
MAKE A LASTING DIFFERENCE IN

PHARMA THROUGH CROSS-

FUNCTIONAL COLLABORATION

Digit isat ion has already impacted,  and wi l l 

cont inue to transform, how pharma’s

commercial  teams interact  with healthcare

professionals ,  engage with pat ients ,  and
evolve their  salesforce.  The COVID-19

pandemic has accelerated the previously

incremental  steps of  digit isat ion for
commercial  teams. 

During lockdown,  i t  became much more

diff icult  for  salespeople to access physicians

in person – this has given r ise to different

tools and vir tual  channels that  al low meeting

physicians digital ly .  Whi le sending

salespeople into the f ie ld wi l l  cont inue to be a

component of  an effect ive salesforce,  i t  is 

now recognised that  i t  wi l l  no longer be the

most important  component.  The pandemic has

helped the industry real ise i t  must be clear  on

the value i t  provides to healthcare

professionals.  Digit isat ion permits new

opportunit ies to provide different  types of 

value,  and the volume and qual i ty  of  content

has changed and can be personal ised to

customers.  This is  enabled by data-dr iven

ways of  working that  are leveraged to better 

understand customer behaviour.

The pandemic has also induced new and

important  ways of  gett ing closer to pat ients , 

offer ing the opportunity  to provide improved

education of ,  impact for ,  and connection with

pat ients.  Sat isfact ion levels for  both pat ients

and healthcare professionals are improving in

some disease areas,  such as in severe

chi ldhood epi lepsy where tele-medicine is  now

used.

Across therapeutic areas,  pharma is start ing

to ask pat ients ,  rather  than only healthcare

professionals ,  about their  expectat ions.  
Pat ient  expectat ions have signif icant ly 

changed,  which can be heard in the

frustrat ions about the diff iculty  of  accessing

useful ,  t imely information.  Pharma needs to

focus on the broader healthcare ecosystem

and how this can be co-created with pat ients

who understand the pat ient  journey and

pat ient  needs better  than the pharma

company.  This wi l l  be enabled by
technological  advances to improve pat ient 

outcomes.  

The role of  the salesforce is  also evolving, 

requir ing different  ski l lsets and capabi l i t ies. 

The ski l ls  that  are involved in face-to-face

interact ions compared to engaging customers

via v ir tual  channels are different ,  and

different  people wi l l  be motivated by different

types of  work.  With increased sophist icat ion

required to understand the requirements of 

customers and to del iver  on these

requirements,  there wi l l  no longer be a one- 

s ize-f i ts-al l  salesperson.  Investment in

digit isat ion requires a different  way of 

measuring success,  compared to previous

salesforce requirements of  making a certain

number of  cal ls  or  meeting a certain number

of  customers.  

An improved understanding of  the value and

impact that  the salesforce has wi l l  improve

engagement with healthcare professionals , 

connect more deeply with pat ients ,  and

empower salespeople to improve the qual i ty 

of  their  value proposit ion.  Those who can best

understand and leverage the opportunit ies of 

digit isat ion wi l l  be most successful ;  they wi l l 

br ing more value to customers and the ent i re

healthcare ecosystem. 

THE IMPACT OF INCREASED

DIGITISATION ON COMMERCIAL

TEAMS, CUSTOMERS, AND

PATIENTS

WATCH WEBINAR NOW 
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