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Keep Your Team 
Managed and 
Motivated
Early into the pandemic, I predicted not only a wave of 
employees who will prefer to work from home even after things 
stabilize, but also a new opportunity to hire online personnel for 
marketing and support, plus treatment coordinators who can 
meet with patients on their timeline, thus dramatically increasing 
new patient capacity.

New data from the IBM Institute for Business show that “more 
than 75% of workers would like to continue working remotely at 
least occasionally, while more than half want it to be their primary 
way of working after the crisis ends.”

You’ve no doubt read in the news that large tech firms have 
warmed to this idea, too. Twitter and Facebook have both 
announced massive plans to allow most of their workers to stay at 
home and work remotely, indefinitely.

With this said, working from home is here 
to stay, at least for a while. But how do you 
keep your office culture intact...when there 
is no office? How can you ensure that your 
employees are getting what they want 
and need from you in order to do their job 
effectively and succeed? 

Remote does not have to mean 
disconnected, and it does not mean that 
you cannot continue to enjoy the same 
camaraderie of the office, even from 
home. 

In our practices, we have implemented 
a number of tools that allow our team to 
stay connected and in touch, including the 
use of Zoom, and the Slack chat system. 
We have virtual planning meetings and 
simulcast any special events, and we 
are shipping in-home care packages for 
celebrations and parties so that our remote team can be included 
and engaged. 

And finally, we are asking our team questions about what feels 
most comfortable for them, so that we can continue to work 
together towards our goal of patient satisfaction. 
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2 Learn to Embrace
a “New Normal”
“I can’t wait for things to go back to normal!” 

There is no doubt that all of us have thought this in the last 
several months. This is a very understandable hope, but 
the reality is that what we considered “normal” prior to the 
beginning of this pandemic may not be returning any time 
soon...if ever.

This should not stop you from creating a new normal 
where your practice can thrive.

The lessons that many practices learned in the months 
after the initial outbreak of COVID-19 were difficult – and 
expensive. Shutdowns, supply chain disruptions, and the 
need to pivot to other ways of serving patients that were 
not “business as usual” became not just an option, but a 
necessity in order to stay viable. 

In making these necessary changes, there is 
no doubt that it has pushed many a doctor 
out of his or her comfort zone. It may be 
tempting for some to want to go back to the 
“old way” at some point. 

The truth is...we cannot afford to go 
back to the old way of doing things. The 
practices which are most willing to adapt 
and extend new ways of operating are the 
most likely to continue to succeed. This is 
effectively turning crisis into advantage, and 
every step that you take towards embracing 
your new normal will help move you towards 
a new future.  

Many of the lessons of this year have been 
painful, but they have also been useful when 
you choose to look at them as a chance to 
make “business as usual” better.

Leverage the lessons of 2020 to help your 
practice grow and thrive for years to come. 
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3Don’t Put All Your
Eggs in One Basket
We have all certainly heard this phrase, and while it has been 
around for a very long time, it endures and continues to be used 
because, well, it’s generally good advice! 

When it comes to investing, you are familiar with the term 
“diversification” and you know it’s the cornerstone of a healthy 
portfolio.

Some of the most difficult lessons from the Great Depression can 
be attributed to a lack of diversification. The Wall Street crash of 
1929 wiped out the complete wealth of those who had invested all 
their money in stocks. People lost their life savings when they put 
all their money in banks, many of which subsequently failed. And 
many businesses were forced to close, leaving millions of people 
with no jobs and no back up plan. 

During the Great Recession of 2007-2009, this lesson came back 
to haunt those who failed to learn from history. 

Diversification is an important concept 
when it comes to your practice as well. If 
you been considering broadening your 
service offerings, or seeing patients via 
virtual visits, or even having expanded 
hours and payment options, now may be 
the time to implement these changes. 
That will help you ensure that the financial 
health of your practice remains sound, no 
matter what else is going on in the world 
around you. 

The takeaway here is this: Don’t 
concentrate all of your efforts and 
resources in just one area. Diversify. Keep 
in mind that outside circumstances - such 
as unprecedented shutdowns - can come 
along to disrupt the way you do business 
with little warning. Making sure that you 
have a contingency plan is critical to lasting 
viability and success. 
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4 Resist the Urge to
Retreat to Certainties

“The only constant in life is change.” – Heraclitus

With change comes uncertainty, and it goes without saying 
that the last several months have been filled with both. Even 
at this juncture, things continue to be postponed, canceled 
or rescheduled - a poignant reminder that nothing is life 
is ever really “for sure” or guaranteed. (Besides of course, 
death and taxes, as stated by founding father Benjamin 
Franklin.) 

But...you must not overlook the fact that with change also 
comes opportunity. 

During an economic downturn, it is very common for one to 
fall back on what you have always done - those “certainties” 
that have helped you weather the storm in the past. 

