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CRM Platforms for the Biotech Industry
(North America)

Introduction

Customer Relationship Management (CRM) systems have become essential in the biotech
industry for managing interactions with customers, partners, healthcare providers, and other
stakeholders. In North America — which accounts for about 44% of the global pharma/biotech
CRM market — biotech companies of all sizes rely on CRM platforms to coordinate complex sales
processes, support scientific operations, and ensure regulatory compliance. This report provides
a comprehensive overview of CRM platforms available in the North American market that are
suitable for biotech firms, including both enterprise-grade solutions and small/medium
business (SMB)-friendly options. We cover cloud-based systems as well as on-premise
solutions (clearly labeled), comparing their features, integrations, industry-specific modules,
extensibility, compliance support, pricing, market reputation, support quality, and scalability.

Unique CRM Requirements for Biotech Companies

Biotech and life sciences organizations have unique needs that go beyond standard CRM
functionality. Key requirements include:

e Strict Data Security & Compliance: Biotech CRMs must support compliance with regulations like
FDA 21 CFR Part 11, HIPAA, and GxP practices. For example, CRM platforms in this space often
provide audit trails and electronic signature support for Part 11 compliance. Many vendors pre-
validate their CRM for industry rules (e.g. Veeva's Vault CRM Suite is pre-validated for 21 CFR Part
11 and PDMA requirements). Solutions geared to healthcare also often sign Business Associate
Agreements to ensure HIPAA compliance for any ePHI they handle (Zoho CRM explicitly offers HIPAA
compliance as a Business Associate).

¢ Regulatory and Sample Tracking: Biotech companies (especially pharma and diagnostics) require
CRM features to manage drug sample distribution, promotional compliance, and Sunshine Act
reporting. Specialized life-science CRMs provide modules to track sample quantities, lot numbers,
and expirations to comply with the Prescription Drug Marketing Act (PDMA) and similar rules. For
instance, StayinFront’s TouchRx CRM is PDMA-compliant and tracks sampling and inventory for
pharmaceutical reps. Likewise, Synergistix’s CATS CRM focuses on sample accountability and
compliant HCP interactions.
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¢ Scientific Workflow Integration: Unlike generic CRMs, biotech CRMs often need to integrate with
lab and clinical systems. Labs and diagnostic companies may want customer-facing systems tied into
their Laboratory Information Management Systems (LIMS), Electronic Lab Notebooks (ELN), or
clinical databases. This enables, for example, a sales rep to trigger a test order in the LIMS from the
CRM, or to view lab results/status for a client’s project. A case study showed a biotech clinical lab
integrating STARLIMS LIMS with Salesforce CRM to speed up sample requests and results
reporting (Implementation of STARLIMS LIMS v11 at a Biotechnology Company). Similarly, Sapio
Sciences offers a healthcare CRM tightly coupled with its LIMS, providing end-to-end tracking from
test orders to results within one platform.

e Sample & Inventory Management: Biotech firms (particularly those selling lab reagents,
instruments, or therapeutics) need CRM links to inventory systems to manage product availability,
demo equipment, or sample supplies. Some CRM platforms include built-in inventory modules - e.g.,
Zoho CRM offers inventory management features for stock tracking and invoice generation within the
CRM. Others achieve this via integrations with ERP software (for instance, Oracle and SAP's CRM
solutions naturally tie into their ERP inventory modules).

e Partner and Trial Management: Beyond tracking customers, biotech companies often use CRMs to
manage research collaborations, clinical trial sites, and licensing partners. This requires
features to log interactions with scientific partners or investigators, manage complex organization
hierarchies (academic labs, hospitals), and even support due diligence workflows. Specialized
partnering CRMs like Inova are designed for biopharma business development, allowing companies
to track licensing opportunities and alliances in one place.

¢ Extensibility for Niche Workflows: Biotech processes can be highly specialized (e.g. gene therapy
patient coordination or laboratory supply chain management). CRM systems must be customizable
to accommodate niche workflows. Companies often face “customization difficulties for niche biotech
applications” with rigid CRM software. Modern platforms address this with configuration tools or
low-code/no-code environments to create custom modules (Creatio, for example, markets its no-
code platform for pharma CRM to adapt to unique processes). Open-source or on-premise CRMs
(like Odoo or SugarCRM) are also options for heavy customization, as one biotech-focused provider
(InfiniPharma) even adapted the open-source Odoo framework to meet pharma needs.

Given these requirements, it's clear why generic CRMs often fall short for labs or pharma. As one
vendor noted, “most CRMs do not address the unique needs of clinical labs’ sales, marketing
and client service groups,” prompting specialized extensions for tracking hospitals, physicians,
patients, and test orders. Integration challenges with legacy lab systems and data security
concerns are top issues when implementing CRM in life sciences. The following sections detail
the major CRM platforms and how they cater to these needs.

