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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
inNfended 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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Medical Information (MIl) come _

Key challenges

Complexity of Information
Management

96% /4% 52%
. . . Efficiency of
Of the companies Of the companies  Of the companies Operations
identified need for identified need for  identified need for
an increase in enhanced cost effectiveness
consistency in alignment of Ml of MI processes
medical responses processes

Customer Experience
Quality

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

improve customer experience |

Atleast 1in 3 HCPs with
their channel experience!

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

*
*

40% of are atfributable to
customer

experience!

Growing pressures on profitability along with increasing
specialized drug launches

mo

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

across other industries

Walmart

‘DnepParcs

N

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 tfrue and committed to providing a magical experience

Building a lifestyle solution not a product
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Digital Transformation of Medical Informati ca "help us achieve

customer centricity while achlevmg non-l

Digital transformation opens-up following opportunities to
achieve customer-centricity in a cost-effective manner...
% Meaningful, Personalized Customer 'll Improvement in content generation
experiences @@ efficiency
. N
% Transparent Omnichannel customer s :
0e0® Reduce cost of compliance
«5w |engagement \J

( ’ Accurate and up to date content accessible _ ,

@ on the goc Increase in self-served queries
’

[ Top Notch Customer Experience ] S [ Operational Efficiency & Scale
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Roadblocks in the existing M

=

Finding The MI
Source

m-

HCP / Non-HCP

- Difficult to locate

*  Many Unauthentic
Sources

* Not available
when and where
users want

» Experiences are
different across

\ channels &

geographies

MI Website

e

E-Mail
Webforms

o NN NN NN NN NN BN EEN EEN BN BN BN BN NN BN NN BN NN BN NN BN NN BN NN BN NN B N Sy,
\-—————————————————————————————_

Contact Channels

MI Case Creation and Update

«  Manual and time
intensive process

MI Query

Management
System

=)

\

Query Management

 Difficult to sustain
query volume

» Effort and human
intensive

+ Spending more
time on admin
tasks, low value
add, simple

\ queries

= WD)

=

Other

Medical \
N o e e  RYRYCALODS | :

N o -

Create / Update SRD
Documents

Content authoring & review

Inefficient content re-use

Manual interventions for template &

styleguide adherence
Compliance management is
refrospective & not exhaustive
Bespoke systems

= )

Content Search &
summarization

Manual and time
intensive process
Siloed processes that are
not standardized

Generate
Response

HCP / Non-HCP
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Role of Technology in Addressin

=

=

HCP / Non-HCP

I

MI Portal with
search capability
& Chatbot

E-Mail
Webforms

o N EER D NI NN SR NN SN NN SN NN SN NN SN NN NN BN NN SN D SR GED GED SR GED D IR RN SN Sy
Q
3
2 O
0 . 3
o
N o o e

Contact Channels

Literature
search/screen &
summarize

7B = )

[ Sources \
! I
Case IPublfQed Embase® !
Management i !
- 1
i E O |
_____ s ! ool Other |
Labels
I MICase | \ Medical
- e o o= = — J ~ Publications _
MI Query
Management
System
LR Create / Update SRD
” Documents
Query Os
Management ==
Content

Management &
Automated authoring

Generate
Response
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Keywords

Coronavirus vaccine

Coronavirus uk vaccine

Covid 19 vaccine side effects

Coronavirus covid vaccine

Corona vaccine uk

Uk covid vaccines

Covid vaccine update uk

Corona virus vaccine

Vaccine for covid-19

Search Volume

1,35,000

14,800

6600

3600

2,900

2,900

2400

1,300

140

COMPANY A

Not Ranking
Not Ranking

88

Not Ranking

Not Ranking

Not Ranking

Not Ranking

Not Ranking

Not Ranking

COMPANY B

Not Ranking
Not Ranking

Not Ranking

Not Ranking

Not Ranking

Not Ranking

Not Ranking

Not Ranking

Not Ranking

COMPANY C

85

18

Not Ranking

35

13

16

10

35

32
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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

7 i
v/
e

Overview of Pharmaceutical Companies Digital Landscape

- Company A Company B Company C Company D | Company E

Literature Search

SRD Search
Capabilities

Congress
posters/presentations

Disclaimers (login
credentials vs pop-up
yes/no to HCP)

Disease Education

Other

v
v

Pop-up Yes/No to
HCP

v

MOA videos,
Pipeline information

v
v

Pop-up Yes/No to HCP

v

Vv
v/

Pop-up Yes/No to HCP

v/

Accredited continuing
education activities;

v Vv
v v

Pop-up Yes/No to HCP  Pop-up Yes/No to HCP

v/ v/

MOA videos, Core Data
Decks, NCCN
guidelines
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Query Management

Increased ingestion :
capability (channels, CD(;’ to enobll.e %mnlchonnel
accuracy, context) ana personaiize
09e, experiences
Qe 1A
Q . Query Ingestion — Ml Expert B Customer Data Platform
What is the Question? -
Number of Questions and auto-fulfi 2 D hi
capabilit emaograpnic
E.'. Live Chat _ ! utk e
- l Automated AE/PQC >
head  Emails / INERCTENe IS SRl Personalized =l Behavioral
- : g : Search Engagement N History
Intelligent Triage Engine  |— ]

