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The future 

of engagement 

is digital
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The future we see…

Engagement with HCPs  

and consumers will 

happen everywhere and 

at anytime

Everything evolves, 

so, you need to as well. 

Lead the way into the future 

through constant innovation 

All intelligence about 

your customer, your 

company, your products 

is at your fingertips to help 

improve consumer’s lives

EvolutionaryUbiquitous Personal Impactful

You will treat 

every customer 

in a unique way –

like you’ve known 

them forever
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Future customer engagement requires the combination 
of the right business mindset with the right technology…
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Customer centric 

operating model

Integrated Technology 

Platform with rich 

customer data

Business 

mindset

Technology
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… and demands new aligned operating capabilities 
& technology enablers
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STRATEGY CONTENT PEOPLEINSIGHTS PROCESS

New data and 

KPIs

Leveraging 

AI/ML

Customer 

centric 

engagement 

approach

Enable 360 

degree customer 

view across 

functions

Digital not 

digitized content

Allow access 

anywhere and 

anytime needed

Customer 

centric 

collaboration

Braking 

functional silos

Driving agile but 

compliant 

working 

practices

Flexibility to 

integrate, scale 

and adapt
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Poll results taken from the live broadcast audience

Has your engagement model changed in the past 3 years?
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39.70%

56.90%

3.40%

Yes

In process

No
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There are several elements to be considered to achieve true 
customer engagement transformation
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Personalized 

Content

Integrated 

Channels

Customer 

Insights

Personalized  

Experience

Organization, 

Roles & 

Governance

Customer Engagement 

Vision & Strategy

Embedded 

Intelligence

Change 

Management 

& Training

Enabling 

Technology
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Along the journey to Digital/ MCM excellence several companies 
succeeded or failed for some repeating reasons
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Over-/ 

underweight 

technology

Over 

engineering 

the model

Insufficient 

people 

involvement

Not 

considering 

local needs

Expecting 

ROI too early

Goals not 

clearly 

defined

Failure

Integration
Change 

Management

Scalability
Clarity of 

Strategy

Usability Pragmatism

Success

Solution factors Business factors Business factorsSolution factors
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And it is already paying off – driving value in the real world
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• Increase overall customer

reach by 20-30%

• Increase touch point 

frequency by 15-20%

• Time to reach entire 

targeted HCPs with new 

messages decreased by 

25%

• …

• Message recall 

increased by 10%

• Perceived value of 

content increased by 

15%

• …

• True customer 

engagements (= valuable 

action at the end of a 

communication) increased 

by 15 %

• Achieved above changes 

in reach, frequency and 

engagement with no or 

low single digit budget 

increase

• …

• Increased sales/ market 

share: 5-15%

• Decreased cost per contact: 

15-25%

• Increased (digital) SoV: 15-

20%

• Increased customer 

satisfaction and loyalty: 

NPS rating improved by 

15%

Value
Proposition

Reach, 
Frequency, 
Reaction 

Speed

Customer/ 
Brand 

Experience

Marketing & 
Sales 

Effectiveness
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Zambon -

Making Digital 

Transformation 

a Reality



Zambon is a chemical-pharmaceutical company founded in Italy in 1906

4 PRODUCTION PLANTS

Switzerland, Italy, China and Brazil

23 AFFILIATES

located in strategic countries including 

South America, Europe and Asia

Commercialization in

87 COUNTRIES worldwide

THERAPEUTIC AREAS
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COVID-19 drastically accelerated the digital transformation process…
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…in a sector with a clear gap in digital maturity, and focused on a F2F model:
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TOWARDS THE FUTURE

WALKING WITH STEADY STEPS

Focus on

SF Productivity

2017-2019

Focus on

Customer Impact

2020-2022

Focus on 

Customer Value

SFE

Commercial 

Excellence

CommEx

evolution …

✓ OCE

✓ New Operating Model (NOM)