There are two problems with this: One, this 
is a storm unlike most of us have ever seen. 
And two, sticking with certainties does not 
leave room to ask important questions like:

•  Are you certain your expensive   
 orthodontic brackets are    
 better than a cheaper alternative?

•  Are you certain direct mail, radio 
 and print advertising won’t work for 
  your practice?

•  Are you certain you couldn’t or   
 shouldn’t add pediatric    
 dentistry to your practice?

•  Are you certain your hours, days and  
 clinical services are positioned properly?  

Don’t fall into the trap of doing things just because you have 
“always done them this way”. Use the changes that have 
been forced upon us to your advantage by avoiding 
certainties simply because they are the path of least 
resistance. 
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5Don’t Stop Your
Marketing Efforts.
During the Great Depression, almost 50% of the gross national 
product (GNP) was cut, leaving millions of Americans without 
work. Unsurprisingly, one of the core challenges of growing a 
business during these dismal times was figuring out how to 
market, or if you should even do it at all. 

Proctor & Gamble, who had heavily advertised their signature 
Ivory Soap product, took the opposite approach to most of their 
competitors - in a time where orders for soap fell sharply, they 
did not cut back on advertising. Instead, they increased it and 
took a leap into using what was a relatively new advertising 
platform at the time - radio - and they took up sponsorship of a 
popular radio drama. This proved to be a winning strategy, with  
other soap manufacturers following their example...to the point 
where all daytime radio dramas became collectively known as 
“soap operas.” 

A similar strategy was very effective for Kellogg’s, who introduced 
their iconic Rice Krispies cereal during the 
period of the Great Depression using radio 
advertising.

Continuing to market despite global 
economic challenges has proven to be 
effective time and time again.   

In studying marketing trends for the last 
several months, a few things have become 
apparent:

• There is a large shift towards marketing 
  on digital platforms and social media, 
  for almost every demographic. 

• People continue to have concerns   
 for safety, so messaging should include 
  reassurances that will build trust. 

During this time of uncertainty it may 
require a change in course or strategy from 
your normal approach, but it is critical to 
your practice’s overall health to continue 
your marketing efforts. Period. 
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6 Eliminate Anything
That Is Not Carrying
Its Own Weight
In a few short months, Disney has gone from the envy 
of Hollywood to a company scrambling to adapt to a 
prolonged crisis. Without having any summer blockbuster 
movie releases and attendance to even the parks that have 
reopened not meeting expectations, the company has been 
forced to realign its priorities. 

As a result, Disney’s stock has fallen 18% in the last six 
months and announced they will be laying off approximately 
28,000 employees company wide.  But, the Walt Disney 
Company isn’t the only firm experiencing economic 
shockwaves following the coronavirus and social distancing. 
Coca-Cola generates nearly half of its revenue from out-
of-home consumption at sporting venues, movie theaters, 
theme parks and entertainment venues of all types. Last 
quarter, the soft drink conglomerate had its largest revenue 

drop in 25 years and earnings per share 
dropped 32 percent.

Coca-Cola has decided to discontinue its 
Odwalla juices and is quickly dumping all 
the other non-profitable and slow-growth 
products in its warehouse of over 400 
brands. 

Clearly, you and I are not Coca-Cola or 
Disney, but there are business lessons at play 
in these large firms that can help you make 
decisions in your own small business.

The pandemic and resulting economic 
instability will force you to watch the bottom 
line very closely and eliminate anything 
that isn’t carrying its own weight. Like these 
large firms, find what is working and double 
down on it. Eliminate what isn’t working. 
You can always bring it back later, in a better 
economic climate. Be ready and willing to 
adapt. In a fluid situation, you cannot hold 
onto anything too tightly, other than your 
commitment to being the best at getting 
better. 

7© Copyright 2020 Dustin S. Burleson, DDS, MBA



7Maintain What
Makes You Unique

“If you can do your job from anywhere, can anyone 
 do your job?” – Andrew Hill, The Financial Times

In addition to changing the way we do just about everything, 
the current public health crisis has also brought to light a 
problem that most doctors may not have thought about - the 
existential threat to the traditional office and in turn, the white 
collar employees who work in them. 

Align Technology and its competitors have not found a way 
to automate the dental drill, surgery or the treatment of a 
screaming toddler in the dental chair, but they are fervently 
working to replace orthodontists with artificial
intelligence. 

A significant number of dental specialists (i.e., orthodontists) 
now face the threat of being automated.

We should be prepared to answer the 
question: If patients never have to come see 
you to get their teeth straightened, can’t any 
licensed doctor on the planet do your job?

This is why I remind our members and my 
own employees of the extremely valuable 
and important concepts of trust, authority 
and celebrity. Without these, you are just 
another service provider–a commodity–
and autonomy, income and referrals will 
suffer.

Trust, authority and celebrity are what 
make you unique as a provider, and it’s 
what helps you to you break free from the 
dangerously-mundane pricing wars
and “me-too” distraction of competitive 
markets. 

