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Today’s empowered human expects exceptional experiences 
integrated into their life
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Exceptional experience empowered by personalized insights in real time

Consumer Partners
(Pharmacists and other HCPs)
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HCP as a Human
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OneKey CORE

Academics: Universite Paris

Specialty: Dermatology

Position: Hospital Practitioner, Member 
of Board

Birth Year: 1966 | Graduation Year: 1997

Tendencies: Immunology | Psoriasis 

Prefix | Gender | Language | Status 
(Valid/Invalid) | NHS Status | Creation 
date | Update date

Prescription Potential | Call Pressure 
Index | Nr of companies visited the doctor 
last 12 month 

IDENTIFIERS (UCIs)

Workplaces: 2 | Colleagues: 145

Workplace addresses: Postal codes, 
Addresses, Phones, Faxes, GEO 
coordinates, Hierarchy 

Market Access

Role: Inspector | Network: 7

Type: Regulation & Control

Phase: Post-Launch

Geographic Level: National

Scientific

Publications: 60 

Interest area: Key words

Congresses: 3 

Clinical Trials: 11 | Grants: 10

Sponsorship: 456

Collaborations: 727

Scientific Network: 343

Rising Star

OneKey ID: WFRM06016450

DAVID BOUCHER, 
Doctor, Dermatologist, 

MD, PhD
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HCP as a Human
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Engagement

Phone detailing: 2 / month

E-mail detailing: 4 / month 

Remote detailing: 2 / month

Call Pressure: 83 / year

Digital

Social media profiles: 3 

Twitter | ResearchGate |

LinkedIn | Facebook (US)

Followers: 59 | 172

Relations: 116

Social Mentions: 121

Social Listening

News / Blogs / Mentions: 46

Digital ID

Social | Mobile | Email | Advanced TV | 

Programmatic | Native

HCP DIGITAL ID enables the Brand 

message or ad to reach the right 

audience, at the right time at scale

Activate, reach and deliver 

personalized content to HCPs on any 

platform and in any digital channel

OneKey ID: WFRM06016450

DAVID BOUCHER, 
Doctor, Dermatologist, 

MD, PhD
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HCP networks for hyper-personalized engagement
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Colleagues / 
HCO hierarchy 

OneKey ID: WFRM06016450

DAVID BOUCHER, 
Doctor, Dermatologist, 

MD, PhD

ResearchGate Network Twitter Network

TOP Collaborations
Digital & Scientific 

Interests
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Human Ecosystem empowered by interconnected Insights
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Scientific
PubMed

Congresses

Blogs / News / Video

HCP Websites / Portals

Social Media
Twitter, LinkedIn, ResearchGate

Clinical
ClinicalTrials.gov, 

The Sunshine Act, CMS 

Patient & Consumer Apps
Find a Doctor/Pharmacy around you

Ask a question to HCP/Expert

Recommend / Share HCP profile

Scheduling Apps

Portals
Access a Partner Application

Websites
Participate to Surveys

HCPs Connected
Participate to Clinical Trials

HCP Appointments

• Teleconsultation

• Communicate 

with HCPs
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Why is OneKey 

important to 

engagement 

success?
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Company Representatives remain major engagement channel, alongside growth of digital

A number of shifting dynamics increasingly require HCP 
engagement models to evolve & embrace digital approaches

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

62%
of measured channel is 

spent on sales force 

detailing 

For 61%
of HCPs, information 

is accessible across 

multiple channels

43%
of HCPs prefer individual 

interactions as source of 

treatment information 

21%
of HCPs prefer online 

digital contacts

Traditional Engagement

Patient-centricProduct-centric

MultichannelFace-to-face

Two-wayPush

ConnectedSiloed

Personalised‘One size’

Value, OutcomesNoise, Coverage

ServicesSales

Today’s Engagement
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Successful delivery requires broader skill sets, technology enablement, access to data driven insights 

Today’s representatives must work with a range of channels to 
optimise HCP success, experience and commercial impact

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

Analytics

Skills & Knowledge

Multichannel

Remote

Technology

Health systems, teamwork, business acumen, technology, 

analytical, organisational, communications, behaviours

Effectively use digital to optimise impact (e.g. post call 

email; tablet detailing; refer to online resources)

