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Background and scope of research

Scope of this report:
Geography Industry Services
Global Life sciences 

(biopharmaceuticals, medical 
devices, and Contract Research 
Organizations (CROs))

CX, CRM and CXP

The COVID-19 pandemic, coupled with other industry drivers (increased preference for digital engagement, consumerism, etc.), influenced the shift in investment priorities of life sciences 
enterprises toward Customer Experience (CX). Given that traditional Customer Relationship Management (CRM) platforms are not positioned to deliver a true hyper-personalized 
customer experience, this necessitates the transformation of CRM to Customer Experience Platform (CXP). Moving towards a CXP allows life sciences enterprises to not only ensure an 
optimal experience across all customer touchpoints but also unlock both business and operational benefits (customer loyalty, access to real-time customer insights, etc.). CRM platform 
vendors, both cross-industry and life sciences-specific are looking to address this shift by developing end-to-end CXP functionalities with a focus on delivering superior experience.

This report highlights:
 Industry’s shift towards customer-first approach
 Transformation of CRM to CXP
 Supplier landscape
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Key takeaways

COVID-19 influenced the shift in life sciences enterprises’ business priorities – customer experience tops the investment priority list

Most of the CX-related investments trigger the transformation of traditional CRM to CXP

CXPs enable life sciences enterprises to deliver a true hyper-personalized omnichannel customer experience

Life sciences CRM market is estimated to grow at a CAGR of 11-13% from 2017-21

Verticalized CXP vendors capture a larger pie of the overall life sciences CRM market

CXP vendors are evolving their offerings to support the customer-first approach of the life sciences industry. While life 
sciences-specific vendors offer a single cloud solution, cross-industry vendors address this opportunity by offering multiple cloud solutions
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This study offers three distinct chapters providing a deep dive into key aspects of customer 
experience platform market; below are four charts to illustrate the depth of the report

Customer experience is a top business priority for life sciences enterprises Shift from traditional CRM to CXP

Current state of CXP adoption in life sciences industry Overview of life sciences CXP market

Pre-COVID-19

Key life sciences enterprises’ business priorities

Present 1 2 3 4 5

Customer 
experience

Increase
revenue

Innovation Launch new 
products/services

Organizational 
agility

4 1 2 3 5

Created by popcornartsfrom the Noun Project

Source: Harvard Business Review Analytic Services Survey (2020)

Current adoption Demand driver Impact

COVID-19 Focus on CX Business Operational Cost

Customer 360

Omnichannel engagement

Real-time analytics 
& insights

Remote engagement

Event management

Content and digital 
asset management
Conversational 
UI-based BI

Low Medium High

Traditional CRM CXP

Stakeholders

Outcomes

Customer persona

Functionality

Essentially a system of record of customer interactions to monitor 
and analyze sales and marketing activity, through transactional 

reports and dashboards

Streamline and automate sales & marketing operations, monitor 
sales performance and productivity, customer acquisition  

Incomplete, disjointed, and fragmented view of the customer 
based on historical sales & marketing personnel interactions

Healthcare providers and distribution networks 

Provides a distinctive omnichannel customer experience by 
synchronizing efforts across all customer touchpoints

Personalized content, consistent customer experience, better HCP 
engagement, greater market share, customer loyalty and retention

Customer 360 view including personal preferences, social media 
presence, past interactions, response rate, webinar activity, etc.

Patients, healthcare providers, and distribution networks 

Estimated life sciences CXP market size 
2017-2021, US$ billion XX% CAGR

Estimated life sciences CXP market by industry segment
2021; percentage of total

 Growth in the life sciences CXP market is estimated at a CAGR of 14-16% from 2017 to 2021 primarily driven by the shift in life sciences 
enterprises business priorities towards customer experience

 Nearly 76% of the life sciences CXP market is contributed by the biopharma industry followed by the medical devices industry

2.1

3.7

2017 2021

~14-16% 100% = US$ 3.7 billion

Biopharma
72-76%

Medical devices
24-28%
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