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Fbeal (Vendy S [lyers

COMMUNICATION EXPERT

Known as the “Queen of Scripts,” Wendy S.
Myers, CVJ, trains veterinary teams to

communicate with clarity and confidence,

inspiring client trust and befter patient care.

As founder of Communication Solutions for
Veterinarians, she teaches proven skills
through online courses, conferences, and
onsite consulting. Wendy's experience as a
partner in a specialty and emergency
hospital gives her insight into practice
challenges. A certified veterinary journalist
and author of six books, she writes for
Veterinary Practice News and dvm360
magazines. Explore Wendy's online training

at CsvetsCourses.com.

(331 ™ 20K

years experience email subscribers

FEATURED BY:

VMX o
Western Veterinary Conference

American Veterinary Medical Association .
Southwest Veterinary Symposium J

Veterinary Management Groups

Fetch: dvm360 Conferences

Southern Veterinary Conference

Houston Veterinary Practice Managers

Alliance

e Veterinary Management Council of
Connecticut

e State veterinary associations

® 125+ 7K

online courses online students

Southern European Veterinary
Conference

Music City Veterinary Conference
Veterinary Hospitals Association
Toronto Academy of Veterinary
Medicine

CanWest Veterinary Conference

US Vet Shows

American Animal Hospital Association
Corporate veterinary groups

Key opinion leader for pharmaceutical
companies


https://www.csvetscourses.com/

WHAT PRACTICE TEAMS NEED TO KNOW IN ; & ; 6

Veterinary teams need to have confidence, clarity, and a solid strategy for 2026.

Wendy shares five priorities for practices:

1. Becoming a digital-first hospital will be essential.

2. Filling the schedule will require smarter, more strategic approaches.
3. New client growth must be a core priority.

4. Staff training and empowerment will directly influence clinic success.

5. Medication adherence and pharmacy revenue will need a modern upgrade.
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IN-DEMAND SESSIONS

Wendy shows teams how to become

CHALLENGES
58.2%  -8.6%

don't buy parasite new client
prevention from vets acquisition

-3.1% 3.9%

veterinary visits revenue growth

confident communicators, building client
trust, inspiring exceptional client service,
and getting more pets the care they
need. Attendees walk away with tools
they can implement right away.

¢ Book Now: Get New Clients to

Schedule
e 4 Ways to Fill Your Schedule
¢ QGet Lapsed Patients Back

OPPORTUNITIES
87% 64%

growth in online of digital forms
bookings completed

¢ Online Forms Made Easy

* 4 Ways to End No-Shows

* How to Compete with Online
Pharmacies

e Everything You Need to Know About

Scheduling
How to Master Forward Booking

40% 20%

of vet teams use Al lapsed patients
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Book Now: Get New Clients to Schedule
New client numbers dropped 8.6% last
year. Reverse this trend with better new
client calls. Learn how to engage callers,
explain services, ask questions to quote
accurate fees and communicate value,

and lead callers to book now.

Get Lapsed Patients Back

On average, 20% of a practice’s total
patients are lapsed. Use a combination of
automated texts and emails along with
compassionate, personal calls to
reconnect with clients and reactivate
patients.

4 Ways to Fill Your Schedule

Veterinary visits declined 3.1% last year.
Get back to busy with these four
strategies to fill empty slots. Full schedules

ensure healthy practice profits.

PRk ArpointelTt

Online Forms Made Easy

ldentify essential forms every veterinary
practice needs—complete with
downloadable examples. Learn best
practices for sending digital forms with
appointment confirmations and get

clients to return them.

4 Ways to End No-Shows

No-shows can cost your clinic $66,000
per doctor per year in lost business. End
this costly client behavior with strategies
that get immediate results. Get a no-
show policy and advice on deposits so it

isn't “all about the money.”

Get Clients to Stop Being Late

You want each client and patient to
benefit from the full appointment time.
Get strategies to help clients show up on
time and a late policy that sets

expectations up front.
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Wendy brings great
energy, detailed content,
and leaves you wanting to
learn more from her. She
gives you access to
downloadable bonus
content.