Data driven - access to & use of insights to inform 

targeting, activities, channels, outcomes

Deliver high quality virtual as well as field calls (‘hybrid’); 

gives choice, flexibility to HCPs thus enhancing access

Access to, use of suite of supporting, state of the art 

integrated, flexible technologies 

Today’s Engagement

Patient-centric

Multichannel

Two-way

Connected

Personalised

Value, Outcomes

Service

Requirements for:
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Results of live audience poll taken during “The Power of Remote Engagement Webinar” - April 2020

How impactful do you believe remote engagement interactions 
are compared to other regular HCP channels? (%)

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

57.9

26.4

8.5

7.2

0 10 20 30 40 50 60 70

Less than other channels

About the sames as other channels

Better than other channels

Don't know
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Live poll Results – June 2021

How impactful do you believe remote engagement interactions 
are compared to other regular HCP channels? (%)

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

43.5%

29.4%

22.4%

4.7%

0% 10% 20% 30% 40% 50%

Less than other channels

About the same as other
channels

Better than other channels

Don't Know

(+13.9%) 
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19%

-24%

436%

-25%

0%

368%

120%

8% 6%

238%

-56%

S. Korea

723%

-41%
-5%

Japan

-17%

F2F

Remote

Source: IQVIA European Thought Leadership; ChannelDynamics 06/06/2021; F2F includes detailing and meetings, Remote includes phone detailing, e-detailing (live+automated), postal & e-mailings, e-meetings (live+automated)

June* 2020 vs June* 2021 - % Change in absolute recorded promotional volume

*30 day period to 06/06/21

F2F interactions in most of the countries show positive growth compared to 2020

Overall promotion has improved in most of the countries 
compared to 2020

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021
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HCPs overwhelmingly support remote engagement
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All elements of remote interactions are highly valued by 

HCPs, with >90% being satisfied or extremely satisfied**

Adds significant value to HCP discussion as measured 

by longer call duration (80% vs phone only) and focus on 

sharing of on-screen content

Flexibility including when meetings take place and where 

they are delivered 

Value ability to download relevant product information 

and patient support materials

Using remote engagement with platform during the pandemic has resulted 

in HCP satisfaction levels in line with or higher than compared to pre-pandemic levels 

Alongside an increased use of digital channels, feedback from HCPs is that they wish to continue 

engaging with Sales Reps
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Online Resources now the most preferred marketing channel for Pharmacists in 2020

Pharmacist’s preference for Individual Interactions 
has decreased again in favour of Online Resources 
in the combined EU5 markets 

Q1: Top 5 Europe, Germany, Spain, Italy, France, and United Kingdom & Ireland, aggregated responses, N~277. Results presented are weighted averages based on Country Population.

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

EUS

Channel Preference

Question 1: From which of the

following sources do you MOST 

prefer to obtain information about 

pharmaceutical products & 

treatments?

1.0% 1.0% 0.0%

25% 29% 35%

15%

22%

24%16%

13%

12%

43%
35%

29%

2018 2019 2020

Pharmacist’s Channel Preference 
in EU5 Market

Individual Interactions

Meetings/Events/Seminars

Printed Medical Content

Online Resources

Other
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Within the Pharmacists group in EU5 indication 
is that virtual remote interactions will be sufficient 
to receive relevant drug treatment information

Q2; Top 5 Europe, Germany, Spain, Italy, France, and United Kingdom & Ireland, aggregated responses, N~277 Results presented are weighted averages based on Country Population.
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EUS

Channel Preference

Question 2: Thinking about a post-

COVID-19 crisis context, please 

indicate your level of agreement with 

the following statement:

“Remote interactions with pharma 

representatives via online tools such 

as Skype, Zoom, Webex… will be 

sufficient in meeting my needs for up 

to date and relevant drug treatment 

information”

18%

44%

13%

17%

8%

Pharmacists Satisfaction 
with Remote Interactions

Completely Disagree (0-1)

Disagree (2-4)

Neutral (5)

Somewhat Agree (6-8)

Completely Agree (9-10)

Scored 0-10

5.9
Average Score
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Success factors 

for effective 

remote detailing 
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Intelligent Program Design and Ongoing Support

