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& Pharma Customer Experience

3 Actions to Improve
Physician CX Now!
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Pharma CX Methodology

Creating CX
Intentionally

The
Pharma CX -
L
Feedback ﬂ\\\
Managing CX Measuring CX
Proactively Continuously
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Physician CX Decline

The Physician Customer Experience has been
declining over the last decade

AND

is increasingly important to Design, Measure
and Optimize
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2018 Physician Access

Open Payments Litigation FDA CME Opioids International State Policy

Nearly Half of US Physicians Restrict Access
by Manufacturer Sales Reps - New Strategies
to Reach Physicians

E’;\ By Thomas Sullivan Last Updated May 6, 2018
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2019 Physician Access

‘FlERCE Providers Health Tech Finance Payers Regulatory Special Reports Resources m Q

4 Healthcare

Ph‘n’ysicians increasingly too
busy to see pharma sales

reps, report finds

By Joanne Finnegan * Sep 17,2019 11:02am
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2020 Physician Access

WHEN ASKED: “Since March of 2020, how have you interacted with
representatives from Pharmaceutical & medical device manufacturers?”

270/0 of HCPs report having met with a healthcare industry rep since
Only

March of 2020. All other interaction has taken place digitally.

Pharma Rep Interaction as of March 2020

NO INTERACTION

VIDEO CALLS (ZOOM, WEBEX, ETC)

VIRTUAL WEBINAR/SLIDE DECK PRESENTATIONS
TELEPHONE/CONFERENCE CALLS

ELECTRONIC MESSAGING (EMAIL, TEXTS, ETC.)

IN-PERSON MEETINGS

of surveyed physicians consider online videos to be among the most

5 00/ useful resources available when learning about new Rx and treatment
0 options for their patients*
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In-Person Sales Removal

Pharma reps not welcome? More
hospitals, practices granting 'no
access' to salespeople

In fact, more than 55 percent of health system-owned physician
practices banned commercial visits last year, study finds.

@ Beth Jones Sanborn, Managing Editor

NO
ADVERTISING

In the interest of protecting our patient’s health,
this practice does not allow visits from drug reps

i BT T B

ot e A Read the evidence & sign the pledge now at noadvertisingplease.org
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Post-COVID Pharma Engagement

PHARMACEUTICAL TECHNOLOGY

— All Sections Q News Analysis «» Sectors »+ Themes \ Insights »+ Companies v Events Reports

COMMENT | May 21, 2021

Virtual sales reps’ and physicians’
engagement to remain a new
standard post-Covid-19

The Covid-19 pandemic has caused many pharmaceutical companies to think
more critically about their customer engagement practices.

By GlobalData Healthcare
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In-Person vs Virtual Post-COVID

= BAIN & COMPANY (3 Q
SNAP CHART Post-Covid-19, Doctors Want Both In-Person and Virtual Visits with Sales Reps < = Al
Percentage of doctors who preferred Those doctors’ new preference for
in-person visits pre-Covid-19 support post-Covid-19
100% . _ )
— Allvirtual —
80

o/ _| More virtual
47% !  60%

60
Preferin-
person but
40 with less
frequency -
& Still prefer
in-person
0
With medtech reps  With pharma reps With medtech reps With pharma reps

Notes: Respondents to interactions with medtech reps are surgeons; respondents to interactions with pharma reps are office-based physicians; some data sets do not equal 100% due to rounding —
Source: Bain Frontline Plan Now Survey, conducted with Dynata May 13-26 (n=441) = ‘
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Post COVID Interaction

- Doctors’ Changing Expectations of Pharma Are Here to Stay

Although results vary by market, most physicians overall prefer to keep or increase
the share of virtual interactions with pharma companies

Thinking of post-COVID interaction preference with pharma companies
Percentage of respondents (%)
More US doctors (38%) prefer

. 76% prefer to keep or increase :  face-to-face engagement

' reof r
the share of remote interactions N = 404 N =151 N =232

TR

Total Internal Infectious Medical Outpatient Primary Surglcal Germany China
medicine diseases oncology  subspecialties care subspecialties

B Morcremote M Keep the current balance B More face-lo-face
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OMNICHANNEL MARKETING

“PUSH” IS JOINED BY “PULL"
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THE 3 ACTIONS
TO IMPROVE PHYSICIAN CX

CUSTOMIZE INVIDUALIZE PERSONALIZE
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BETTER PHYSICIAN
CUSTOMER EXPERIENCE

Better
More Pull By Connectivity

More Access
With Patients

Drug Onboarding
Clinical Trials

To Physicians

Physicians
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Need More Background on Pharma CX?

_dPeopleMetri
g b The latest from our blog:

paARAA PHARMA CUSTOMER

Lo EXPERIENCE

7 20 SECRETS TO 10X YOUR CX AND _ :

e 00 P o Sean McDade, PhD | Sep 16, 2020 4:06:33 PM
— & BOOST PATIENT OUTCOMES Pharma CX: The Complete What to Do When a Patient Getting Feedback on

Overview for Game- Has a Bad Experience with Patient Support Services —

e SEAN McDADE, PhD e
patens oo o : 2

Click to View Book Click to View Blog
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PHARMA CUSTOMER EXPERIENCE

20 Secrets to 10x Your CX and Boost Patient Outcomes

PHARMA
CUSTOMER
EXPERIENCE

20 SECRETS TO

10X YOUR X AND

BOOST PATIENT oy
OUTCOMES

SEAN McDADE, php

Click Here to Learn More
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Follow Us To Receive More Content Like This

Email: info@peoplemetrics.com
Website: www.peoplemetrics.com

Q0000

@PeopleMetrics www.peoplemetrics.com/px-blog

The Pharma CX Blog
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& Pharma Customer Experience

Thank You for Downloading!

Want to find more content like this? Visit our YouTube
channel to view previous sessions.

Click Here to View More Pharma CX Videos
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