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Introduction

The pandemic increased the need for more virtual and digital interactions between life sciences enterprises and customers. Enterprises realized that life sciences-specific CRMs were not
built to natively support virtual and digital engagements on a large scale. Additionally, enterprise interactions with target customers were not aligned with customer needs and preferences
owing to suboptimal customer data management and disparate engagement channels, among other platform limitations, leading to inconsistent customer experiences. Customer
experience has become a top priority for enterprises and is pushing them to explore more experience-focused solutions/tools to augment traditional CRM functionalities. Therefore, the
enterprise expectations and technology landscape has been evolving from a traditional CRM mindset to a CX mindset. To cater to these evolving customer expectations, life sciences
enterprises are increasingly leveraging CX platforms that enhance the customer experience across multiple interaction touchpoints, spanning customer data management, content
management, sales and marketing, and real-time analytics and insights.

In this research, we present an assessment of 18 life sciences customer experience platform providers featured on the Life Sciences Customer Experience Platforms (CXP) PEAK Matrix®
Assessment 2023. The assessment is based on Everest Group’s annual RFI process for the calendar year 2022, interactions with leading life sciences customer experience platform
providers, client reference checks, and ongoing analysis of the life sciences customer experience platforms market.

This report includes the profiles of the following 18 leading life sciences customer experience platform providers featured on the Life Sciences Customer Experience
Platforms (CXP) PEAK Matrix:

e Leaders: IQVIA, Veeva Systems, and Salesforce
e Major Contenders: Adobe, Axtria, Exeevo, MediaSoft, Microsoft, Oracle, Pegasystems, SAP, TikaMobile, TrueBlue, Zoho, and ZS Associates

e Aspirants: Creatio, Euris, and StayinFront

Scope of this report

Geography ’ Industry Vendor offering
Global Life sciences (biopharmaceuticals, Customer experience
medical devices, and Contract ——— platforms

Research Organizations (CROs))
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Scope of research | life sciences customer experience platform modules

Customer touchpoints (digital and non-digital)

F2F, telephone, text, e-mail, website, webinar, conference, virtual assistants, social media, and medical journals

Traditional CRM capabiliies ——— > CXP capabilities

Compliance and approval Content creation Intelligent DAM
(MLR) i(modular, scalable, reusable, personalized)§ (Al/ML capabilities)

Content and Digital Asset
Management (DAM)

Engagement Traditional channel Virtual channel Hybrid channel management Channel Stakeholder engagement ;
optimization management management (traditional + digital) optimization (HCP/HCO portals, patient education)
KAM / Account | Territory planning | " Automated compensation and | Real-time sales KPI / |

Sales : . : Sample management : : . : :
management 3 and alignment 3 3 incentive management 3 performance management 3

: Campaign and brand — End-to-end Real-time marketing KPI /
Marketing . ‘ Launch management ‘ ‘ ‘
planning and management 3 3 event management 3 performance management 3

----- CXP modules

Platform tenets

Modular, customizable, 3 e . . | Integration of workflows 3 Interoperable — API integration and
: Unified data integration layer : . " : . . .
and scalable ! ! with traditional systems 3 microservices architecture
Technology enablers
loT 3 Al/ML 5G IT security

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,
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This report has 18 provider profiles/buyer case studies/architecture of the survey
questionnaire, etc.

