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User adoption is crucial for maximizing the return on a Customer Relationship Management
system. In fact, companies with a strong CRM adoption program have been shown to achieve up
to 743% ROI on their CRM investments (7 Tips for CRM Adoption Success - Veeva Systems EU).
In life sciences organizations, field teams like sales reps and MSLs often struggle with CRM tools
due to common pain points: resistance to change, poor user experience, lack of training, low
perceived value, mobile usability issues, and more. These challenges — from a complex interface
and data quality problems to insufficient leadership support — can turn a CRM from an asset into
a burden (Overcoming Common CRM Adoption Challenges). The good news is that with the right
mix of technical tweaks, user training, and change management strategies, you can dramatically
boost Veeva CRM adoption across your commercial and medical teams.

Below are 20 practical tips to help your life sciences organization overcome adoption challenges
and encourage your sales representatives, MSLs, and field teams to fully embrace Veeva CRM.

20 Tips to Increase Veeva CRM Adoption

1. Simplify and Optimize the CRM User Interface: Make Veeva CRM as intuitive and frustration-free
as possible. Configure page layouts and fields to match the needs of each user role, and hide or
remove unnecessary fields that clutter the interface. A user-friendly, easy-to-navigate Ul with
minimal complexity will accelerate onboarding and daily utilization (4 Ways Admins Can Encourage
CRM Adoption - Validity). By reducing clicks and focusing the screen on relevant information (e.g.
using Veeva Sunrise Ul or streamlined layouts), you improve the user experience and decrease the
effort required for reps to log their activities.

2. Integrate Veeva CRM with Other Tools and Systems: Integration is key to making CRM part of the
natural workflow. Connect Veeva CRM with email, calendar, medical information systems, and other
platforms so that users don’t have to switch between multiple apps to get their work done. When the
CRM serves as the central hub of information, users are less likely to resort to personal
spreadsheets or other tools (6 Best Practices to Drive CRM Adoption - SugarCRM). Lack of
integration can make the CRM feel like a burden, whereas a unified system streamlines processes
and encourages adoption (Overcoming Common CRM Adoption Challenges). Ensure Veeva CRM is
the single source of truth for customer data and activity tracking in your organization.
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3. Automate and Streamline Data Entry: One big complaint from field teams is the time spent on
manual data entry. Take advantage of Veeva CRM's automation capabilities to reduce repetitive
tasks and guide users through their workflow. For example, use default field values, auto-populate
fields based on prior inputs, and set up workflow rules or prompts (tasks reminders, next-best-
action suggestions) to minimize typing. Automation not only saves time but also reduces errors —
features like automated reminders and triggers can eliminate tedious manual steps, making the
CRM easier to use (Overcoming Common CRM Adoption Challenges). According to best practices,
automation of processes (like call logging, follow-ups, sample inventory updates) helps employees
save time and encourages consistent CRM usage (Overcoming Common CRM Adoption
Challenges).

4. Enhance Mobile and Offline Usability: Field users in pharma spend a lot of time on the road, so
ensure the Veeva CRM mobile app (on iPad or phone) works seamlessly for them. Train users on
offline capabilities so they can log calls and access customer info even with no internet — Veeva CRM
on iPad allows performing all actions offline and then syncing data when back online (Mobile Device
Setup Overview - CRM Help - Veeva Systems). Explore our Veeva Vault mobile interface examples
and check out our comprehensive Veeva CRM training manual. Make sure data synchronization
between mobile devices and the central CRM is reliable to avoid any lost data or duplicates
(Challenges and considerations for mobile CRM adoption.). Also, optimize mobile screen layouts for
simplicity, and consider the device and platform compatibility (iOS, etc.) to guarantee a smooth
experience on all field devices (Challenges and considerations for mobile CRM adoption.). By
addressing connectivity, sync, and usability on mobile, you remove a major barrier to adoption for
field teams who need the CRM on-the-go.