Success factors for effective remote detailing 

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

• Appropriate target audience 

for product, proposition

• Align / manage with other 

teams

• Easy experience for HCP & 

representative ensures platform use

• Connected with other technologies

People
Led, delivered by people 

with required attributes, 

communications skills—

recruitment, training, 

coaching

TARGET AUDIENCE SEAMLESS TECHNOLOGY

• Requires initial, close management, 

coaching to establish expectations, 

learn & evolve

• Requires new & adapted measures 

to enable the right behaviours, 

optimal outcomes

PERFORMANCE MANAGEMENT MEASUREMENT

• Consider other changes 

needed across organization

• Alignment with field teams

• Proposition, positioning must 

be relevant to HCP

• Content is channel relevant, 

evolving

CHANGE MANAGEMENT PROPOSITION & CONTENT
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Intelligent Program Design and Ongoing Support

Success factors for effective remote detailing 

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021
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Combination of Digital Presence, Activity and Audience 

Example: OneKey Accelerated Insights driving personalized 
customer engagement

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

Digital insights Engagement insightsScientific insights

Combination of Scientific Presence, 

Activity and Audience 

Engagement score with identification 
of HCPs:

who received remote detailing calls

who received phone detailing calls

who opened emails

Call pressure

OWA insights 

Telemedicine flag 

ENGAGEMENT INSIGHT

Remote 

Detailing

Phone 

Detailing Emailing
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Example: Proprietary data targets the most effective channel 
to reach key target HCPs
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#HCPs A B C D

Face to face 3000 4000 2000 1000

Emailing 1500 2000 1000 500

Remote detailing 600 800 400 200

Phone detailing 1000 1300 700 300

IQVIA CRM/ OK contributors' promotional data
• The biggest Database of UK Pharma filed force activity

• Circa 2M contacts per year aligned to named HCPs

Field force accessibility 

and activity

Email accessibility 

and activity

Online accessibility, 

digital profile & activity

Direct marketing 

accessibility and activity

OneKey permission-based emails
• Database of email addresses

• Additional response/ click through data available

IQVIA internal data and multiple OK contributors
• Collected from multiple internal and external sources

• Social media, OK Digital, OWA, speaker, publication etc.

IQVIA syndicated direct marketing (postal) data
• Circa 10M managed activities per year

• Target mailing preferences and mailing stops
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Already doing – Good to know 

we are doing what is needed

Already doing– Some things 

we could improve

Piloting – Need to ‘ramp up’ 

and do more  

Not doing – Need to consider 

starting  Don’t know

Don’t know

Results of live audience poll taken during “The Power of Remote Engagement” Webinar - April 2020

How prepared are organizations for remote engagement

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

Results

What’s next for your 

organization in using 

remote engagement 

as  part of your 

channel mix?

4.1%

17.3%

45.1%

27.4%

6.0%
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Already doing – Good to know 

we are doing what is needed

Already doing– Some things 

we could improve

Piloting – Need to ‘ramp up’ 

and do more  

Not doing – Need to consider 

starting  Don’t know

Don’t know

Live Poll Results – June 2021

How prepared are organizations for remote engagement

Boosting HCP Engagement in Our Digital Reality | IQVIA Consumer Health | 22 June 2021

Results

What’s next for your 

organization in using 

remote engagement 

as  part of your 

channel mix?

12% (+7.9%)

47.8% (+30.5%)

27.2%

13%

0%
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Analytics

Skills & Knowledge

Multichannel

Remote

Technology

Think better, act smarter 

SMART Engagement specialists and sales teams from IQVIA 
Consumer Health can help achieve a broad range of objectives
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Increase access to 

and time with HCPs

Align, improve use 

of resources

S

M

A

R

T

Results

Improve 

representative 

productivity

Support digital 

strategies
HCP engagement 

success, experience

Optimize return 

on investment
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Your key contacts
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Sue Johns

Senior Business Marketing Director, 

CSMS, IQVIA Consumer Health

Sofia Malay-Kadjaeva

Global Offering Management 

Director, OneKey, IQVIA

Please submit your questions and enquiries to: consumer.health@iqvia.com

Lucia Railean

Global Customer Success Director, 

OneKey, IQVIA

mailto:consumer.health@iqvia.com


Thank You!