Veterinary Management
Group attendee

Lo

Purr-suasively Communicate About Feline
Heartworm Disease

Help your team dispel common myths—Iike
“indoor cats aren’t at risk.” This session
provides practical communication tools,
including pre-visit education,
heartworm-focused intake forms, team
training, consistent scripting, visual aids,
strategic product placement, 12-dose
recommendations, and supportive

conversations with hesitant clients.

Strengthen Vaccine Compliance

Core vaccine compliance remains strong, but
recent data shows a froubling rise in
hesitancy. Consistent, proactive client
education before, during, and after wellness
visits plays a pivotal role in shaping vaccine
decisions. Explore strategies to strengthen
communication and ensure pets receive the

protection they deserve.

How to Express Empathy During Euthanasia
Your ability to express compassion before,
during, and after euthanasia can bring
comfort to clients. Learn what to say during
scheduling calls, greet at check-in, prepare
the exam room, and collect payment without

feeling awkward. Endings matter.



GET CLIENTS TO YES

Exam Communication Mastery

(€

Increase compliance for preventive
services, products, and procedures.
Understand and use body language in

exam conversations. Present treatment

4
(s

plans so clients accept care. (2 hours)

Better Client Conversations About Are Your Wiggle Words Killing

Parasite Protection Compliance?

Learn how to have a consistent feam Discover makeovers for words that will

message about parasite protection. Get improve compliance. Get scripts that

strategies to increase product dispensing. guide clients’ decisions.

Follow up client conversations with text

and email refill reminders. How to Express Empathy During
Evthanasia

Online Forms Made Easy Showing compassion before, during, and

|dentify essential forms every veterinary after euthanasia can comfort clients.

practice needs—complete with Learn what to say during scheduling

downloadable examples. Learn best calls, prepare exam rooms, and collect

practices for sending digital forms with payment without feeling awkward.

appointment confirmations and get

clients to return them. Purr-suasively Communicate About

Feline Heartworm Disease
Help your team dispel common myths—
like “indoor cats aren’t at risk.” Get

practical communication tools, including

pre-visit education, heartworm-focused
intake forms, team training, scripts,
strategic product placement, 12-dose

recommendations, and supportive

conversations with hesitant clients.
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We cannot thank Wendy
enough for the training she

provided to make Veterinary
Dentistry Specialists fruly a
five-star practice. Her
professionalism, knowledge,
and leadership helped us
forge a culture built around
exceptional communication
skills, which has boosted
employee morale and lead
to increased client
conversion and retention.

Dr. Carlos Rice, DAVDC,
owner of Veterinary Dentistry
Specialists with 5 locations

GET CLIENTS TO YES

Strengthen Vaccine Compliance

Core vaccine compliance remains strong, but recent
data shows a troubling rise in hesitancy. Consistent,
proactive client education before, during, and after
wellness visits plays a pivotal role in shaping vaccine
decisions. Explore strategies to strengthen
communication and ensure pets receive the

protection they deserve.

Word Makeovers That End Client Confusion

When clients are confused, they decline care. Learn
to recognize body language that signals confusion
or worry, show empathy and confidence, and get

word makeovers for top blunders.

Stop Getting “NO” on Dental Treatments

Fix bad habits of not offering financing, ignoring
fear of anesthesia, waiting for clients to book
procedures, shocking clients with surprise

extractions, and making it "all about the money."

Get Clients to Accept Dental Treatments

Help clients “see” dental problems with persuasive
teaching tools. Learn how to alleviate fear of
anesthesia. Get scripts to ask clients to book

treatment now and overcome price concerns.

Master the Art of Presenting Treatment Plans
Your communication skills will influence clients’
decisions to seek tfreatment. Learn how to build trust,

use body language, and share teaching tools.



TO IMPROVE WORKFLOW

Book Now: Get New Clients to Schedule
New client numbers dropped 8.6% last
year. Reverse this trend with better new
client calls. Learn how to engage callers,
explain services, ask questions to quote
accurate fees and communicate value,

and lead callers to book now.