5. Maintain Clean Data and Improve Data Quality: Users will trust and use Veeva CRM more if the
data in it is accurate and up-to-date. Data quality issues - like duplicate HCP entries, outdated
addresses, or missing data — quickly lead to user distrust and avoidance of the system (Overcoming
Common CRM Adoption Challenges). To prevent this, implement data management best practices:
use Veeva OpenData or a master data management process to keep customer data current, schedule
regular data cleansing (merging duplicates, purging obsolete records), and establish clear data entry
standards. Learn more about data quality best practices in our Data Quality Pyramid guide. When the
CRM reliably reflects the real world (e.g. correct physician info, current affiliations, valid license
numbers), reps and MSLs will find it valuable and be more inclined to use it for their planning and
reporting.

6. Provide Useful Templates and Content Within CRM: Boost user productivity (and thereby
adoption) by equipping Veeva CRM with readily accessible tools and content. For example, set up a
library of approved email templates for common communications with healthcare providers, and
prepare quick text snippets for call notes or medical inquiry follow-ups. Explore our HCP engagement
solutions and review our HCP engagement best practices. Having a robust repository of templates
and snippets that are easy to find right inside the CRM makes it simpler for users to complete their
tasks (22 Tips to Increase CRM Adoption). When reps can log a call or send an approved email in
seconds using pre-made content, they'll perceive the system as a time-saver. Similarly, provide
ready-made reports or dashboard views for users so they don’t have to build them from scratch. The
more value and efficiency they get from the CRM's built-in resources, the more they will embrace it.
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7. Leverage Dashboards, Analytics, and Advanced Features: Show users what's in it for them by
surfacing actionable insights through Veeva CRM's advanced features. For instance, utilize Veeva
CRM Mylnsights dashboards to pull together all relevant data (sales figures, call activity, KOL
engagement) into one visual, real-time view (Adopt new CRM's Easily with Judge and Veeva CRM
Mylnsights). View our Veeva Mylnsights dashboard examples and learn about our custom dashboard
development services. This way, reps and MSLs can quickly get a 360° picture of their territory or
accounts without hunting through multiple sources. Additionally, consider enabling Veeva CRM
Suggestions (if available) or similar Al-driven recommendations. These tools act like a “strategic
coach” built into the CRM, analyzing data and suggesting next best actions for the field user (Link).
Early adopters have found that such features help them prep for calls more efficiently and actually
drive higher CRM usage over time (Link). By turning the CRM into a source of insights (not just a data
entry chore), you give users tangible reasons to log in every day.

8. Ensure Reliable Performance and Technical Support: Nothing frustrates users more than a slow or
buggy system. Work with your IT and Veeva support to maximize CRM performance — optimize
sync times, ensure the app is updated to the latest version, and address any technical glitches
promptly. Complex, sluggish, or error-prone systems will feel like an obstacle rather than a tool (4
Ways Admins Can Encourage CRM Adoption - Validity). Monitor the system’s uptime and response
times; if reps complain that saving a call or loading an account takes too long, investigate and fix it
(for example, by cleaning up unused components or adjusting network configurations). Also ensure
robust technical support is available for users when they encounter issues — a quick resolution builds
confidence. A technically smooth experience (fast load times, stable offline sync, minimal crashes)
removes a major barrier to adoption and lets users focus on their jobs instead of troubleshooting the
CRM.

9. Deliver Role-Based Training and Onboarding: Different user groups (sales reps, MSLs, field
managers) use Veeva CRM in different ways. Tailor your training programs to these roles so each
user learns how the system supports their day-to-day activities. For example, train sales reps on call
scheduling, capturing sample requests, and updating opportunities, while training MSLs on recording
scientific interactions or medical inquiries. Hands-on workshops or simulations that mirror real field
scenarios can be very effective (Overcoming Common CRM Adoption Challenges). Also consider
one-on-one coaching for less tech-savvy users or those resistant to change. By focusing on role-
specific use cases and benefits, training will feel more relevant and users will be more likely to adopt
the CRM in practice rather than seeing it as an abstract IT system.