✓ MKT Automation, 

✓ CRM for doctors

✓ New dashboards

✓ Business operations

✓ Beyond the pill

✓ …

Zambon today
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TOWARDS THE FUTURE

WALKING WITH STEADY STEPS

Focus on Customer Value

Zambon today

SFE

Commercial 

Excellence

CommEx

evolution …

✓ OCE for Pharmacy

✓ CRM for Doctors

✓ New Operating Model (NOM)

✓ MKT Automation, 

✓ Data Strategy

✓ Business Insights

✓ Advanced Analytics 

✓ Business operations

✓ Beyond the pill

Focus on

SF Productivity

2017-2019

Focus on

Customer Impact

2020-2022
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We need to understand

what customers want« »

Content itself is crucial

for digital activites« »

Evolve CRM platforms to be 

closer to customers integrating

other digital touchpoints
« »Find the most efficient and 

profitable mix among

traditional and digital
«

»

Upskill our sales force 

towards omnichannel« »

Advance KPIs and 

data analysis to gain 

more insights
« »

MARKETING

H
R

IT

C
O

M
P

L
IA

N
C

E

Zambon New Operating Model framework as backbone for this journey



Commercial Excellence took on the challenge to make the wheel turns…
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.. providing not only technological assets, but also coordination and guidelines:
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Omnichannel and technological enablers are made for people:

Technology People Processes

Set technological 
foundations

Journey of culture and 
mindset

Assess and connect existing 
initiatives
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Set TECHNOLOGICAL foundations

• Local initiatives vs global initiatives

• Integration is the key

• Automation / robots / optimization 

important, but keeping flexibility

CRM

DOCTORS

PHARMACIES

ERP

REMOTE
DETAILING

WEBINARPORTALS MARKETING 
AUTOMATION

CONTENT

CONTACT CENTER

ORDER ENTRY
AUTOMATION

CONSUMER
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It’s not only about technology…we needed processes

Webinars invitation

Marketing journeys

Commercial policies

Content Generation & 
workflows

New launches

Order entry
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It’s not only about technology…we needed processes
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Technology and processes do not make sense without….
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What is not measured, cannot be improved… lets talk about results:

Potential Adoption

Potential Adoption

Behaviour

Digital
Customer profiling

One fits all
Personalized by             

Doctor Persona

Content 
personalization

99% F2F 80% F2F

Channels and portals
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Some results and examples: customer profiling

E-CONSENTS DIGITAL 

PROFILING

BEHAVIOUR

(CUSTOMER PERSONA)

75%

80% 30%

MKT 

AUTOMATION 

BEHAVIOUR

95%

CUSTOMER 

ENGAGEMENT 

PLAN

20%
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Some results and examples: content customization

Client focused ManagerAdvisor
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Some results and examples: channels and portals

✓ Complete the Wheel with new Portals strategy

✓ Speed up the Wheel…with Mindset

2020-2022

2023-2024
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Technology is a must (believe and invest)

Coordination is (more than) needed

Processes & methodologies are convenient

…. but in the end….

… SUCCESS all is about PEOPLE

Our learnings
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Enabling digital 

transformation
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Customer engagement challenges

Everyone will experience challenges on the way to transforming 
their customer engagement activities
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MCM data is 

integrated across 

channels and brands 

Company has a clear strategy 

for customer experience 

Strong executive sponsorship for 

an integrated customer experience 

Sales can view 

multichannel interactions 

67% 50% 35% 7%
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Consider four layers to succeed
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Four layers to consider to serve 

your success:

Strategy layer1

Strategic driver layer2

Enabler layer3

Drive the change layer4

SEGMENT

PEOPLE

DATA 

PROCESS

TECHNOLOGY

SUCCESS
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The foundational layer that represents our client aspirations, vision and where they expect to play 
and their way to win

Consider four layers to succeed: Strategy
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SEGMENT

PEOPLE

DATA 

PROCESS

TECHNOLOGY

SUCCESS

Define, refine, understand the strategy

GUIDING QUESTIONS:

