn AincHo xopouwy poboTy 3 HAOUHUMMU
noci6Hukamu!! (pucyHkm, rpadiku, Bigeo i 1.4.)
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Bukopucrosymure seceni KaptTmuHKn!!




AK 3pobutn ue HenpaBUIAbHO?

* 3aHaaTo 6arato iHpopmauii — po3noBiCTM IM Nepenik
TOro, Wo nNoTpibHO 3HATM ayaUTOPII.

* 3aHAaATO MAN0 — HEMAE 3MICTY B NMOBIAOM/IEHHI.

* He Te micue — ue 6y110 HEMOXXNMBUM HABYATUCA B
oTo4YeHHi. Cnikep 6yB He B KypcCi TOro, HaCKiNIbKK
noraHMMm bynn ymosu ansa ayamtopii.

* He TOM Yyac — HIXTO He Mir Ai3HaTUCA Npo BUBPaAHMI Yac
ANa po3mMoBM 3 6araTbox NPUYKH.

Al

C D

W

15




AK 3pobutn ue HenpaBUIbHO?

* Hapg iXHiMM ronoBamu — HeMae HiAKMX LWaHCIB byAb-aKoro
PO3YMIHHA NOBIAOMNEHHS.

 HyAHO — HaCTiNbKM MAIABO, WO6 3MYyCUTK BCiX NPOCUTU NPO
3aBepLUeHHA.

* Cnikep He 3HAE NPO NepeBUTPATU Yacy Ha AaHiN 3yCTpidi
e Obpa3a iHTeneKTy ayamuTopii.

¢ I-IOBl.qOMMTM ayAMTOp"'O npo Te, !._U,O BOHMU BXe 3HAOTb —
|.|.||06 He BUTPaA4aTu YMUCb Yac i YMicCb rpOUJI
f"k‘é/

16

P

\\v




Tomy, ana Toro, wWo6 6yt ycnilwHMMm, KNKOYOBi MOMEHTM....
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1) AAka Bawa meTa?

3pobutun Lie aAyKe YiTKO
Ha CAMOMY NOYaATKY.




2) XT0 Bawa ayaurtopina?

Bu He moxceme 3pobumu 6azamo 014 Y6020, Kpim mo2o, AK bymu
8 Kypci i cnpobysamu 3miHumu sauwe nogioomseHHA.

BiK
Cratb
BeaeHHA Hanpy»XeHoro XuUTta — Tomy “yac dopo2ouiHHuUU”.

IHTepec f0 gaHoi Temu (TOBTO, PO3MNAHYTU MUCNMUBLLIB NPOTU
bepmepis)

OcBiTHA NiAroToBKa

CouianbHum craTtyc

PenirinHMiA | KyNbTYPHUM CTaTYC

Broma

lfonop — HU3bKUU pieHb UYKpY 8 Kposi

XBUNIOBAHHA — r1pu HeobxioHocmi yueapKa/kasa
3pPYUYHICTb — K 00820 B80HU CUOIiNNU HO HOPCMKUX CUOIHHAX.
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3) MpioputeTn Baworo NoBiAOMJ/IEHHSA
[lpnBecTu Ue BIiAMNOBIAHO A0 NPABU/ILHO NPIiOPUTETY.

1) Ma€ 3HaTn?

2) MoBUHEH 3HaTK?

3) MpuUemMHoO Aai3HaTUCL?

4) MntaHHA Ta 06roBOpPEHHA

* Hikonu He nponyckaiime Homep 4! Lie noeuHHo bymu
OCHOBHUM MOMEeHMOM 8awol po3mosu.

* AKw,o0 8u He eKnadaemecs 8 Yac, nponyckalime Homep 3 i
giopa3y nepexodbme 00 4.
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4) AyanTtopia AK iHTepaKTUBHUN Nnpeamer

e 3aB)KAM 3any4amTe ix 40 o6roBopeHHA (a He BYITb iX ...)
* YacTo nuTaiiTe ix npo Biaryku/nopagm

* BukopuctoByinTe iHpopmaLiito, AKY BOHU MOXKYTb HaaaTu
BaM

* BUKOPUCTOBYNTE BiAKPWUTI NUTAHHA HACTI/IbKM, HACKi/ZIbKU BU
MOMKeTe

e He 6byabTe arpecnsHmumm (Hikonun 1) ane byabre piwyui
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5) Bubpatn ageKkBaTHi IHCTPpYMeHTHU ANA
IX 3a1y4YEeHHA

* CNpUAHHA

e Cecinni poboui rpynu
* [1lneHapHa AUCKyciA

* [liaxia aKTUBHOI y4acTi

e AKTMBI3aTOPU, HANPUKAAL NPUMOMM | XKapTn (MinbKu
AKWO 80M KOMPOPMHO 3 HUMU)

* AHKeTyBaHHSA (36ip iHpopmauii, mecmysaHHA
HAB84YAIbHO20 rpouecy)

* BUKOpUCTAaHHA PO34aTKOBOro matepiany (s1e2ko pobumu
HOMAMKU, ase He po3paxosylime Ha Ha84YaHHA 800MAQ)
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