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DiSC® + P4  
CUSTOMER ENGAGEMENT 

ACTION PLAN

ENGAGEMENT TACTICS
� What is the customer’s DiSC style? 

� How will this information influence 
your plan for this engagement?

OPENING
How will you open the call based on 
the identified DiSC style?

�	 Create a collaborative & motivational 
environment, transition to patient 
story or patient journey?

� More formal approach, stating your 
objective upfront, focus on unmet 
needs,  improvements to quality for 
patients or practice?

HIGH-IMPACT AND  
FACT-FINDING QUESTIONS
As you identify your HIQ’s and fact-
finding questions, are they… 

� Exploratory questions that 
maintain an interest in 
understanding needs for patients 
and their practice?

� Direct questions about treatment 
protocols, guidelines, quality 
measures, outcomes?

HIGH-IMPACT EXCHANGE
How will you position the solution 
in a way that is most meaningful to 
the customer?

� Prioritize evidence, outcomes 
(data), quality scores, 
predictability, guidelines? 

� Prioritize patient story, 
testimonials, patient journey; 
support stories with data?

POST-ENGAGEMENT 
REFLECTION  
� Was your assessment of your  

customer’s DiSC style correct? 

� What behavioral cues did you 
pick up on that validated your 
assumption?

� How will this engagement 
influence your next call?

FOLLOW-UP
Who do you need to update internally 
about commitments made during the call?

HANDLING CONCERNS
How will you handle concerns 
based on their DiSC style?

� First, ask clarifying question(s) 
to understand the root of the 
concern…will the customer 
openly share the true nature of 
the concern? 

� Show gratitude for sharing, 
leverage the concern as an 
opportunity to engage in 
collaborative problem solving?

� Ensure you directly answer the 
concern with facts, analytics, 
and predictable outcomes? 

GAINING COMMITMENT
Here are some considerations when 
asking for a commitment: 

� Is the customer decisive?  
Be assertive with your request.

� Does the customer find comfort 
in a systemic approach? Focus 
solutions that address quality 
challenges, align your product or 
services to predictable outcomes. 

� Is your customer focused 
on relationships? Create a 
motivational environment to 
collaborate to improve patient 
outcomes.
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