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

Introduction

Geography Industry Vendor offering
Global Life sciences (biopharmaceuticals, 

medical devices, and Contract 
Research Organizations (CROs))

Customer experience 
platforms

Scope of this report

https://www2.everestgrp.com/reportaction/EGR-2022-46-R-5699/Toc
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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 capabilities CXP capabilities

Data
management Data collection Seamless data integration Customer 360 Customer segmentation Dynamic persona creation

Content and Digital Asset 
Management (DAM) Content repository Compliance and approval 

(MLR)
Content creation

(modular, scalable, reusable, personalized)
Intelligent DAM

(AI/ML capabilities)

Engagement 
optimization

Traditional channel 
management

Virtual channel 
management 

Hybrid channel management
(traditional + digital)

Channel 
optimization

Stakeholder engagement
(HCP/HCO portals, patient education)

Sales KAM / Account
management

Territory planning 
and alignment Sample management Automated compensation and 

incentive management
Real-time sales KPI / 

performance management

Marketing Campaign and brand –
planning and management Launch management End-to-end 

event management
Real-time marketing KPI / 
performance management

Real-time analytics and insights

Customer intelligence, chatbots, conversational UI–based BI, NBA, and real-time dashboards

Platform tenets

Modular, customizable, 
and scalable Unified data integration layer Integration of workflows 

with traditional systems
Interoperable – API integration and 

microservices architecture

Technology enablers

Automation Cloud IoT AI/ML 5G IT security

C
XP

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