4 Ways to Fill Your Schedule

Veterinary visits declined 3.1% last year.
Get back to busy with these four
strategies to fill empty slots. Full schedules

ensure healthy practice profits.

Get Lapsed Patients Back

On average, 20% of a practice’s total

patients are lapsed. Use a combination of

automated texts and emails along with
compassionate, personal calls to

reconnect with clients and reactivate

patients.

4 Ways to End No-Shows

No-shows can cost your clinic $66,000
per doctor per year in lost business. End
this costly client behavior with strategies
that get immediate results. Get a no-
show policy and advice on deposits so it

isn't “all about the money.”

Scheduling Mastery

Organize your schedule for efficiency.
Get guidelines for doctor and technician
appointments and best practices for
online booking. (2 hours)

Organizing Your Surgery Schedule
Learn how to create a pre-admission
process, confirm procedures, set
admission and discharge appointments,
and use a point system to budget the

number of procedures.



Wendy is an engaging
speaker. She shared
real-life situational
experiences and
discussions. | loved all
three hours of Wendy's
talks!

2026 VMX attendee

TO IMPROVE WORKFLOW

How to Master Forward Booking
Get insider advice from dentists. Find out what to tell
clients to lead them to forward book, prevent no-

shows, and tips to organize your future schedule.

Everything You Need to Know About Scheduling
Get scheduling guidelines for doctor and tech
appointments, how to organize appointments for
efficient flow, see sick patients the same day, and use

a point system to book procedures.

Get Clients to Stop Being Late

You want each client and patient to benefit from the
full appointment time. Get strategies to help clients
show up on time and a late policy that sets

expectations up front.

Be the Boss of Your Schedule

When clients dictate your schedule, you get chaos!
Learn how to lead scheduling calls for shorter call
times, appointment types to pre-block, and organize

exams for efficient workflow.

Secrets to Keep Exams on Time

Learn scheduling methods that increase productivity,
confirmations that get clients to show up on time, use
doctor-technician teams, and get exam workflow
charts.



CONFIDENT CONVERSATIONS

Phone Skills Mastery

Learn to engage callers, manage call
time, and what to say when callers
challenge you. Packed with ready-to-use
scripts, get must-have skills for client

service representatives and cross-trained
staff. (2 hours)

4 Phone Scenarios Every CSR Should
Master

Learn how to be the boss of scheduling
calls for shorter call times, triage calls for
urgent care and emergencies, handle
clients who demand same-day

appointments, and quote prices.

How to Engage Callers

Building rapport and trust with callers is a
core communication skill. Learn how to
use caller and pet names, be inquisitive,

share your personality, and provide

straight-forward answers.

20 Perfect Phone Scripts

Get 20 phone scripts on greetings,
putting callers on hold, engaging callers,
asking questions to tailor info, leading
scheduling calls, connecting calls to the

medical team, and explaining fees.

How to Triage Phone Calls

You need to promptly and professionally
respond when pet owners call with sick
or injured pets. Get questions to ask to
identify emergencies and how fo

accommodate same-day exams.

10 Phone Skills Every CSR Should Know
Learn how to answer the phone with a
smile, place callers on hold, juggle
multiple lines, take messages, and
connect calls fo the medical team. Get
tips on scheduling calls, confirming
exams and surgeries, and turning phone

shoppers into new clients.
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CONFIDENT CONVERSATIONS

Own the Phone: How to Lead Conversations
Learn how to begin calls with welcoming
attitudes, show enthusiasm and empathy, lead
the pace of calls, and manage hold time
efficiently.

End the Phone Frenzy
Discover how to place callers on hold, which
calls to shift to texts/emails, how to set up a

phone room, and use remote CSRs who

answer calls from home.

Thank you for years of great Wendy is a concise and clear
presentations. Our members communicator. She provided
will all leave today with easy-to-implement strategies.

wonderful ways to improve
client experiences.