10. Provide Continuous Training and Release Updates: Training shouldn’t be a one-time event.
Ongoing education is vital to keep users engaged and up-to-speed with the CRM’s capabilities (7
Tips for CRM Adoption Success - Veeva Systems EU). Set up a cadence for regular refresher
trainings or Q&A sessions (e.g. quarterly webinars or office hours) to reinforce best practices.
Whenever Veeva releases new features or updates (which happen multiple times a year),
communicate the highlights to your users in plain language - let them know how the new version can
make their work easier. Consider creating short, bite-sized tutorial videos or tip sheets for new
features and publishing them on an internal portal (7 Tips for CRM Adoption Success - Veeva
Systems EU). This kind of release management ensures field teams are aware of enhancements and
can take advantage of them. Consistent communication and training around updates will prevent
users from stagnating in old habits and help them continuously improve their CRM skills.
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11. Offer Just-in-Time Support Within the App: One powerful way to boost adoption is to assist users
at the moment of need. Instead of relying only on classroom training or manuals, embed help directly
into Veeva CRM. For example, using tools like Mylnsights or a digital adoption platform, you can
provide in-app guides or videos that show how to complete a task when a user gets stuck (Adopt
new CRM'’s Easily with Judge and Veeva CRM Mylnsights). A rep who forgets how to log a call or find
an account detail can click a small help icon and immediately see a quick tutorial without leaving the
app (Adopt new CRM's Easily with Judge and Veeva CRM Mylnsights). This just-in-time training
shortens the learning curve and prevents frustration. One case study showed that adding short in-
app videos for key Veeva features turned the scenario of “l can't remember how to do this, forget it"”
into "Oh, here's how — done!” (Adopt new CRM'’s Easily with Judge and Veeva CRM Mylnsights)
(Adopt new CRM's Easily with Judge and Veeva CRM Mylnsights). Integrating contextual help and
FAQs inside the CRM builds user confidence and encourages people to use the tool independently,
knowing assistance is always a click away.

12. Create a Strong Support Network (Super-Users and Champions): In addition to formal training,
leverage peer support to drive adoption. Identify a group of CRM champions or super-users in each
region or team — these are people who are enthusiastic and adept at using Veeva CRM. Learn about
effective territory management strategies and view our territory planning dashboard examples.
Provide them with advanced training so they can help others and answer questions in the field. When
end-users have a go-to peer who can help troubleshoot an issue or share a pro-tip, they feel more
supported. Champions can also model proper usage and share success stories. Many organizations
find that having local champions and “power users” fosters a community of practice and sustains
higher usage levels (6 Best Practices to Drive CRM Adoption - SugarCRM). For example, if a rep
struggles with recording a sample drop, a champion on their team can step in to show how to do it
correctly, in turn reinforcing the habit. Building this internal community of Veeva CRM expertise will
significantly boost overall adoption.

13. Involve End Users and Gather Feedback Early: People support what they help create. From the
very beginning of any CRM improvement initiative, involve actual field users in the process. Solicit
feedback through surveys, interviews, or informal check-ins to understand what they find
cumbersome or valuable in Veeva CRM (6 Best Practices to Drive CRM Adoption - SugarCRM). This
will highlight existing barriers and ideas for improvement. When planning new configurations or
workflows, consider running a pilot with a small group of reps/MSLs and incorporate their
suggestions before a full rollout (Link). Not only does this approach result in a CRM that better fits
users' needs, it also makes the users feel heard and invested. As Veeva's experts note, capturing
user feedback and acting on it keeps users engaged and can surface potential adoption drivers you
might not have thought of (7 Tips for CRM Adoption Success - Veeva Systems EU). Regularly
communicate back to the field what changes are being made based on their input — this closing of
the feedback loop builds trust that the CRM program is a partnership between end-users and
leadership.
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14. Secure Leadership Support and Lead by Example: Executive sponsorship and management buy-in
are critical to any change management effort. Leaders should actively promote the use of Veeva
CRM and demonstrate their commitment to it. This means, for instance, sales managers should
themselves use the CRM for reviewing team performance and account status, rather than asking for
separate spreadsheets. When managers and executives consistently lead by example in using and
talking about the CRM, employees are far more likely to follow suit (Overcoming Common CRM
Adoption Challenges). Also, leadership should set clear expectations that using the CRM is the
standard way of working. Highlighting CRM usage in team meetings or including it in performance
evaluations (e.g. tracking call entry rates in KPI discussions) underscores its importance. As one set
of best practices put it, managers and execs must set the example - their behavior signals to the
teams that CRM usage is not optional (22 Tips to Increase CRM Adoption). Coupling this with
providing resources (time for training, tools, etc.) creates an environment where adopting the CRM is
the path of least resistance endorsed from the top.