Protect your margins so that you can 
invest in the best employees, materials, 
technology, facilities and patient experience. Maneuver or 
modify your job so that you’re the only one who can do it.
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8 Do Not Fly Blind

In the book Think LIke a Rocket Scientist by best-selling 
author, Ozan Varol, the principle of “test as you fly and fly as 
you test” is discussed. The reason so many businesses
and organizations fail to deliver on their promises and 
to operate at maximum efficiency is that they ignore this 
principle.

In a recent poll published by the American Dental 
Association, 55% of dentists say their response to lower 
patient volumes during the pandemic will be to increase 
their fees, reduce their hours and stop participating with 
insurance programs.

This is the exact opposite of what you want to do when 
volume is low. If the only two solutions to address a
surge in new patient volume are to increase capacity or raise 
prices, the opposite is true when reception rooms sit empty.

Lower your prices. Increase the number of 
pathways for patients to find your office. 
Sign up for more insurance plans. Expand 
your hours to the days and times that are 
convenient to patients.

“Testing as you fly and flying as you test” 
means you will ruthlessly beat up your best 
ideas and try to get them to fail. You know… 
the opposite of the 55% of dentists in this 
recent poll. 

When it comes to rocket science, life and 
death hang in the balance. When it comes to 
our practices, I see it no differently.

The private practices expanding market 
share and creating sustainable competitive 
advantage in a down economy are the ones 
who are measuring and testing as they fly. 
Do not wait for metrics to show up on your 

desk 30 days after they’ve happened.  There is absolutely no 
reason why you should be testing your rocket ship after it has 
slammed into the ground or exploded in the sky. 

You cannot afford to fly blind.
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9Pay Attention to 
Shifts and Trends
During times of crisis, like the Great Depression or the current 
pandemic, people are forced to make changes. Almost every 
business on the planet has had to shift how and where they do 
business in the last several months. Traditional approaches and 
standards have been challenged or in some cases, even thrown 
out the window. 

Airlines and hotels are finally being taken to task in re-thinking 
their pricing models and capacity standards. Restaurants have 
had to completely re-think how, when and where their customers 
want to be served. Home builders are scrambling to keep up with 
demand for home designs where more and more workers will stay 
at the home office for good.

Professional services such as dentistry and orthodontics are not 
immune to these shifts in consumer behavior, spending patterns 
and preferences. Clinging to the old way of doing business is 
like going skydiving with a ripped parachute. 

Some trends in dentistry and orthodontics 
that aren’t going anywhere anytime soon:

•  Patients expect instant communication 
  when they reach out via phone, text, 
  chatbot or web form submission. The 
  pandemic has thrown us five years into 
  the future. Consumers want to do 
  everything that they possibly can online 
  and without interacting with another 
  human being, face-to-face. Love it or hate 
  it, this is the new normal.

•  Economic uncertainty and restricted travel 
  and movement have produced a 
  consumer that is cautious but has 
  the ability to spend, if you give them 
  an irresistible reason to do so. You must
  identify all of the things in your business 
  that stand between you and the    
 consumer saying “Yes!” and you must 
  eliminate them quickly. What was smart 
  in a good economy is now mandatory.

If you haven’t made as many changes or decisions, which have 
consequences by the way, you might want to consider the state 
of your parachute before you jump out of the plane.
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10 Protect Your 
Mindset
In this time of uncertainty, suggestions, regulations and 
dispensing of advice from peers and colleagues, it is more 
important than ever to use your OWN professional judgment 
and ability to adapt when it comes to running your practice. 

If you find yourself overwhelmed by all of this information, 
which can be conflicting at times, my advice is to read the 
following, written by Napoleon Hill, and protect your mindset 
at all costs:

Recognize that your mental attitude is the only thing over 
which you – and only you – have complete control. Exercise 
that control and direct it by using a positive mental attitude.
Realize, and prove to your own satisfaction by making it so, 
that every adversity, sorrow or defeat, whether or not you 
caused it to happen, contains the seed of an equivalent 

benefit which you can nurture into a blessing 
that soars above the disaster that brought it.

Learn to close the door of your mind on all 
failures from your past. Clear your mind of any 
influence which does not support a positive 
mental attitude.

Determine what kind of resources you need, 
set up a plan for acquiring them based on 
the idea of not too much, not too little. Don’t 
think small, but remember, greed more 
than anything else has destroyed ambitious 
people.

Make yourself understand that what whips 
you isn’t defeat, but your mental attitude 
toward it. Train yourself to look for the seed of 
equivalent benefit in every disappointment 
you face.

Take a complex inventory of every asset you 
possess. You will discover that your greatest 
asset is a sound mind with which you can 
shape your own destiny.
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Take The Burleson Challenge 
for FREE and See How Your Practice 
Stacks Up Against the Competition

TheBurlesonChallenge.com
or Call 800-891-7520 


