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How Bristol Myers
Squibb Enabled Hybrid
Engagement with
Unboxed

Bristol Myers Squibb, a global biopharmaceutical company,
needed to strengthen its teams’ ability to engage customers in
a hybrid work environment. In partnership with Unboxed, the
organization implemented a hybrid engagement program to
improve how sales teams identify, engage with, and influence
customers.

Key results
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engagement engagement for evolving
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Snapshot

U Bristol Myers Squibb

Company
Bristol Myers Squibb, a global biopharmaceutical
company

Industry
Life sciences

Use cases
Hybrid customer engagement training

The problem

Bristol Myers Squibb needed to adapt its sales approach to a
work environment with shifting customer engagement
preferences. They needed to increase their teams’ ability to
identify, engage with, and influence customers in a hybrid
environment.

Main challenges included:

Less than half (43%) of sales reps expected to return to
the office full time

Fewer than 20% of healthcare professionals (HCPs)
preferring an entirely in-person approach

Accelerated shift toward hybrid engagement driven by
COVID-19

Declining physician access and reduced interaction time
(average visits under three minutes)

The results

Improved ability to assess preferences and select
appropriate engagement approach for each HCP

Increased adaptability in applying selling skills and
processes across engagement types

Broader engagement beyond HCPs, delivering value
across the office remotely and in person

Strengthened execution of hybrid engagement planning
and use of technology
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The solution

Bristol Myers Squibb partnered with Unboxed to develop a
hybrid engagement training program focused on building
practical, multi-channel engagement skills. The program
combined structured learning with application and
reinforcement across the engagement lifecycle.

What Unboxed delivered:

Established pre-assessment to define baseline
knowledge prior to training

Combined Hybrid Preparation eLearning, application
workshops, and simulation scenarios to select channels,
prepare effectively, and maintain omnichannel
engagement

Implemented post-assessment and manager coaching
guides to diagnose and address key skill and will gaps

Key insight

Combining structured learning with practical
application enables effective customer engagement
across hybrid environments and adaptation to
changing customer preferences.
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