15. Communicate the “Why" and the Benefits to Users: Field teams are often skeptical of CRMs,
viewing them as micromanagement tools for headquarters. It's crucial to change this perception by
clearly communicating what's in it for them. Explain to your reps and MSLs how using Veeva CRM
helps the organization achieve strategic goals and how it helps them be more effective in their roles
(7 Tips for CRM Adoption Success - Veeva Systems EU). For example, emphasize that by logging
interactions and capturing data, they are contributing to a 360° customer view that can enable better
tailored engagements (leading to more sales or better HCP relationships). Share concrete success
stories or quick wins: e.g., "Last quarter, Sarah leveraged the CRM's analytics to prioritize her calls
and saw a 15% increase in new prescriptions” — this shows peers the practical value. Regularly
communicating benefits and celebrating improvements attributable to the CRM can turn around
resistance. When users see the CRM as a tool that helps them sell more or engage better, rather
than just a reporting mandate, their adoption naturally increases.

16. Use Incentives and Gamification to Motivate Usage: Sometimes a little friendly competition or
reward can spark engagement. Consider implementing incentives for CRM usage that align with your
business goals. This could be as simple as public recognition for 100% timely call reporting or a
small reward for teams with the most complete data. Gamification tactics - like contests or
leaderboards showing, for instance, the countries or reps with highest CRM login hours or best data
quality — can tap into people’s competitive spirit (7 Tips for CRM Adoption Success - Veeva Systems
EU). One idea is running periodic “CRM challenges” (e.g. a contest for who can log all their calls and
add at least 3 new contacts in a month). Ensure the competition stays healthy and tied to meaningful
metrics (quality over quantity). Rewards and recognition, even just shout-outs in meetings, go a long
way in motivating staff to embrace the CRM (4 Ways Admins Can Encourage CRM Adoption -
Validity). By making adoption a fun and rewarding experience, you catch more bees with honey —
turning a compliance task into an engaging activity.
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17. Embed CRM into Daily Processes and Mandate its Use (Softly): To achieve full adoption, Veeva
CRM should be woven into the fabric of daily field operations. Design your business processes such
that using the CRM is a natural, required step. For example, if reps must use Veeva CRM to plan their
calls or retrieve the latest marketing materials, it becomes indispensable. Likewise, discourage or
eliminate alternative methods that bypass the CRM - for instance, if some reps track interactions in
Excel or notebooks, provide them with an easier way in CRM (such as a custom Planning tab) and
phase out the old method (6 Best Practices to Drive CRM Adoption - SugarCRM). Managers should
reinforce this by only accepting reports or information if it's in the CRM. As one expert advises,
don't ask salespeople for data that already exists in the CRM; insist they log it there and pull reports
from it (22 Tips to Increase CRM Adoption). You can implement small enforcements like requiring
sample inventory updates via CRM (instead of email) or having sales forecasts submitted through the
CRM. When the organization’s message is "if it's not documented in Veeva, it didn't happen,” users
are driven to work inside the system. Be careful to pair this mandate with adequate support and
training, so it's seen as a helpful change, not just an edict.