Provider 1 | life scig ) . T . T
Qverview

Provider 1 | life scig

Company missionivision statement for clinic Case studies

Provider 1 is a healthcars IT organization specia

from data hosting to digital solutions. It develops|

medical device frmsto help them establish Cust H H P R N e P TS 1 N S I ¥ N
(CLI ) Patient Relationship Management PRI | Provider 1 I life scig

Lovidereveraging data i
Overview of the client base Case study 1 i Offerings

journey
Its ciients include Addmedica, alVision, Curaden|
Johnson & Johnson Business challenge N ¥ e PR
) The ciient vanted to launch a pilot to demonstrz Provider 1 | life scie
Customer experience platform revenue Obstructive Pulmonary Disease (COPD), Initiall tal solutions ( Features of key offeringd
project scaling up, this method was becoming i .
USS50-150 million analyze patient data, the dient chose Provider 1 Solution CXP module catered
Solution and impact Solution A Data management an Provider 1 | life sciences customer experience platforms profile (page 5 of 6)

Provider 1 used its Solution Ato develop a com cribzyie

patient follow-up while reducing the cost. A use( Solution B
both onling and offine, enabled the ciient to ff

Recent developments
Data management an
Data management

and insights
the home healthcare visit report . . . . .
Solution € Data management, o Provider 1 | life sciences customer experience platforms profile (page 6 of 6)
PAIVROMPRNTRRIIN  o1tent and Digtal Asset R Everest Group assessment — Aspirant
insights Management DAM) ! Event name Type of event
Event A Partnership
E ngagement optimization Traditiol Measure of capability: () Low ) High

EventB Fartnership [TTT— n & capability

Engagement and
Kan | EventC Partnership Warket adoption Portfolio mix VT mmercial mod

/Qeresl Group™ = @ O O
Marketing Campa
Strengths Limitations
+ Provider 1 provides basic customer experien cs solutions and tools such as Solution A Solution B, and [« Provider 1 lacks an end-to-end vision in developing a modular and scalable platform for customer
R Ct Solution C, tailored specifically for biopharma ceutical and MedTach entemrisas experisnce management

« Itoffers a unified doud platform (P rovider 1 Health Cloud) along with domain-focused platform services such
as consulting and product support

+ The majority of experience-focused functionalities such as channel optimization, real4ime customer 380, and
next-best actions, are either absent or are udimentary

# Best Group® |« Provider 1 can explore parnership opportunties with S1s and technology playersto broaden its offerings and

expand its geographic reach

« It enables multi-channel custom er engagement and provides custom er intelligence by leveraging a varisty of
plug & play functionalities across modules such as content managem ent, social media listening, and WeChat
integration

Provider 1 can reconsider and revamp its product marketing strategy to elevate its industry positioning by
developing more detalled and relevant thought lsadership in the form of case studies, customer success
stories, product documentation, blogs, st

« Itleverages its own marketplace for third-party applications and hasa collaboration platform dedicated to
stat-ups

/Qem;t Group™ o
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Research calendar
Life Sciences Information Technology

Il Published [ Planned [l Current release

Reports title Release date

Social Sustainability in Life Sciences March 2022
Accelerating the Value of Data in Life Sciences March 2022
Clinical Development Platforms Products PEAK Matrix® Assessment 2022 July 2022
Life Sciences Commercial Analytics & Al Trailblazers: Top Seven Start-ups Creating A Buzz in the Life Sciences Commercial Technology Landscape September 2022
Life Sciences Digital Services PEAK Matrix® Assessment 2022 September 2022
Decentralized Clinical Trial Products PEAK Matrix® Assessment 2022 November 2022
Life Sciences Customer Experience Platforms (CXP) PEAK Matrix® Assessment 2023 December 2022
Life Sciences Customer Experience Platforms (CXP) — Provider Compendium 2023 March 2023
Life Sciences Commercial Technology — State of the Market 2023 Q2 2023
Medical Device Digital Services PEAK Matrix® Assessment 2023 Q2 2023
Medical Device Digital Services Provider Compendium 2023 Q2 2023
Life Sciences Commercial Analytics & Al Platforms PEAK Matrix® Assessment 2023 Q3 2023
Life Sciences Commercial Analytics & Al Platforms Provider Compendium 2023 Q3 2023
Life Sciences Specialist Services PEAK Matrix® Assessment 2023 Q3 2023
Life Sciences Specialist Services Provider Compendium 2023 Q3 2023

Note: Click to see a list of all of our published Life Sciences Information Technology reports
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through
today’s market challenges and strengthen their strategies by applying contextualized problem-solving to their unique
situations. This drives maximized operational and financial performance and transformative experiences. Our deep
expertise and tenacious research focused on technology, business processes, and engineering through the lenses of
talent, sustainability, and sourcing delivers precise and action-oriented guidance. Find further details and in-depth content
at www.everestgrp.com.