Enterprise-Grade CRM Solutions for Biotech

Large biotech and pharmaceutical companies typically opt for enterprise-grade CRM platforms
that provide robust functionality, scalability, and industry-specific extensions. Most of these are
cloud-based, though some offer on-premise deployment or private cloud options for
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companies that require data to stay in-house. Below we compare the leading enterprise CRM
solutions in North America for biotech:

Veeva CRM (Vault CRM Suite) — Cloud, Life Sciences Specialist

Veeva Systems is often considered the gold standard for life sciences CRM. Veeva CRM (part of
the Veeva Vault CRM Suite) is a cloud-based platform exclusively designed for pharmaceutical,
biotech, and medtech companies. It is “pre-validated for 21 CFR Part 11, PDMA, and [state] drug
distribution laws,” offering built-in compliance features such as controlled vocabulary for field
entries and blocking of non-compliant content.

¢ Key Features: Veeva CRM provides rich industry-specific functionality out-of-the-box. This includes
customer profiling of HCPs/HCOs, territory and account planning tools, sample management
(tracking drug sample distributions), and field force tracking with offline mobility. It also supports
Medical Science Liaisons (MSLs) via modules to manage scientific interactions and capture insights.
Veeva's Strategic Account Management module helps manage complex key accounts like large
hospital systems. Additionally, Veeva offers tailored versions such as Veeva Medical CRM for
medical affairs teams and Veeva CRM Engage for remote detailing.

¢ Integrations & Extensibility: Veeva Vault CRM easily connects with other Veeva Vault applications
for content management, clinical data, and quality, ensuring a unified ecosystem. It also integrates
with common tools like Microsoft 365 (Outlook, Teams) to streamline user workflows. While Veeva is
a closed platform (not built on Salesforce anymore, as Vault is Veeva's proprietary cloud), it provides
APIs for custom integration. The system is highly extensible through configuration (adding custom
fields, workflows, etc.), though deep customization is typically done in collaboration with Veeva's
services.

¢ Deployment: Veeva CRM is cloud-only (multi-tenant SaaS). There is no on-premise option;
however, Veeva's cloud meets stringent security standards and is trusted by large enterprises
globally. Field reps can use its mobile app online or offline, with sync capabilities for remote regions.

e Compliance: A strong selling point of Veeva is compliance support. It has audit trail capabilities and
21 CFR Part 11-compliant e-signatures for sample sign-off and digital forms. The system flags or
blocks entries that could violate compliance (for example, inappropriate off-label phrases) in real-
time to prevent errors.

¢ Pricing: Veeva does not publicly list pricing; it is sold via enterprise subscription (pricing “available
on request”). Costs are generally high, reflecting its specialized value. Typically, it's licensed per
user (e.g. per sales rep) annually, often as part of a multi-year contract.

e Market Reputation & Scalability: Veeva is widely regarded as the leading life sciences CRM in
North America, used by top pharma and many biotech firms. For instance, AbbVie uses Veeva CRM
suite to manage immunology product rollouts. Veeva's reputation is strong for domain expertise and
reliability. It easily scales to thousands of users globally and offers excellent support with life
sciences knowledge. It holds a high average rating (4.4/5 in Gartner Peer reviews) among healthcare
and biotech users.
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IQVIA OCE (Orchestrated Customer Engagement) — Cloud, Life
Sciences Specialist

IQVIA's OCE is another top-tier CRM designed specifically for life sciences. IQVIA (formerly IMS
Health + Quintiles) leverages its deep healthcare data background in OCE, which is a cloud-
based platform for coordinating sales, marketing, medical, and other customer-facing
functions in pharma. Many see OCE as the primary competitor to Veeva in this space.

¢ Key Features: IQVIA OCE provides a unified environment to manage complex multi-channel
engagement with healthcare professionals. It integrates advanced data analytics and Al to provide
“real-time insights” and next-best-action suggestions for reps. It supports account management,
sample tracking, aligned sales/marketing campaigns, and uses IQVIA's vast healthcare datasets
(like prescriber info and sales data) to inform targeting. OCE emphasizes orchestration of
interactions across channels — ensuring that messaging is coordinated between field visits, emails,
virtual meetings, etc...

¢ Integrations: A noted strength of OCE is seamless integration with other systems. It “integrates
seamlessly with existing CRM systems” and data sources, and IQVIA has partnered with Salesforce
to connect OCE with Salesforce’s Health Cloud in some deployments. OCE can pull in data from
IQVIA's proprietary databases (e.g., prescription data, formulary data) for richer analytics. It's built
with a modular architecture, allowing companies to activate only the needed components.