18. Develop a Formal Change Management Plan: Increasing CRM adoption is as much about change
management as it is about technology. Create a structured plan that addresses how you will manage
the human side of this change. This includes clearly defining the change (e.g. moving from an old
CRM or process to Veeva), understanding who is impacted, and outlining how you will support them.
Have a change management plan that involves early communication, training, and transition
support (Link). For example, if introducing a new Veeva CRM feature, consider starting with a pilot
group, gathering user input, and making adjustments before rolling it out broadly (Link).
Communicate early and often about upcoming changes so people know what to expect. Importantly,
address the emotional aspect — some users might fear a new system as increased oversight or loss
of control. Reiterate that the CRM is not about extra control but a tool to help them succeed (Link).
By planning for user adoption with techniques like ADKAR (Awareness, Desire, Knowledge, Ability,
Reinforcement) or similar frameworks, you proactively mitigate resistance. A thoughtful change
management strategy will smooth the adoption curve significantly.

19. Measure Adoption Rates and Celebrate Progress: You can’t improve what you don't measure.
Define clear metrics for CRM adoption and track them regularly (Link). Common measures include:
login frequency, percentage of calls or meetings logged, records updated per rep, and data
completeness (e.g. how many customer profiles have email addresses filled). Veeva CRM allows
creation of usage dashboards — take advantage of that by building an adoption dashboard that
management can review. Keep an eye on these numbers overall and by team to spot areas that need
attention. For instance, if one region has much lower login rates, you can investigate why and
address it. Sharing these metrics can also motivate teams (nobody wants to be at the bottom of the
leaderboard for usage). Make sure to tie adoption metrics back to business outcomes where possible
(for example, "Teams with higher CRM usage saw 10% higher call productivity”). When you see
improvements — say, a jump in usage after a training initiative — celebrate that progress with the
team. This reinforces the behavior and shows that leadership cares about and monitors adoption.
Regular measurement and feedback create accountability and provide insight into where to focus
your adoption efforts next (Four Steps to Measure Veeva Vault and Veeva CRM End-User Adoption -
Veeva).
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20. Continuously Refine and Sustain the Adoption Program: CRM adoption is not a one-and-done
project; it's an iterative process that should be continually refined (7 Tips for CRM Adoption
Success - Veeva Systems EU). Establish an ongoing governance or CRM excellence team that meets
to review adoption metrics, user feedback, and new ideas. Adjust your strategies as the
organization’s needs evolve. For example, as users become more comfortable, you might evolve your
metrics from basic login rates to more advanced usage of CRM features (7 Tips for CRM Adoption
Success - Veeva Systems EU). Solicit new feedback periodically and keep communication channels
open — perhaps a quarterly user forum or a feedback mailbox for CRM suggestions. Communicate,
communicate, communicate - keep CRM usage on the agenda in meetings, newsletters, and
training updates. Over time, also look for opportunities to innovate and add value (new integrations,
analytics, or even fun competitions) to keep the system fresh and useful for users. By treating CRM
adoption as an ongoing program rather than a one-time push, you ensure that initial gains are
sustained and that the CRM continues to deliver increasing value to both the company and the users
over the long haul.

Conclusion

Improving Veeva CRM adoption in a life sciences organization requires a balanced approach
addressing technology, people, and process. By implementing the practical tips above — from
simplifying the user experience and providing targeted training, to incentivizing usage and
leading with strong change management — you can overcome common adoption barriers like
poor UX, lack of training, and resistance to change. The key is to make the CRM not just a
mandate from management, but a valuable daily tool for your field teams. When sales reps and
MSLs see that the system saves them time, keeps all their information in one place, and
ultimately helps them engage customers more effectively, their perceived value of the CRM will
rise. Combined with top-down support and continuous improvement, these strategies will drive
higher user engagement and turn Veeva CRM into a powerful asset for your organization's
commercial success. By investing in user adoption, you ensure that your CRM investment truly
pays off in better data, better decisions, and better customer relationships.