- . On-Label/Off-Label
'E Mail/Fax Aueston /@ Engagement

— . Sentiment/Urgency = History
; m Social Past Customer Journey

= Media ' —>  Automated Recommendation® Lii%il Transaction
Web AE/PQC response engine Engine sq History

| J
©] ot @ 8

Consistency Non-Linear Scale Differentiated Personalized and
Experience Omnichannel experiences
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Digital Presence: Chatbot

+ Rule-based or Al-based
conversational chatbot for @ris gibal.

|

1

NLU and |
Knowledge ==} ---

|

|

|

|

meaningful self-service functionality

Service

. Intelligent
NLU Service . - - - - - - -
Triage Engine

1
1
I
1
Intent & 1
|
1
1
1

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

y F:u‘stom Identity
N el Ay dictionary o
+ Trained to answer commonly asked Esp - Training
product specific queries AT
““““ Kiig | @
Corsu -
- Can identify sentiment and urgency "'Pg,.tggues
Italiano
« Avutomated friage engine to filter

AE/PQC and triage questions that
can be answered through
automated engine and Ml agent
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s Bayer Pharmaceuticals Medical Information
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Z / o
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Welcome to Bayer Pharmaceuticals Medical
Information Services

I'm Ami, a virtual assistant designed to
answer your questions about Bayer
products and provide helpful resources.

United States s English H

Before we begin, | just need your name and
email address. This information will only be
used for the purposes of answering your
questions.

Home Submit a Question Report an Adverse Event Additional Resources

Sanofi US Medical Information

WELCOME TO
SANOFI
MEDICAL INFORMATION

Sanofi Medical fion provides heal P with accurate, unbiased, and
balanced evidence-based product information. This website is a resource for healthcare

professionals fo search our medical information database, submit a question, or speak with
a Sanofi healthcare professional.

Let's get started, what is your first name?

1 can oty hlo You chcka Saron Introducing Ami To access via voice, just say:

Pasteur product i suitable for use after a
temperature excursion

Ok Google,
Talk to Bayer
Pharmaceutical

Meet Ami, Bayer's Virtual Assistant for Medical
Information

| cannot report adverse events (AE3) or
product complans_To reportan
e She is here to answer your medical inquiries

at 1-800-633-1610. Altemnatively, for b a
vaccine related AES, contact VAERS or about Bayer products.

for all other AES, contact the EDA.

an

Currently available for Nubeqa® (darolutamide), Mirena®
(levonorgestrel-releasing intrauterine system), Kyleena®
(levonorgestrel-releasing intrauterine system), Skyla (levonorge:
releasing intrauterine system), Vitrakvi™ (larotrectinib), Xofigo
(radium Ra 223 dichloride), and Adempas (riociguat)

Additional products to be available soon.

How can | help you?

Search Product Enter Search Term. Q

Medical Information Home Contact Us

it Contact Medical Information 9 Submit a Question Mon Nov 08,2021 a 101631 am
To speak with a Sanofi Medical Information Healthcare Submit your question to a Sanofi Medical Information Conditiol materials . X
Professional, please contact us at 1-800-633-1610. Healthcare Professional and receive a response via your Please choose from one of the options listed
rabaman ~nraret ininedinn Ahrnal below.
. 4 Not a healthcare professional? Go to the patient o caregiver website. =
P rofes siona I Reso urces Comimaty (COVID-19 vaccine, mRNA) also
n known as Pizer-BioNTech COVID-19 Vaccine
Information

& lilly-emgality.conversationhealth.com i Cont(](_‘t Medlcal Informatlon

@ Celia, Eli Lilly Virtual Assistant ngress Events Publications

Mf! 'm Celié o - : We advise to use the search functionality before contacting the channels below.
Lilly's medical information virtual assistant. yendent Research

I was created to help answer your questions on, and report any issues
with, Emgality.

A4

‘i How can | help you?

(Answer a queston) (Reportan averseevr) Call 800-438-1985° MI Digital Assistant Submit a medical
(; . 5 : "
(Report a product complaint OAMESPMET Monday o Fray Chat Gl et PrEaE Madical question on a Pfizer
Or you can Soraton Teaaiting o iy prescription product
Connect with Pfizer Medical on a Pfizer medicine. The submission will be reviewed during
W, Chat with us our standard business hours.
® Chatwithus Information regarding your medical
L @ Submit a Request question. Click Here
Information Request
Sample/Sales Request
AealiablaMoncFaial 7pm EST & VistUs@tilyMedical To report an adverse event related to the Pfizer-BioNTech COVID-19 Vaccine, and you are not part of a clinical trial* for this product, click th
SE f Eacebook W Twitter link below to submit your information: ) Whiteboard | Fuiscreen snip i}
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i i : Content
Content migration Content Tagging and eleiiensis
and unification Deconstruction Indexing s

&

Authoring

y!
@@ ) L

Self-service Chat/Chatbot  Payor Interactions Contact Center Agent  Social
Web

MSL/HCP
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Literature search

Case Study: IBM Watson Powered Smart 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 youl!