¢ Deployment: OCE is offered as a cloud service (hosted by IQVIA). It is generally multi-tenant but
clients benefit from IQVIA's secure infrastructure. (IQVIA does not advertise an on-premise OCE;
their model is cloud-first, though some components like their compliance modules or data
warehouses might be on client premises if needed.)

e Compliance: IQVIA OCE is designed for global pharma compliance. It enables PDMA-compliant
sample management and can support 21 CFR Part 11 requirements (for instance, capturing e-
signatures for sample deliveries or consent). According to industry commentary, OCE “ensures FDA,
EMA, and WHO compliance” for regulated activities. IQVIA's heritage in clinical research also means
OCE can tie into trial management workflows (e.g., Sanofi used IQVIA OCE to automate follow-up
scheduling with clinical trial investigators).

¢ Pricing: Like Veeva, IQVIA OCE is sold as an enterprise solution with custom pricing. It typically
involves license fees per user and additional costs for data services or modules. Pricing is obtained
via consultation with IQVIA.

e Market Reputation & Users: OCE has been adopted by several large pharma companies as an
alternative to Veeva. For example, Sanofi adapted OCE globally. It's praised for leveraging IQVIA's
deep data assets and Al capabilities to “deliver personalized experiences” and identify trends. In
Gartner Peer Insights, OCE has a strong rating (4.7/5), though with fewer reviews. IQVIA's support
and domain knowledge are well-regarded. Scalability is enterprise-grade — it can support large field
forces and multi-country deployments, with strong performance given IQVIA's cloud infrastructure.
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Salesforce (Sales/Service Cloud & Health Cloud) — Cloud, Highly
Extensible

Salesforce is the world's leading CRM platform and is used by many biotech and pharma
organizations either directly or as a foundation for industry-specific solutions. While Salesforce
is a general-purpose CRM, its flexibility and vast ecosystem allow it to be tailored for biotech
needs. Many life science CRM products (including the original Veeva CRM and some IQVIA
solutions) have been built on the Salesforce platform. Today, companies can use Salesforce’s
own offerings such as Sales Cloud and Service Cloud, alongside the specialized Salesforce
Health Cloud, to address their CRM requirements.

¢ Key Features: Out-of-the-box, Salesforce provides the standard CRM capabilities: contact and
account management, opportunity tracking, workflow automation, and analytics. For life sciences,
Salesforce’s Health Cloud module adds a data model for patients and healthcare providers, enabling
a unified view of HCP interactions and even patient support programs. Salesforce supports
marketing automation (via Marketing Cloud/Pardot) and can manage customer support cases —
useful if a biotech offers diagnostics or devices needing support. A notable feature for biotech
manufacturing firms is integration across supply chain and R&D - Salesforce can unify data across
R&D, manufacturing, and commercial teams on its platform. Companies like AstraZeneca have
embedded custom monitoring tools in Salesforce to track prescriber engagement for therapies,
underscoring its flexibility. Additionally, Salesforce’s Einstein Al can be leveraged for predictive
analytics; in 2024 it even added pharma-specific natural language processing to interpret physician
feedback automatically.

¢ Integrations & Extensibility: Salesforce is known for its extensive integration capabilities. It offers
robust APIs and thousands of third-party apps (AppExchange) including plugins for LIMS, ERP, and
clinical systems. For example, Salesforce has been integrated with lab systems like STARLIMS to
connect sales and lab workflows. Many biotech companies integrate Salesforce with ERP systems
(e.g., SAP or Oracle) for quoting and inventory data. The platform is highly extensible: custom
objects and workflows can be created with clicks or code, and its large network of implementation
partners can build tailored modules (or you can install industry solutions on top of it). Salesforce’s
flexibility is a double-edged sword - it can be configured to do almost anything, but requires skilled
resources to adapt it for very specific biotech use cases.

e Deployment: Salesforce is a cloud-only SaaS (multi-tenant on Salesforce servers). There is no on-
premise option for the core CRM. (Salesforce does have a Government Cloud for highly regulated
data, but for commercial biotech, the standard cloud with appropriate add-ons suffices.) Salesforce
ensures high security and offers data residency options if needed. Offline access is provided via its
mobile app (with caching for offline use, though less seamlessly than Veeva's purpose-built offline
mode).
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e Compliance: Base Salesforce meets general security standards and can log field history, but for full
21 CFR Part 11 compliance companies often must configure additional controls (audit trails,
validation documentation) or use partner solutions. Salesforce can be made HIPAA-compliant - the
company will sign a BAA for enterprise customers, and many healthcare providers use Salesforce for
patient data with proper configurations. There are also specialized packages (e.g., Veeva Vault
QualityDocs or ComplianceQuest on Salesforce platform) to handle GxP document management
with compliance. In practice, large pharma have successfully validated Salesforce-based systems for
regulated processes — Johnson & Johnson uses SAP on the front-end, but AstraZeneca
leveraged Salesforce for certain oncology engagement tracking with added monitoring tools.
Salesforce’s own industry offerings (Health Cloud) target patient data and have features for consent
management and data privacy, which help with compliance.

