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Disclaimer

The views expressed in this Webinar are those of the presenters, 
and are not an official position statement by MAPS, nor do 

they necessarily represent the views of the MAPS organization 
or its members. 

This presentation is for informational purposes only and is not 
intended as legal or regulatory advice.
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Educational Objectives

This webinar will provide the following learning objectives to the 
audience:

• Identify the key role of medical information in improving customer experience

• Understand the role of technology in overcoming challenges

• Explore usage of web portals, chatbots, literature search, content authoring and query 
management
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Of the companies 
identified need for 
an increase in 
consistency in 
medical responses

Of the companies 
identified need for 
enhanced 
alignment of MI 
processes

Of the companies 
identified need for 
cost effectiveness 
of MI processes

96% 74% 52%

Complexity of Information 
Management

Efficiency of 
Operations

Customer Experience 
Quality

MI

Key challenges

*Pharma Collaboration for Transparent Medical Information (phactMI) Benchmark 
Study: Trends, Drivers, Success Factors, and Value of Globalization in Medical 
Information

Medical Information (MI) comes with multiple challenges
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40% of HCP’s brand preferences are attributable to 
customer experience factors “beyond the pill” 
experience!

Increasing demand for medical information access & self-
service channels driven by heightened customer 
expectations and awareness

At least 1 in 3 HCPs are not satisfied with 
their channel experience!

Growing pressures on profitability along with increasing 
specialized drug launches

*The Healthcare CX Playbook, 2021, Indegene; Natanek R, Schlegel C, Retterath M, et al. Bain & Company - How to make your drug launch a success.

Transforming medical information to achieve scale and 
improve customer experience is paramount…
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Omnichannel experience in Retail Industry 

Self-service channels 

Know your customer well, Predict and recommend what customers want

Make customers feel connected and build a sense of community 

Making dreams come true and committed to providing a magical experience 

Building a lifestyle solution not a product 

Expectations are increasing due to customer experiences 
across other industries
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Top Notch Customer Experience Operational Efficiency & Scale 

Meaningful, Personalized Customer 
experiences

Transparent Omnichannel customer 
engagement

Accurate and up to date content accessible 
on the goc

Improvement in content generation 
efficiency

Reduce cost of compliance

Increase in self-served queries

Digital transformation opens-up following opportunities to 
achieve customer-centricity in a cost-effective manner…

Digital Transformation of Medical Information can help us achieve 
customer centricity while achieving non-linear scale
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HCP / Non-HCP

Contact Channels

Create / Update SRD 
Documents

Labels Other 
Medical 

Publications

Sources

Chatbot

Call Center
IVR

MI Website

E-Mail
Webforms

Generate 
Response

HCP / Non-HCP

MI Query 
Management 

System

MI Case

Finding The MI 
Source

• Difficult to locate
• Many Unauthentic 

sources
• Not available 

when and where 
users want

• Experiences are 
different across 
channels & 
geographies

Query Management

• Difficult to sustain 
query volume

• Effort and human 
intensive

• Spending more 
time on admin 
tasks, low value 
add, simple 
queries

Content authoring & review

• Inefficient content re-use 
• Manual interventions for template & 

styleguide adherence
• Compliance management is 

retrospective & not exhaustive
• Bespoke systems

Content Search & 
summarization

• Manual and time 
intensive process

• Siloed processes that are 
not standardized

Roadblocks in the existing Med Info processes
MI Case Creation and Update

• Manual and time 
intensive process
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HCP / Non-HCP

Contact Channels

Create / Update SRD 
Documents

Labels Other 
Medical 

Publications

Sources

Chatbot

Call Center
IVR

MI Website

E-Mail
Webforms

Generate 
Response

HCP / Non-HCP

MI Query 
Management 

System

MI Case

Query 
Management

Literature 
search/screen & 

summarize

Content 
Management & 

Automated authoring

MI Portal with 
search capability  
& Chatbot

Role of Technology in Addressing Current Challenges

Case 
Management
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Digital Presence: Web portal
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Digital Presence: Web portal

• One stop shop for all product related medical information requests and Med Affairs content

• Optimise website to include information HCPs are interested in receiving in addition to what 
we traditionally include, and thus consider content in: 

a) Scientific collaborations b) Patient education   c) raw clinical data information

• Maximise connectivity with Field Medical Teams – follow-up scheduling / find an MSL

• Ease of access to content for HCPs via faster, Intelligent search capabilities to easily access 
relevant content

• Easily discoverable and accessible with high SEO Rankings

• Uniform portal across geographies supporting multiple languages that Democratized access 
to high quality medical content
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Digital Presence: Web portal

Overview of Pharmaceutical Companies Digital Landscape 
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Phone

Live Chat

Emails

Mail/Fax

Social 
Media

Web

Consistency Non-Linear Scale Differentiated 
Experience

Personalized and 
Omnichannel experiences

Query Ingestion
•What is the Question?
• Number of Questions

AE/PQC

Intelligent Triage Engine
•On-Label/Off-Label 

Question
• Sentiment/Urgency
• Past Customer Journey

MI Expert

Automated 
response engine

Content
Search

Personalized 
Engagement

Recommendation 
Engine

Customer Data Platform

Demographic 
Info

Behavioral 
History

Engagement 
History

Transaction 
History

CDP to enable omnichannel 
and personalized 
experiences

Increased ingestion 
capability (channels, 
accuracy, context)

Improved search 
and auto-fulfil 
capability

Automated AE/PQC 
intake and triage

Query Management
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• Rule-based or AI-based 
conversational chatbot for 
meaningful self-service functionality 

• Frictionless handoff between self-
service and assisted channels 
(support from live agents)

• Trained to answer commonly asked 
product specific queries

• Can identify sentiment and urgency

• Automated triage engine to filter 
AE/PQC and triage questions that 
can be answered through 
automated engine and MI agent

Digital Presence: Chatbot
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Chatbot examples
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Content migration 
and unification

Content 
Deconstruction 

Tagging and 
Indexing

Content 
Relationship 

Mapping

Authoring

Content Management & Authoring

Self-service 
Web

Chat/Chatbot Contact Center Agent Social email MSL/HCPPayor Interactions
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Case Study: IBM Watson Powered Smart Search

Literature search

• Enterprise-wide project to speed searching across multiple internal and external resources and create a 

single search interface with relevant search results 

• Millions of documents indexed (PubMed, Citeline, Veeva Vault, etc....)

• Increased search efficiency by 30% in 75% of users

• Search results linked to full-text when applicable

• Security based on access to document-level base system

• Results used for research, responding to HCP questions, etc.
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Thank you!

19


