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“When I first started my own business - Music City Plastic Surgery - things were a little bit 
disjointed. I ended up getting in touch with Dustin Burleson through some mentors of mine, and 
I really liked the way that Dustin broke things down. The way he practices in the medical field 
really spoke to me as a plastic surgeon. One of the ‘big benefits’ I received from Dustin Burleson 
is he distills the information he provides very nicely.””   — Dr. Mike Burgdorf

•  Unhappy employees produce poor customer service.  

•  Companies with poor customer service earn 22% less revenue than companies with happy 

 employees and good customer service. (Source:  Fortune Magazine)

•  U.S.  Companies lose $83 billion annually as a result of poor customer service  

•  Nearly 70% of consumers said they have terminated a relationship based on customer  

 service alone. (Source:  Media Post Consumer Surveys)

How happy are your employees?
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In today’s business world, the competition repeatedly claims to be #1. It can be tough to distinguish and 

shape your own identity. Tough, but not impossible. Take a look at big brands such as Cheesecake Factory, 

Pepsi and KFC. These businesses have clearly built their brand identities to grasp a huge share of the market. 

When forced to compete against big companies, effective differentiation is a challenge to small business. 

Here are some ways to help your practice stand out from the crowd and become “different”. 

“I think one of the biggest wins in working with Dustin has been to kind of look at things outside of our industry 
and boil down, not be so myopic, and say, ‘Well, this is how everybody does it,’ but then seeing somebody who’s 
done it successfully and has worked against the grain, that’s encouraging, that’s been exciting to see and has 
given me more confidence to do the same in that regard. And so, that’s one of the bigger wins – seeing some of 
his systems in action.”

Did you know that Cheesecake Factory spends 25-40% less on marketing (per dollar earned)?  

than competing restaurants?  How can they do that? 

Because The Cheesecake Factory has intentionally developed what marketers call “talking triggers.” 

These are the three to five things everyone must know about your business. You can probably repeat 

the talking triggers from The Cheesecake Factory, just like everyone who has ever visited one of their 

restaurants, or if you talk to a friend who has dined at a Cheesecake Factory, they can tell you these three 

things about the business:

1.    They have a giant menu.

2.    Their portion sizes are huge, and

3.    They have a LOT of different types of cheesecake.  

What three to five talking triggers do your patients immediately know about your business that they 

can share with their friends, family, co-workers and neighbors? At our office, we’ve intentionally created 

talking triggers about our flexible hours and how we crawl through broken glass for our customers with 

excellent service and satisfaction guarantees.

“Dustin looks at businesses outside of his own specialty, his own practice, and he then refines them down and makes 
them appropriate for his world. He does things very succinctly. And so, our systems changed pretty dramatically 
after getting in touch with him and seeing how he runs his world, his system, and we kind of cleaned things up and 
made them much clearer and much more streamlined, much more patient-focused.”  – Dr. Mike Burgdorf

Is your story worth sharing?
What 5 things must everyone know about your practice?
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Deliver Legendary Customer Service – Your customers should be treated like royalty. Legendary customer 

service is the true test of your practice’s competence. Go above and beyond to make them remember you!

Acknowledge Errors and Fix Problems - If a customer has even one bad experience (and it happens – no 

one is perfect) that stays unresolved, they will write you off quickly. We all know that negative feedback 

spreads over social media and by word of mouth even quicker. Be on top of your game, and go far out of 

your way to achieve a good customer satisfaction outcome. 

Be Honest - Honesty should be your main policy. Lying to your customers, no matter how small, is like 

shooting yourself in the foot. If they catch you lying, they will lose faith and more than likely give negative 

feedback about your practice. 

Always Be New - Continue to always reinvent your practice by implementing evolving technologies and 

presenting innovative methods, products and solutions

Embrace Community Social Responsibility – Your business should give back to the community, period. 

And, it should be your practice’s main responsibility. Companies such as Microsoft have done so with 

their customers in mind, improving goodwill and bringing in more revenue because of it.  

Blog – Forward-thinking companies know the benefits of blogging. Whether you write the blog yourself 

or hire writers to provide content for you, make sure it is high-quality content. All promotional content 

will drive your readers away, while insightful, enjoyable and educational content will attract them. Invite 

your employees to write pieces for you also.

Offer a Great Guarantee - Guarantee next-day delivery, guarantee your product or service and stand 

behind it 100%.  Having guarantees shows customers and prospects that you genuinely care about their 

satisfaction. Always back up your guarantee.

Standing out in a crowd is no easy task. Create an advantage for your practice.

“In working with Dustin, I’ve had a couple of really good wins. One has been our ‘Shock ‘N Awe Box’. It was nice to be 
able to look at Dustin’s and see how his was fashioned, and then we were able to design ours appropriately. That has 
been a huge game changer for us – it really sets us apart as being totally different than the rest of the crowd.”

The ‘Shock ‘N Awe Box’ is a packet that doctors send out to new patients, welcoming them to the practice. 

It includes a DVD with services and testimonials of patients and a copy of the doctor’s book.
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Here are 3 ways you can go against the grain and build the best team in town:

going against the grain

➊

➋

➌

Stop hiring employees that have dental or medical experience and start hiring based on attitude, 
problem-solving skills and sales skills. You can teach new employees how to do what you do, but 
you can’t teach them to have a good attitude or to be an innate problem-solver. Those skills were 
hard-wired by early childhood based on their environment and upbringing.  

Companies are only as strong as their weakest employee. Be careful and intentional about 
the individuals you hire. Insist that you all provide the best customer service in town. Train 
your team to look for new ways to say “Yes!” to patients and fewer ways to hide behind 
policies or to say “no." You’ll look and feel unlike any other doctor’s office in your area.

Understand that complex business problems cannot be solved by throwing more money at 
them. Your team needs a higher sense of purpose. They need and want to master new skills. 
They want autonomy in how they get their results and they want to be on a winning team 
with a positive, visionary leader. I can immediately tell if I’m walking into a great business 
or a mediocre business based on the first person I meet, usually the receptionist. Great 
companies understand the power of a positive culture and that it runs from top to bottom 
throughout the company. 

“Since we’ve gotten involved with Dustin and his systems, we’ve been on a 30% growth trajectory every year. It’s 
given us confidence, and we’re pushing the envelope. Like Dustin, we’ve learned to work against the grain and 
do things differently. Other doctors gravitate toward him because he is not ‘vanilla’. He can show you how being 
different versus better is worthwhile and more profitable.” – Dr. Mike Burgdorf



Is Your Practice a Good Fit
for Burleson Seminars?

Take the Free Practice Growth Assessment
at DustinLovesResults.com