¢ Pricing: Salesforce is a premium product. For a rough sense, Salesforce Sales/Service Cloud
Enterprise edition is typically in the range of $150 per user/month, and Health Cloud (which
includes additional healthcare features) was cited around $325 per user/month (Pharma CRM
Software: Complete Guide and Top 3 CRMs - Creatio). There are also cheaper editions (and some
startup programs) but costs add up if you include Marketing Cloud, Analytics, etc. Discounts are
common for large contracts, but an SMB biotech might still find Salesforce relatively expensive
compared to SMB-focused CRMs.

¢ Market Reputation & Scalability: Salesforce is highly respected for its innovation and app
ecosystem. In biotech, it's often seen as a platform for those who want maximum flexibility or already
use many Salesforce-based solutions. It can scale from a handful of users to tens of thousands. A
notable trend is that several pharmas use Salesforce indirectly via vertical solutions — e.g., Veeva
CRM historically ran on Salesforce’s platform (though Veeva is now migrating to its own Vault
backend). IQVIA OCE also has elements that integrate with Salesforce. Thus, Salesforce technology
underpins many life science CRMs even when not visible. Support is robust (24/7 for enterprise
customers), and a huge community of consultants and developers exists. However, without a life-
science-specific overlay, a biotech company implementing Salesforce will need to invest in
customization to meet all those unique requirements (or consider Salesforce's emerging Life
Sciences Cloud offerings that combine multiple clouds for pharma).

Microsoft Dynamics 365 — Cloud or On-Premise, Highly Customizable

Microsoft Dynamics 365 (often just “Dynamics” or D365) is another major CRM platform used
in the industry. While Microsoft doesn’'t offer a dedicated biotech CRM product out-of-the-box,
it provides industry accelerator templates and has been used as the basis for solutions like
Indegene’s Omnipresence. Dynamics 365's CRM capabilities (Sales, Customer Service,
Marketing modules) can be configured for biotech/pharma needs, especially for organizations
already invested in the Microsoft ecosystem.
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e Key Features: Dynamics covers core CRM functionality: account/contact management, opportunity
and pipeline tracking, customer service case management, and marketing campaign tools. For life
sciences, Microsoft provides a Healthcare Accelerator (a data model for healthcare scenarios like
patient info, care management) which can be a starting point for custom solutions. On its own,
Dynamics supports features like guided sales processes, quote management, and robust reporting
via Power BI. It may not have built-in sample management or territory alignment specific to pharma,
but these can be built or acquired from third parties. Microsoft has been enhancing Dynamics with Al
as well — an example being the integration of Azure Al to deliver insights (Oracle and Microsoft both
have worked on Al-driven compliance summaries and multi-regional consent management in recent
years). A strong feature is native Outlook and Teams integration - sales reps can track emails or
meetings with HCPs directly from Outlook, and collaborate via Teams, which can boost productivity
(this was referenced for Veeva via Microsoft 365 integration, but Dynamics has it natively as it's all
MS).

¢ Integrations & Extensibility: Dynamics 365 is highly extensible, especially if a company uses
Power Platform (Power Apps/Automate) for custom apps. It integrates naturally with Microsoft's
ERP (Dynamics 365 Finance & Operations) and with Office 365. You can integrate Dynamics with
virtually any LIMS or ERP via its REST API or middleware; plus, many integration partners exist.
Notably, Indegene Omnipresence chose Dynamics as its base — indicating that with the right
extensions, Dynamics can handle omnichannel pharma CRM. Microsoft's open approach also allows
on-premises integration; for example, a company could connect Dynamics CRM to a local database
or legacy system more directly if self-hosted. The ecosystem of third-party add-ons is smaller than
Salesforce’s but still significant, including marketing automation, CPQ (configure-price-quote), and
industry add-ons.

e Deployment: Microsoft Dynamics 365 offers cloud deployment (as part of Microsoft's Azure cloud
services) and also supports on-premise installation (Dynamics 365 can be deployed on a company's
own servers or private cloud for those who need full data control). This dual deployment model is
attractive for companies with strict IT policies or that require hosting data on-site — they can
implement Dynamics in a GxP-qualified environment if needed. Many large enterprises run older on-
prem Dynamics (or its predecessor, MS CRM) for certain divisions, although new implementations
are mostly cloud.