Sources: The tips above are informed by industry best practices and expert insights on CRM
adoption, including guidance from Veeva Systems (7 Tips for CRM Adoption Success - Veeva
Systems EU) (7 Tips for CRM Adoption Success - Veeva Systems EU), consulting analyses on
common CRM challenges (Overcoming Common CRM Adoption Challenges), and real-world
success strategies for user engagement and training (Adopt new CRM's Easily with Judge and
Veeva CRM Mylnsights) (Overcoming Common CRM Adoption Challenges). By learning from
these resources and tailoring the ideas to your organization’s culture, you can significantly boost
Veeva CRM adoption across all your teams.
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IntuitionLabs - Industry Leadership & Services

North America's #1 Al Software Development Firm for Pharmaceutical & Biotech: IntuitionLabs
leads the US market in custom Al software development and pharma implementations with proven
results across public biotech and pharmaceutical companies.

Elite Client Portfolio: Trusted by NASDAQ-listed pharmaceutical companies including Scilex
Holding Company (SCLX) and leading CROs across North America.

Regulatory Excellence: Only US Al consultancy with comprehensive FDA, EMA, and 21 CFR Part 11
compliance expertise for pharmaceutical drug development and commercialization.

Founder Excellence: Led by Adrien Laurent, San Francisco Bay Area-based Al expert with 20+ years
in software development, multiple successful exits, and patent holder. Recognized as one of the top
Al experts in the USA.

Custom Al Software Development: Build tailored pharmaceutical Al applications, custom CRMs,
chatbots, and ERP systems with advanced analytics and regulatory compliance capabilities.

Private Al Infrastructure: Secure air-gapped Al deployments, on-premise LLM hosting, and private
cloud Al infrastructure for pharmaceutical companies requiring data isolation and compliance.

Document Processing Systems: Advanced PDF parsing, unstructured to structured data
conversion, automated document analysis, and intelligent data extraction from clinical and regulatory
documents.

Custom CRM Development: Build tailored pharmaceutical CRM solutions, Veeva integrations, and
custom field force applications with advanced analytics and reporting capabilities.

Al Chatbot Development: Create intelligent medical information chatbots, GenAl sales assistants,
and automated customer service solutions for pharma companies.

Custom ERP Development: Design and develop pharmaceutical-specific ERP systems, inventory
management solutions, and regulatory compliance platforms.

Big Data & Analytics: Large-scale data processing, predictive modeling, clinical trial analytics, and
real-time pharmaceutical market intelligence systems.

Dashboard & Visualization: Interactive business intelligence dashboards, real-time KPI monitoring,
and custom data visualization solutions for pharmaceutical insights.

Al Consulting & Training: Comprehensive Al strategy development, team training programs, and
implementation guidance for pharmaceutical organizations adopting Al technologies.

Contact founder Adrien Laurent and team at https://intuitionlabs.ai/contact for a consultation.
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DISCLAIMER

The information contained in this document is provided for educational and informational purposes only.
We make no representations or warranties of any kind, express or implied, about the completeness,
accuracy, reliability, suitability, or availability of the information contained herein.

Any reliance you place on such information is strictly at your own risk. In no event will IntuitionLabs.ai or
its representatives be liable for any loss or damage including without limitation, indirect or consequential
loss or damage, or any loss or damage whatsoever arising from the use of information presented in this
document.

This document may contain content generated with the assistance of artificial intelligence technologies.
Al-generated content may contain errors, omissions, or inaccuracies. Readers are advised to
independently verify any critical information before acting upon it.

All product names, logos, brands, trademarks, and registered trademarks mentioned in this document are
the property of their respective owners. All company, product, and service names used in this document
are for identification purposes only. Use of these names, logos, trademarks, and brands does not imply
endorsement by the respective trademark holders.

IntuitionLabs.ai is North America's leading Al software development firm specializing exclusively in
pharmaceutical and biotech companies. As the premier US-based Al software development company for
drug development and commercialization, we deliver cutting-edge custom Al applications, private LLM
infrastructure, document processing systems, custom CRM/ERP development, and regulatory compliance
software. Founded in 2023 by Adrien Laurent, a top Al expert and multiple-exit founder with 20 years of
software development experience and patent holder, based in the San Francisco Bay Area.

This document does not constitute professional or legal advice. For specific guidance related to your
business needs, please consult with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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