
How	Amgen	Used	Simulations	and	
Chatbots to	Drive	Behavior	Change	
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When	attending	conferences	such	as	this	
one…

How	often	do	you	hear	about	the	“magic	
bullet”	for	behavior	change?
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Which	trends	and	techniques	are	
particularly	popular	this	year	at	LTEN?
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What	Learning	Trend(s)	or	New	Training	Delivery	
Method(s)	Are	You	Most	Excited	About	for	2019?

Source:	Bottom-line	Performance	2019	Learning	Trends	Report
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The	truth:	All	of	these	can	be	meaningful	
tools	for	learning
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The	challenge:	Selecting	the	right	tool(s)
for	the	right	learning	moment
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AGENDA

Business	situation
and	challenge

Solution:	Blended
learning	and	video

simulations

Solution:	chatbot
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Impact Q&A



THE	BUSINESS	SITUATION
Let’s	look	at	
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Amgen’s	Opportunity
While	the	organization	had	a	rich	history	of	
recruiting	strong	talent,	there	were	several	
key	challenges	facing	the	organization:
§ Turnover
§ Inconsistent	interviewing	practices		
§ Poor	Candidate	Experience
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Amgen’s	Opportunity
§ Drive	a	positive	candidate	experience
§ Identify	&	practice	“what	good	looks	like”			
§ Align	sales	leaders	to	a	uniformed	

approach	to	interviewing



THE	SOLUTION
Let’s	look	at	
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Project	Goals

Improve	the	talent	level	of	
our	org

Ask	high-impact	probing	questions	to	address	
information	gaps	in	a	candidate’s	response	

Recognize	and	mitigate	
unconscious	bias	during	
the	interview	process

Practice	using	the	newly	launched	
Standard	Interview	Guide

Standardize	behavioral	
interviewing	techniques	across	

the	sales	org
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One	Extra	Day	for	Our	Leaders
If	we	give	each	RSD	and	DSM	back	one	extra	day	per	year—what	could	be	
accomplished?

50	Days
RSDs	in	the	Field

400	Days
DSMs	in	the	Field

450	Days
Of	leaders	supporting	
customers	and	reps
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Faster	Territory	Fill
How	many	additional	sales	would	we	drive	by	getting	someone	in	the	territory	one	
week	faster?

7	Days
Avg increase	#	of	days	

to	fill	a	req if	
additional	interview	

required

$5.5k
Lost	per	day	a	

territory	is	empty

$38.5k
Avg savings	per	

candidate	from	using	
a	standard	interview	

guide
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More	High	Potential	People
What	if	we	could	increase	the	number	of	High	Potential	(HiPo)	hires?

$1.7m
More	sales	generated	
by	a	rep	in	the	50th	
percentile	to	a	rep	in	
the	80th	percentile

25
#	of	new	hires	per	
year	that	can	be	

expected	to	be	HiPo

$42.5m
Additional	sales	per	
year	from	using	
standardized	
interview	best	

practices
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Decreasing	Bias	is	a	Business	Imperative

One	Day	Back

24	hours

Faster	Territory	Fill

$38.5K	per	
candidate

More	HiPos

$42.5M	per	
year	
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Create	Competency	Models	To	Define	Great
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New	Interview	Guides	To	Standardize	Talent	Acquisition
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Reintroduce	Competency	Model	and	Interview	Guide



Copyright	©	2018	BTS		| 23Copyright	©	2019	BTS		| 23



24



25



26

Bringing	Diversity	and	Inclusion	to	Life	

Diversity	in	Recruiting	 Diverse	Interview	
Panel

Diversity	and	Inclusion	
in	Development	and	

Promotion

All	leaders	play	a	key	role	in	helping	fulfill	Amgen’s	overall	commitment	to	
Diversity and	Inclusion!
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Simulation	Flow

Case	Study Selection	
Decision

Interview	
REP	2 FeedbackInterview	

REP	1



Ask	Question	
from	Interview	

Guide

Watch	
Response

Watch	
Response

Choose	a	
Probe	

(or	Don’t)

Rate	
Response
(R,	P,	L,	I)
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How	Each	Question	Works
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Your	Turn	
to	Rate
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Quick	“Review”	of	R,	P,	L,	I

R

P

L

I

“Learner”:	Actively	works	(through	training,	practice,	coaching,	and	self-
study)	to	demonstrate	understanding	of	the	knowledge,	skills,	and	
characteristics	needed	to	perform	as	an	Amgen	field-based	Manager	of	
District	Sales

“Performer”:	Consistently	demonstrates	the	knowledge,	skills,	and	
characteristics	needed	to	achieve	performance	targets	of	their	sales	
districts

“Incomplete”	or “Insufficient”	evidence	of	skills

“Role	Model”:	Consistently	demonstrates	the	knowledge,	skills,	and	
characteristics	needed	to	exceed	performance	targets	of	their	sales	
districts,	often	serving	as	models	and	mentors	to	their	colleagues
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NOW,	Your	Turn	to	Rate