Kristen Norris, BS, CVPM, Samantha Pena, manager,
CPACO, Vice President, Egret Bay Veterinary
Houston Veterinary Practice Hospital, League City, TX

Managers Alliance

1



RESCUE RELATIONSHIPS

7 Strategies to Calm Angry Clients

Appointments are overloaded, you're
operating short-staffed, and now a |erk
client is yelling at you. Learn 7 conflict-
resolution strategies and how to apply

them in everyday scenarios.

What to Say When Clients Challenge
You

Learn how to respond when clients turn
into bullies, arrive late for appointments,
demand appointments but your schedule
is full, and argue about drug-monitoring
tests for refills.

How to Deal with Jerks

Learn how to deal with High-maintenance
Helen, F-bomb Frank, Just-do-everything
Ed, Price-sensitive Paula, Dental dodging

Dan, and No-money Nancy.

When Clients Behave Badly: Do This
Learn conflict-resolution techniques for
the no-show client, explosive client,
undecided client, fime-sucking client,

and know-it-all client.

Calm Fractious Clients with 10 Perfect
Phrases

Get conflict-resolution solutions to 10
stressful situations, including how to
respond to "lt's all about the money,"
when the F-bomb explodes, and when to

ultimately fire clients.

How to Succeed with Demanding
Clients

Your team strives for mutually respectful
client relationships but sometimes pet
owners are ridiculous! Learn how to be a
problem-solver in six demanding client

situations.
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RESCUE RELATIONSHIPS

How to Tame Rude Clients

You want mutually respectful client
relationships. Get solutions fo manage Texting
Teresa, Bossy Bob, Internet Irene, Suspicious
Suzie, Price-Match Paul, and Expletive Ed.

How to Handle Challenging Callers
Learn how to resolve issues when a caller
demands to talk with the doctor, has a sick

pet but your schedule is full, overshares info

when scheduling, and needs a refill

immediately.

As a CSR manager, I've seen
firsthand how Wendy's training
has truly helped us stand out
and provide gold-standard
client and patient care.

Kayla Liddington, CSR
Manager, Stack Veterinary
Hospital, Syracuse, NY

| took home more from this
class on the first day of VMX
than | did all week. Our clinic
has been discussing the pains
of no-shows and Wendy had
solutions.

Jennifer Schramm, Office

Manager, Animal Care
Centers, Flanders, NJ



CONVERSATIONS

What to Say When You Raise Fees

Costs are rising everywhere, including

your practice. Learn how to review and
raise prices regularly, find out markup
benchmarks, and get scripts of how to

explain increases to clients.

How to Answer, “How Much Is...?"

You need to provide clear, confident Overcoming “l Can’t Afford It”
answers about your fees. Learn how to Objections

present treatment plans, turn phone Learn how to explain diagnoses, use
shoppers into new clients, and show value ~ body language and teaching tools, get
when collecting payment. scripts to talk about fees, ask for signed

consents, and ways to respond when

5 Ways to Improve Checkout clients can't afford care.
Front-desk checkout takes 7 to 10 minutes.

Learn how to present invoices, collect

deposits for surgeries and emergencies,

implement exam room checkout, and use

(HeerT Y edimencal

With three hospitals, staff training and consistency is a challenge. Wendy guided

digital payments.

our team to provide consistent messages to clients. Her training led to increased
compliance, acceptance of recommendations, and higher income. | will continue
to partner with Wendy in our pursuit to provide better patient care.

Dr. Toby Carmichael, owner of Acworth Animal Hospital, Bartow Animal Hospital, and
Lake City Animal Hospital, Acworth, GA
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EXCEPTIONAL EXPERIENCES

Technology Trends CSRs Need to Know
Discover six tools that make CSRs more
productive: Auto attendant, online and
app booking, online intake forms, collect
payments faster, virtual assistants, and Al

services for calls and chats.

The 10 Best CSR Tips EVER

Clients who have excellent experiences
spend 140% more. Learn 10 tips from what
to say when clients can’t get an
appointment right away to the #1

question to ask to keep exams on time.

The Top 6 Skills for New CSRs

1) Let callers hear your smile, 2) Manage
callers gracefully, 3) Lead scheduling
conversations, 4) Show enthusiasm and

empathy, 5) Embrace technology, and 6)

Show value for fees.