e Compliance: Dynamics CRM can be configured to meet compliance requirements. Microsoft
provides guidelines for 21 CFR Part 11 compliance, and partners like Montera or USDM offer
validation kits. Because you can get into the database in on-prem versions, it's possible to implement
comprehensive audit trails and validation processes. If using the cloud version, Microsoft ensures
high security and will sign BAAs for HIPAA. Indegene'’s version of Dynamics (Omnipresence/Exeevo)
likely comes with compliance support baked in. Out-of-box, Dynamics has basic field auditing and
role-based security, which are building blocks for compliance. Microsoft also introduced a
“Compliance Manager"” toolkit to help configure M365/D365 environments to meet standards. In
summary, Dynamics can be made fully compliant, but it requires the right configuration and
procedures (similar to Salesforce in this respect).
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e Pricing: Dynamics 365 is generally a bit more affordable than Salesforce for similar functionality.
Pricing for the Sales module is typically ~$95 per user/month (for Sales Enterprise), and there are
tiered plans for different functionality. On-premise licensing can be purchased as well (often via
enterprise agreements). However, costs will increase with add-ons (e.g., if you add Marketing, that
can be another fee per tenant or user). Overall it is enterprise software pricing — potentially
significant for large teams, but SMB packages exist (Dynamics 365 Sales Professional at lower
cost/capability).

¢ Market Reputation & Use in Biotech: Microsoft's presence in pharma CRM grew via partners — e.g.,
Indegene (now Exeevo) Omnipresence CRM uses Dynamics and has been adopted by some
biopharma companies. Microsoft itself announced strategic alliances to deliver life sciences CRM
solutions with partners. While Dynamics is very powerful, it historically lagged behind Salesforce in
CRM mindshare. That said, companies already using lots of Microsoft enterprise software might
choose Dynamics for easier IT integration. It scales well and can handle large datasets and user
counts, especially with Azure cloud backing. Support is typically provided via Microsoft and its
partner network — many IT consulting firms are familiar with Dynamics. In North America, Dynamics
CRM is used in segments of large pharmas (often for specific workflows or markets) and by some
mid-sized life science companies that want control or lower cost compared to Salesforce/Veeva. The
Gartner Peer Insights list for Life Sciences CRM includes Indegene’s solution (rated 4.6) which is
essentially Dynamics-based, indicating strong user satisfaction when tailored properly.

SAP Customer Experience (SAP CRM) — Cloud or On-Premise,
Enterprise Suite Integration

SAP offers CRM capabilities as part of its Customer Experience (CX) portfolio (formerly SAP
CRM and C/4HANA). SAP's solutions are typically used by large enterprises that benefit from
tight integration with SAP's ERP, supply chain, and manufacturing systems. In biotech and
pharma, SAP is known more for ERP, but companies like Johnson & Johnson have utilized SAP's
CRM for certain internal processes.

e Key Features: SAP's CRM solution encompasses sales force automation, customer service, and
marketing, though it requires configuration to specialize for life sciences. One advantage for
therapeutics companies is integration with manufacturing and supply chain data. SAP CRM can
pull data on product inventory, order status, and even device usage. A recent development saw SAP
embed device telemetry data into its CRM dashboards, allowing lab equipment to auto-report
usage metrics directly to CRM for proactive service — a unique feature highlighted for lab device
integration. In terms of sales features, SAP supports territory management, contact tracking, and
quotes/orders (especially if tied into SAP ERP, where quotes can convert to orders seamlessly). For
marketing, SAP has tools for campaign management and can leverage its ERP data to segment
customers by purchasing history. However, SAP's out-of-the-box industry content for pharma is not
as rich as Veeva or IQVIA; typically, SAP is used when a company wants a single-vendor solution
spanning ERP and CRM.
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¢ Integrations: The strongest integration is with SAP’s own ecosystem - e.g., linking CRM with SAP
S/AHANA (ERP), SAP Ariba (procurement), or SAP LIMS (if using SAP's manufacturing execution for
labs). This unified backbone can ensure that, say, a biotech equipment supplier's CRM knows exactly
what a customer has purchased and what's in production. SAP also supports integration standards
(OData, SOAP, REST APIs) to connect with third-party systems, but companies often leverage SAP’s
integration middleware (PI/PO or CIP) for connecting external lab systems or data warehouses. An
example of SAP’s integrative approach is Johnson & Johnson adding advanced reporting templates
in SAP's CRM to improve internal data validation workflows — likely feeding compliance data between
CRM and other systems.