INCREASE	ENGAGEMENT
AND	PULL-THROUGH

To	maximize	the	impact	of	these	solutions,	we	wanted	a	way	to



Learning	Is	a	Journey,	Not	an	Event

35

Prepare Acquire Build
Memory

Use	Over
Time

>> >> >>

Bottom-Line Performance
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Murre,	J.	M.	J.,	&	Dros,	J.	(2015).	Replication	and	Analysis	of	Ebbinghaus’	Forgetting	Curve. PLoS
ONE, 10(7),	e0120644.	http://doi.org/10.1371/journal.pone.0120644

The	Forgetting	Curve:	Then	&	Now

Bottom-Line Performance
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Chatbot	Goals

Keep	leaders	engaged.
Weekly	challenges	sent	

out	after	event

Give	them	answers	
at	their	fingertips.
24/7	Q&A	feature

Drive	users	to	
the	Leadership	Portal	
24/7	Q&A	feature
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Building	the	Future	
Event	Objectives	to	Reinforce

• Recognize	whether	someone	
exhibits	the	sales	competencies	
through	their	interview	answers.	

• Ask	insightful,	high-impact	
probing	questions.

• Articulate	a	compelling	“Amgen	
Story”	and	career	roadmap.

• Avoid	unconscious	bias	and	
recognize	when	you	are	most	
susceptible	to	it.
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Meet	the	Chatbot,	Megan

• She’s	the	female	detective	emoji,	helping	district	managers	uncover	
high	potential	candidates	in	their	areas	by	searching	for	clues	in	the	
interviews.

• She	pushes	out	weekly	challenges,	but	she’s	also	available	24/7	to	
answer	questions	about	interviewing.

• Megan	is no-nonsense,	with	a	hint	of	snark.

• She	says	things	like:
- “Always	probe	for	more	information;	you	can’t	read	minds	just	yet.”

- You	can	find	_____	document	in	MARK	or	the	leadership	portal.	Here’s	a	link.

- “Watch	out	for	bias.	Everyone	has	it;	even	you.	You	don’t	want	to	always	hire	people	just	like	
you.”



40
Bottom-Line Performance 40

Chabot	User	Experience
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@	Building	for	the	
Future	Event

Morning	of	the	Event

Welcome:	Meet	Megan	bot.

Call	to	Action:	Remember	to	
complete	Amgen	Story	know-how.

The	Day	Of

Thought	Provoking	Question:	
Where	have	you	encountered	

interview	bias?	

Call	to	Action:	Visit	the	Leadership	
Portal.
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The	User	Experience	Story,	Continued

Joe taps the image Megan sends 
to him. He considers his options 
and then sends Megan his choice: 
1

Megan immediately replies back 
with how the candidate responds 
and Joe chooses his next steps.

Megan
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The	User	Experience	Story,	Continued

Joe just finished an interview and is 
completing his rating. He can't 
remember how to distinguish 
between Learner and Performer. He 
texts Megan... Megan directs Joe 

to MARK to 
explore the 
ratings more.

Megan
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After	Event	
Questions	&	Answers

• Available	24/7
• Megan	begins	answering	

questions	the	day	before	
the	event.

• Users	can	interrupt	a	
scenario	at	any	time	to	
ask	a	question	by	typing	
the	word	“question”.
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Try	a	Chatbot
Text	“QUIZ”	to	331-425-7268 and	
challenge	a	simple	QuizBot via	
text	message.



IMPACT	AND	RESULTS
Let’s	talk	about…



Hear	from	the	Participants
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Impact	&	Results
§ Feedback	level	of	engagement	was	

among	the	highest	we’ve	seen	from	a	
group	this	large

§ Alignment	re:	standardization	of	our	
interview	process,	endorsed	on	interview	
guide	for	sales	function

§ Consistency	and	standardization	that	has	
now	expanded	beyond	the	US

§ Lloyd	to	speak	to	the	experience	of	
working	with	two	phenomenal	vendors



QUESTIONS?
lhilton@amgen.com
andrew.dornon@bts.com
steve@bottomlineperformance.com



YOUR	FEEDBACK	IS	IMPORTANT	TO	US
• Please	take	a	moment	to	complete	the	workshop	evaluation	located	in	the	

mobile	app.	LTEN	looks	to	your	feedback	to	help	improve	the	program	each	
year.	

1. Open	the	Mobile	App

2. Click	on	Event,	then	Select	the	Conference	and	Agenda

3. Select	this	Session	

4. Answer	the	Questions
• If	you	do	not	want	to	complete	the	survey	in	the	mobile	app,	you	can	

collect	a	hard	copy	form	at	the	registration	desk.	

@yourLTEN • #LTEN2019	Conference

YOUR	FEEDBACK	IS	IMPORTANT	TO	US
Please	take	a	moment	to	complete	the	workshop	evaluation	located	in	the	
mobile	app.	LTEN	looks	to	your	feedback	to	help	improve	the	program	each	year.	

1. Open	the	Mobile	App

2. Click	on	Event,	then	Select	the	Conference	and	Agenda

3. Select	this	Session	

4. Answer	the	Questions

If	you	do	not	want	to	complete	the	survey	in	the	mobile	app,	you	can	
collect	a	hard	copy	form	at	the	registration	desk.	