What are our goals and aspirations?1

Where will we play?2

How will we win in chosen markets?3

What capabilities and systems must be 

in place?4
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Represents the key data dimensions that support your strategy definition and guide 
its ‘operationalization’

Consider four layers to succeed: Strategic drivers
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SEGMENT

PEOPLE

DATA 

PROCESS

TECHNOLOGY

SUCCESS

Supported by key data sources
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Key elements that represent the way our client organizations need to operate to ensure an holistic 
approach and to drive change

Consider four layers to succeed: Enablers
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SEGMENT

PEOPLE

DATA 

PROCESS

TECHNOLOGY

SUCCESS

What is the 

role of Sales 

Reps?

Where to 

locate OCM 

capabilities ?

What are the 

responsibilitie

s of OCM staff

PROCESS DATA TECHNOLOGYPEOPLE

BPM, Fit Gap… as asset

MCM

Content

Compliance

CRM

CLMWebsite

Customer 
Data

Social Media 
Listening

Sales Data

Analytical 
toolsAI / ML
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AI / ML to enable connected intelligence

Inside Digital Transformation for Consumer Health - IQVIA Consumer Health - November 2022

CH Algorithms 

Examples 
Next Best action algorithm example

Best order

Pharmacies dynamic 

segmentation

Next Best pharmacy

Next order date

Price suggestion

…
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Orchestrated customer engagement – Technology

Tech has to be built from multiple elements not one fixed idea
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Reporting 

/ BI / 

Analytics

CRM MCM

Compliance Segmentation Content

Data / MDM 

UI/UX

AI

Connectivity

From monolithic…

…to composable
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CRM MCM Reporting / BI / Analytics

Orchestrated customer engagement – Technology

and consider technology to be driven by business topics
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Orchestration & Hybrid 

Field Rep

Advanced Digital Enablement Omnichannel Analytics 

•CRM

•Marketing

•Content

•Multi-Persona

•Consumer

•HCP

•Empathy Map

• Marketing

• Consent Mgmt

• Content Strategy

• Customer Segment

• Cookie less

• Digital Factory

• Brand Manager

• KPIs

• Data lake

• Integration 

• Personnas

• Omnichannel
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Orchestrated customer engagement – Technology

and consider technology to be driven by business topics (cont.)
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Segmentation Data / MDM Content

Performance Management Content Management Insight driven Organisation

• Incentive comp.

• Territory Mgmt

• Account strategy

• Forecast

• Approval process

• Digital Asset Mgmt

• Content Authoring

• MLR

• Content Factory

• Content strategy

• Connected systems

• Algorythm

• KPI

• Data Mgmt

• Data Scientist

• Multi-Domain

• Next Best…
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To ensure any change in client operating models can be easily adopted

Consider four layers to succeed: Drive the change
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SEGMENT

PEOPLE

DATA 

PROCESS

TECHNOLOGY

SUCCESS

Transformation Journey to achieve commercial excellence
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Taking action 

on digital 

transformation
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Key actions for a successful digital transformation
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Don’t overengineer the model – learn from your 

customers and continue driving new approaches

Try and fail 

fast

Digital 

Transformation 

Success
Consider your people as customers as well and 

make them part of the new engagement journey

Take your 

people along

Use all existing data and interaction with your 

customers to better understand their needs and 

preferences

Listen to your 

customers
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Your IQVIA Consumer Health Contacts
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Mathieu Emanuelli

Value Engineering Head, 

IQVIA Technologies

mathieu.emanuelli@iqvia.com

Christian Passarge

Vice President, Technology 

Consulting, IQVIA Technologies

christian.passarge@iqvia.com



For more visit: 

iqviaconsumerhealth.com

Thank You

And follow 

IQVIA Consumer Health on LinkedIn

https://www.iqvia.com/solutions/industry-segments/consumer-health
https://www.linkedin.com/showcase/iqvia-consumer-health/
https://www.linkedin.com/showcase/iqvia-consumer-health/