¢ Deployment: SAP CRM has on-premise legacy versions (many big pharmas historically ran SAP
CRM 7 on-prem). The newer SAP Customer Experience solutions (which include Sales Cloud, Service
Cloud) are offered as cloud services within SAP's cloud. Companies can choose private cloud or on-
prem deployments for some components if needed, especially since many already host SAP ERP in-
house. SAP's cloud CRM is multi-tenant or single-tenant (enterprise choice), and on-prem versions
can be validated under the company's control.

e Compliance: SAP as a company provides software used in validated GxP contexts (e.g., SAP ERP in
GMP manufacturing). For CRM-specific compliance, SAP would rely on configuration — audit trails,
controlled access, and integration with document management for Part 11. It may not have the out-
of-box Part 11 e-sign like Veeva, but it can integrate with digital signature solutions (e.g., DocuSign
partnered with SAP). Because SAP CRM can be on-premise, companies have full control to validate it
for FDA compliance. HIPAA compliance is also attainable; while SAP CRM isn't commonly storing
patient health info, their systems can be secured to HIPAA standards and SAP has experience with
healthcare providers as well. In sum, SAP CRM can meet compliance needs, but through the overall
SAP framework and project-specific validation.

¢ Pricing: SAP CRM/CX pricing is typically part of larger enterprise license agreements. For cloud, it
might be priced per user similar to Salesforce, but SAP tends to negotiate package deals if you're
using multiple SAP products. It's unquestionably an enterprise price point, likely comparable to other
major vendors on a per-user basis.

e Market Reputation & Usage: SAP's strength is in large, global enterprises and in scenarios where
end-to-end process integration is paramount. For example, Johnson & Johnson used SAP's CRM
to enhance internal validation processes in 2024 - likely because they could integrate quality
data between CRM and other systems seamlessly. SAP CRM isn't as widely deployed in field sales
teams as Veeva/Salesforce in pharma, so its reputation in the pure CRM space is more limited.
However, those who use it appreciate not having to juggle multiple platforms. SAP’s support is
typically channeled through its enterprise support agreements. Scalability is excellent (SAP systems
handle some of the largest companies in the world). One caveat is that user friendliness and agility of
SAP’s CRM have historically been cited as weaker; many users found older SAP CRM interfaces
clunky compared to modern SaaS. SAP has improved Ul in recent cloud versions, but adoption in
biotech remains mostly with huge firms that prioritize integration over Ul.

Oracle CX (formerly Siebel Pharma CRM [ Oracle Sales Cloud) — Cloud
or On-Premise, Enterprise Suite
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Oracle provides CRM solutions through its Oracle Customer Experience (CX) suite, which
includes Oracle Sales Cloud and legacy Siebel CRM. Oracle’s presence in pharma CRM dates
back to Siebel Systems, which pioneered pharmaceutical CRM in the 1990s. Today, Oracle offers
both modern cloud CRM and supports Siebel (on-premise) for those who still use it.

e Key Features: Oracle Sales Cloud (part of Oracle CX) delivers standard CRM capabilities: sales
automation, analytics, customer data management, etc., with the advantage of native integration to
Oracle’s enterprise tools. Siebel CRM (which some larger pharmas still use) had a specialized
Siebel Pharma module with features like call planning, sample inventory, and physician targeting.
Much of that domain functionality can be replicated in Oracle’s current products or via their Life
Sciences templates. Oracle’s CRM analytics are strong, and the platform can incorporate Al for
predictive lead scoring. A unique Oracle strength is in large data handling and workflow
complexity - e.g., Amgen’s Oracle-based CRM was used to facilitate cross-border collaboration in
antibody research, implying the system managed data sharing across regions, perhaps leveraging
Oracle's database strengths. Oracle CX also includes marketing and CPQ modules that can be useful
for biotech equipment sales (configuring complex lab instrument quotes, for instance).

¢ Integrations: Oracle CRM naturally connects with Oracle ERP and databases. This is beneficial for
companies running Oracle E-Business Suite or JD Edwards for manufacturing/finance. Oracle’'s CRM
can also integrate with clinical systems or data lakes, especially if those are on Oracle Database. In
recent times, Oracle has focused on cloud interoperability — they have integration services and APIs
to connect with external systems (even with competitor systems if needed). For example, Oracle's Al
engine delivering compliance summaries to vaccine manufacturers suggests their CRM was
integrated with quality/compliance data systems to produce those summaries. Oracle’s acquisition of
Siebel means they have decades of experience integrating CRM with pharma data sources like IMS
(IQVIA) data, though nowadays that might be handled via IQVIA's own tools instead.

