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Welcome participants and make introductions. 
Ensure participants have the following items:
• Everything DiSC® Sales Profile report
• iPad and AR app
• Key customer information (per the direction in the All About You Webinar)

-------------------------------------------------------------------------------------------------------------------
Workshop Materials
• PowerPoint slides with embedded video 
• Facilitator Notes 
• Four flipcharts and markers 
• AR cards (4 cards per participant)

Participant Materials (one per person)
• Participant Workbook
• DiSC + P4 Resource 
• DiSC + P4 Customer Engagement Action Plan 
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WELCOME TO
Enhancing Customer Engagement with DiSC
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Say: Let’s begin by taking a look at what you have accomplished to date on your learning 
journey to enhanced customer engagement. 
• The common theme across all your stops along this journey so far has been “All About 

You.” This intentional focus on building your self-awareness started with your Everything 
DiSC® Sales Profile and the All About You Reflection Journal. 

• The Introduction to Enhancing Customer Engagement with DiSC eLearning module 
provided you with foundational knowledge about the four primary DiSC styles. 

• During the All About You Webinar, you explored the feedback in your Profile report in 
more detail and learned how your DiSC style priorities shape your behavior and the 
strengths and challenges that are associated with your style. 

• In this workshop, we’ll shift our DiSC lens from All About You to All About Them, to focus 
on understanding others. 

• As you can see from the slide, your learning journey doesn’t end with this workshop. 
The activities and resources are designed to support your ability to apply what you learn 
after training to successfully engage with customers and business partners whose DiSC 
styles are different from your own. 
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Say: As you learned in your profile report, your DiSC priorities indicate what’s important to 
you when interacting with customers. From the customer’s perspective, these same 
priorities shape their behavior and indicate what’s most important to them when 
interacting with you. 

Click to review the behaviors for each style. 

Say: By identifying customer DiSC buying styles, you’ll gain valuable insight into what your 
customers expect from you and how they make decisions. This will enable you to more 
effectively adapt and align your approach to meet their needs. 

Say: In the next activity, you will have an opportunity to gain a deeper understanding of the 
customer buying styles—their characteristics, the motivation for their behavior, and tips for 
communicating with them—from their perspective.

5This material is for your information and/or training only. It cannot be used in connection with any sales activities, and it may not be shown to members of the Healthcare Community.  ©2017 Amgen.  All rights reserved. Amgen Confidential. 
©2014 by John Wiley & Sons, Inc. All Rights Reserved. Permission to reproduce only when used in conjunction with the Everything DiSC® Sales Profile. 

Direct
Results-oriented

Firm
Strong-willed 

Forceful

Outgoing
Enthusiastic 
Optimistic 
High-spirited 
Lively

Analytical
Reserved

Precise
Private

Systematic 

Even-tempered
Accommodating 
Patient
Humble
Tactful 

Style Priorities and Behaviors

5



Say: Now that you have gained some insights about the Dominance, Influence, Steadiness, 
and Conscientiousness styles, let’s talk about what you learned from each customer in 
more detail. 
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ACTIVITY: All About Them
Large-Group Discussion 
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Introduce the Name That Style activity as an opportunity for participants to practice the 
customer-mapping process. 

Explain that participants will watch three videos of a sales representative interacting with a 
customer. 

Say: Watch each video to identify the customer’s DiSC style. Document the verbal and 
nonverbal behaviors you observe and the customer’s name on the DiSC quadrant (or next 
to the quadrant) that indicates their DiSC style. 

Remind participants to refer to the customer mapping process and document the specific 
behaviors: tone, body language, facial expressions, etc.  

Explain that after each video you will ask participants to share the DiSC style they identified 
and the rationale for their choice. 
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ACTIVITY: Name That Style

• Watch each video

• Record your observations 
and responses

• Share your insights during 
the debrief

Table Group Activity
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Say: From this point forward we will focus on how to apply DiSC to increase the 
effectiveness of each phase of the P4 Customer Engagement Process. 

Review the four phases of the P4 Customer Engagement Process.
• The Analyze phase occurs before the call and is the time to review strategic goals for the 

account and complete Pre-Call Planning. 
• There are two phases of the Performance4 process that occur live: Assess and Align. The 

activities and events within Assess and Align often happen fluidly. We break them into 
two phases to make it easier to learn, but during your engagements you may naturally 
flow between investigating and addressing needs.

• The Action phase occurs after the call and is the opportunity to review the call, adjust 
the account goals, if necessary, and set the call objective and tactics for the next call. 

Say: Let’s look at each phase through our DiSC lens to identify how we use it to optimize 
our efforts and maximize alignment and outcomes before, during, and after the call.
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PERFORMANCE4 Application   
Customer Engagement Process
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Review the key learnings participants have gained and experienced during the workshop. 
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Say: The expectation at Amgen is that we all have the responsibility to be accountable for 
our own development and sustainment. 

Tell participants they have 10 minutes to plan for a post-training sustainment call.

Ask them to define the roles that will be required for successful execution and assign 
responsibilities. At a minimum, they should decide who will: 
• Schedule the call
• Set the agenda and expectations 
• Facilitate the call 
• Take notes during the call
• Keep track of time 

Alert participants when there are two minutes remaining to ensure they complete the 
activity before the session concludes. 

29

29This material is for your information and/or training only. It cannot be used in connection with any sales activities, and it may not be shown to members of the Healthcare Community.  ©2017 Amgen.  All rights reserved. Amgen Confidential. 
©2014 by John Wiley & Sons, Inc. All Rights Reserved. Permission to reproduce only when used in conjunction with the Everything DiSC® Sales Profile. 

Your Next Steps 
Email your manager 
 Up to 3 take-aways from today's workshop
 How will you implement today's learnings?
 How can your manager support you?

Plan a sustainment call 
• Decide who will:
 Schedule the call
 Set the agenda and expectations 
 Facilitate the call 
 Take notes during the call
 Keep track of time 
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