Everest Group®

With you on the journey

NOTICE AND DISCLAIMERS

IMPORTANT INFORMATION. PLEASE REVIEW THIS NOTICE CAREFULLY AND IN ITS ENTIRETY.
THROUGH YOUR ACCESS, YOU AGREE TO EVEREST GROUP’S TERMS OF USE.

Everest Group’s Terms of Use, available at www.everestgrp.com/terms-of-use/, is hereby incorporated by
reference as if fully reproduced herein. Parts of these terms are pasted below for convenience; please refer
to the link above for the full version of the Terms of Use.

Stay connected

Website
everestgrp.com

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000
Social Media

Yy @EverestGroup
[ @Everest Group

¢) @Everest Group

Everest Group is not registered as an investment adviser or research analyst with the U.S. Securities and
Exchange Commission, the Financial Industry Regulatory Authority (FINRA), or any state or foreign securities
regulatory authority. For the avoidance of doubt, Everest Group is not providing any advice concerning securities
as defined by the law or any regulatory entity or an analysis of equity securities as defined by the law or any
regulatory entity.

Bangalore
india@everestgrp.com
+91-80-61463500

Pe!hi @ @Everest Group All Everest Group Products and/or Services are for informational purposes only and are provided “as is” without
india@everestgrp.com any warranty of any kind. You understand and expressly agree that you assume the entire risk as to your use
+91-124-496-1000 Blog and any reliance upon any Product or Service. Everest Group is not a legal, tax, financial, or investment advisor,

everestgrp.com/blog
London

unitedkingdom@everestgrp.com
+44-207-129-1318

Toronto
canada@everestgrp.com
+1-647-557-3475

This document is for informational purposes only, and it is being provided
“as is” and “as available” without any warranty of any kind, including any
warranties of completeness, adequacy, or fitness for a particular purpose.
Everest Group is not a legal or investment adviser; the contents of this
document should not be construed as legal, tax, or investment advice.
This document should not be used as a substitute for consultation with
professional advisors, and Everest Group disclaims liability for any
actions or decisions not to act that are taken as a result of any material
in this publication.

and nothing provided by Everest Group is legal, tax, financial, or investment advice. Nothing Everest Group
provides is an offer to sell or a solicitation of an offer to purchase any securities or instruments from any entity.
Nothing from Everest Group may be used or relied upon in evaluating the merits of any investment. Do not base
any investment decisions, in whole or part, on anything provided by Everest Group.

Products and/or Services represent research opinions or viewpoints, not representations or statements of fact.
Accessing, using, or receiving a grant of access to an Everest Group Product and/or Service does not constitute
any recommendation by Everest Group that recipient (1) take any action or refrain from taking any action or

(2) enter into a particular transaction. Nothing from Everest Group will be relied upon or interpreted as a promise
or representation as to past, present, or future performance of a business or a market. The information contained
in any Everest Group Product and/or Service is as of the date prepared, and Everest Group has no duty or
obligation to update or revise the information or documentation. Everest Group may have obtained information
that appears in its Products and/or Services from the parties mentioned therein, public sources, or third-party
sources, including information related to financials, estimates, and/or forecasts. Everest Group has not audited
such information and assumes no responsibility for independently verifying such information as Everest Group
has relied on such information being complete and accurate in all respects. Note, companies mentioned in
Products and/or Services may be customers of Everest Group or have interacted with Everest Group in some
other way, including, without limitation, participating in Everest Group research activities.
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