¢ Deployment: Oracle offers cloud deployment via Oracle Fusion CRM (Oracle CX Cloud) and
continues to support on-premise via Siebel CRM. Many large pharma companies historically
deployed Siebel on-premises (and some still do, though many have migrated off). Oracle has
committed to supporting Siebel for existing customers, giving biotech firms an on-prem option if
they already use it and want to maintain control. New implementations might favor Oracle’'s cloud for
a more modern interface and easier updates.

e Compliance: Siebel Pharma CRM was often validated for PDMA sample compliance and Part 11in
the past. Oracle's modern cloud CRM can also be validated, but since it's multi-tenant, companies
would focus on procedural controls and Oracle's compliance certifications. Oracle as a vendor is
well-versed in pharma requirements (Oracle’s clinical trial software and databases are widely used in
FDA-regulated environments). A user can implement e-signatures and audit trails in Oracle CRM, or
integrate to Oracle's quality management solutions. Oracle's reputation in database security also
supports compliance confidence. In summary, with proper configuration, Oracle CRM can meet FDA
and HIPAA requirements (and Oracle likely provides guidance, as they serve many regulated
industries).
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e Pricing: Oracle's CRM is enterprise-priced, typically similar to Salesforce in licensing. Siebel on-
prem licenses used to be very costly but those sunk costs might be amortized for companies that
bought them long ago. For Oracle CX Cloud, expect per-user subscription pricing on par with other
top-tier CRMs. Oracle often negotiates CRM as part of a bundle if a company is also investing in
Oracle ERP, database, or cloud infrastructure.

e Market Reputation & Usage: Oracle's direct CRM market share in life sciences has diminished
relative to Veeva and IQVIA, but it remains in play, especially for mid-sized biotech and specialty
pharma. In 2024, Oracle reportedly “secured multiple deals with mid-sized biotech companies”
seeking integrated solutions that cover clinical trial documentation, sales, and compliance in one
system. This indicates Oracle is positioning its CRM as part of a one-stop solution for growing
biotech firms. Oracle's reputation is strong on the technology front (scalability, robustness) but
historically weaker on user interface and agility. The modern Oracle CX has improved Ul and
analytics. Support for Oracle CRM is typically via Oracle's enterprise support, which is
comprehensive but sometimes reported as less personalized. Many Oracle CRM users also rely on
third-party consultants for enhancements. Scalability is excellent; Oracle’s products handle very
large deployments (Siebel was used by huge global pharma sales forces in the past, so the pedigree
is there). As with SAP, companies that are “Oracle shops” might lean toward Oracle CRM to leverage

existing infrastructure.

Indegene/Exeevo Omnipresence — Cloud (Azure), Life Sciences
Specialist

Indegene Omnipresence (now branded as Exeevo Omnipresence) is a newer entrant
specialized for life sciences, built on Microsoft Dynamics 365. It offers a unified customer
experience platform for pharma, biotech, and medical device companies, covering CRM plus
omnichannel engagement.

¢ Key Features: Omnipresence aims to be "next-generation” by combining traditional CRM with digital
engagement tools. It supports full omnichannel marketing orchestration, virtual engagement (e-
detailing, remote meetings), and Al-driven insights. Focused features include managing HCP
visits, digital content tracking, KOL management for medical affairs, and integration of field and
digital channels. Because it's built on Dynamics, it has robust CRM underpinnings (accounts,
contacts, etc.), with a UX layer that is modern for reps. Indegene emphasizes a “digital-first
approach” — helping emerging biotech companies modernize how they launch products and engage
customers. It covers sales, medical, and even patient support aspects in one platform.

¢ Integrations: As a Dynamics-based solution, it integrates well with Microsoft's ecosystem (Office
365, Teams, Power BI). It also can integrate with common pharma data providers and marketing
tools. Indegene likely pre-built connectors for content management systems and maybe IQVIA data
feeds. Microsoft and Indegene announced partnerships to ensure Omnipresence works seamlessly
with Dynamics 365 and Azure Al services. This means biotech customers can plug Omnipresence
into their Azure cloud environment and connect to other apps (LIMS, ERP) using Microsoft's

integration services.
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¢ Deployment: Omnipresence is offered as a cloud solution, typically hosted on Microsoft Azure. It is
multi-tenant but clients can have isolated environments if needed. Given its Dynamics foundation, an
on-premise deployment could be theoretically possible (if running Dynamics on-prem), but as a
SaaS offering it's generally cloud-managed by Exeevo.

e Compliance: Being life-sciences focused, Omnipresence is designed with compliance in mind. Since
it's built on a Part 11-capable platform and likely includes modules for sample management, it can be
validated. It supports capturing HCP consent for digital interactions and has audit trails for activities.
Indegene advertises compliance with global regulations through the platform’s design. Also,
leveraging Dynamics security and Indegene’s domain expertise, it presumably meets HIPAA and
GDPR requirements for customer data.