Control the Chaos: How CSRs Can
Work Smarter

Help CSRs work smarter with better ways
to manage texts/emails/voicemails,
daily checklists, calendar tools for
administrative tasks, and productivity

shortcuts.

60 Client Service Ideas in 60 Minutes
Get 60 easy-to-implement ideas in 60
minutes. Discover ideas for your client-
service team, medical team, and

hospital managers.

How CSRs Can Save 6 Hours a Day
Learn ways to increase efficiency and
productivity, including shorter call times,
text and email templates for common
client questions, sort and organize

emails, and streamline checkout.

15
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EMPOWER YOUR TEAM

Career Paths: How to Implement Job

Tiers

You need to retain employees and create

a culture of collaboration. Find out how to

create [ob tiers for support staff, get
examples of skill checklists, and what to

pay as employees advance.

How to Grow Your Own Manager

How do you help an employee become a
team leader or hosptial manager? Learn
to identify potential leaders and get

resources to upskill them to managers.

Emerging Trend: CSRs as Remote
Workers

Learn benefits of remote and hybrid
workers for your clinic. Find out how to
stay connected and ensure
accountability. Get duties for remote

CSRs and how to pitch working remotely.

ot

10 Ways to Power Up Your Technicians
Learn to strategically schedule
technician appointments and charge
health assessment fees. Boost
productivity with doctor-technician
teams, online intake forms, and virtual

assistants.

Survival Tips When You're Short-Staffed
With 70% of hospitals struggling with staff
shortages, you need ways to increase
productivity and reduce job stress. Get

efficiency tips you can implement today.

5 Technology-Powered Efficiencies
Every Practice Needs

Learn how to complete records faster
with Al-powered SOAP notes, save 10 to
15 minutes every appointment with online
forms, best practices for online/app
booking, summarize calls using Al, and
rapidly answer clients” questions with Al-
powered chats.

16
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After our staff began using
Wendy's courses, | told her that
she had developed the missing
piece to a successful veterinary
business. Her training is
changing the language of how
we offer our services. The
results have been key to our
practice's success.

Dr. Mary Corey, owner of Stream
Valley Veterinary Hospital, Ashburn, VA

[ Nrragement”

REVENUE BUILDERS

How to Compete with Online Pharmacies
Pharmacy is 25% to 30% of income. Find out
the #1 pharmacy mistake, whether to match
prices, set up refill reminders and auto
shipments, and drive sales in exams and your

online pharmacy.

How to Drive In-Clinic Pharmacy Sales

Your team spends three hours a day
processing prescription requests from outside
pharmacies. Your staff needs to lead clients to

buy medications from you.

How to Market Preventive Care Plans
Preventive care plans give pet owners an easy
way to say yes to consistent, high-quality care.
Get scripts for client conversations and learn

how to create a marketing plan.

Everything You Need to Know About
Reminders

Effective reminders will ensure timely
preventive and follow-up care and
medication refills. Learn when to send recalls

and confirmations and what they should say.

Technology Tools Every Practice Needs
Discover game-changing fechnology tools
that improve efficiency. Learn shortcuts to text
clients, faster ways to update records, and
speed up your refill process.
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GET RESULTS FOR ATTENDEES

My training will help participants have
confident client conversations. They'll leave
with scripts, tools, and resources to get
started. Each course is 1 hour while mastery
courses are 2 hours. Ask about courses that
are approved for CE credit.

WHAT YOU CAN EXPECT

During our Discovery Call, we'll explore your
aftendees’ needs, and I'll suggest courses
that fit best. You'll get a clear speaker
agreement outlining audio-visual needs and
fees upfront, so everything is transparent
from the start.

Let’'s work together!
Fill out the contact form at https://csvets.com/speaking/

or email me at wmyersecsvets.com to get started.

e wmyersecsvets.com

@ csvets.com

@ csvetscourses.com

O 720-344-2347

Wendy S. Myers, CVJ

Founder & President
COMMUNICATION™

SOLUTIONS

FOR VETERINARIANS
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