¢ Pricing: As a specialized solution, pricing is on request. It likely involves a platform fee plus per-user
pricing, similar to Veeva. Since it competes by offering flexibility, it might be priced competitively for
mid-size deployments or new commercial teams.

e Market Reputation: Omnipresence (Exeevo) has gained recognition as a strong alternative for
companies looking for more flexibility than Veeva or IQVIA. It was rated highly (4.6/5) in Gartner Peer
reviews, albeit by a small number of customers. It's used by some “budding biotech firms” and
device companies to manage product launches and growth. The strategic alliance with Microsoft
boosted its credibility. Support is provided by Exeevo/Indegene, who have life sciences consulting
roots, meaning customers get domain-savvy assistance. Scalability is good (Azure cloud can scale
well; Dynamics is enterprise-class). Omnipresence’s differentiation is the seamless blend of CRM
with modern digital channels — a plus for biotech firms adopting more virtual engagement post-
pandemic.

Other Life Sciences CRM Solutions

Beyond the major players above, there are niche CRM vendors and solutions that cater to
specific needs or smaller organizations in the biotech/pharma space. These include:

¢ Synergistix — CATS (Customer Analysis and Targeting System): A CRM and sample compliance
solution with over 25 years in the industry (Life Sciences CRM Landscape Overview for 2024 and
Beyond). CATS is known for managing sample accountability (tracking samples by quantity, lot,
expiration) and ensuring all field activities comply with pharma regulations. It provides omni-channel
CRM functions and analytics focused on sales force effectiveness. CATS can be hosted (cloud) or
on-premise, and is often used by mid-size pharma or biotech sales teams that need a turn-key
PDMA compliant CRM. Synergistix emphasizes its comprehensive support for sampling programs
and its longevity in life sciences CRM (Life Sciences CRM Landscape Overview for 2024 and
Beyond).
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¢ StayinFront — TouchRx: StayinFront offers TouchRx as a mobile CRM for life sciences with a focus
on field sales execution. It looks and feels like a native mobile app for reps, providing offline access
and an easy Ul for quick adoption. TouchRx includes PDMA sample tracking, inventory
management, call planning, and analytics dashboards. It is cloud-based and used by some
pharma and medical device companies worldwide. StayinFront highlights its configurable nature and
“experienced and responsive support team” with domain knowledge (StayinFront TouchRx Reviews
in 2025). This can be attractive to companies that want a smaller vendor's attention. TouchRx is a
viable option for SMB pharma/biotech or generics companies in North America that need compliance
but not the complexity of Veeva.

¢ Pitcher: Pitcher is an end-to-end sales enablement platform (originally focused on content
management for reps) that also provides CRM capabilities. It is used in pharma for e-detailing and
closed-loop marketing, enhancing how reps conduct sales calls. Pitcher can integrate with an
existing CRM or act as a lightweight CRM itself. It's known for a rich multimedia content experience
and has offline features ("Briefcase” mode). Some biotech commercial teams use Pitcher on top of a
CRM to improve rep productivity.

¢ Media-Soft CRM: Media-Soft is a long-standing independent provider of pharma CRM (with their
AgileCRM or CRM Pharma suite). They offer on-premise or cloud solutions and have been popular
in emerging markets and smaller companies due to cost-effectiveness. Media-Soft includes modules
for sample management, territory management, etc., similar to bigger players, but at a smaller scale.
In North America their presence is limited compared to others, but they do have some clients and a
20+ year history in life sciences CRM.

¢ Close-Up CRM: Close-Up, known for industry data, offers a CRM platform particularly in Latin
America (since 1968). In North America its footprint is smaller, but global companies may consider it
where Close-Up data integration is valued. It's also tailored for life sciences with basic CRM and
analytics.

e Trueblue and Others: Niche products like Trueblue (which provides cloud BI/Al solutions for life
sciences) and Euris (a European life sciences CRM) exist, but they have minimal presence in NA or
are focused on analytics rather than core CRM. Another example is Interactive Medica (by
Wilmington Healthcare), a UK-based CRM for life sciences, occasionally used by specialty biotech
sales teams.

e Open-Source or Custom CRM: A few biotech companies have opted for customizing open-source
CRM platforms (like Odoo or SuiteCRM) to fit their needs. This can be a cost-effective on-premise
route and allows infinite customization (one cited “InfiniPharma” solution adapted Odoo for pharma).
However, it requires internal IT expertise and effort to implement compliance features and
integrations from scratch. Generally, this is seen in startups with tech-savvy teams or very unique
workflows not covered by commercial CRM packages.

Inova Partnering Platform — Cloud, Biotech BD Specialist

While not a traditional sales CRM, Inova’s Partnering Platform deserves mention for biotech
operations teams focused on partnerships, licensing, and R&D collaborations. Inova (based in
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Lyon, with NA presence) provides a cloud-based partnering CRM tailored to life sciences
business development.

e Use Case: Biotech companies use Inova to manage their deal flow and alliances - tracking
potential pharmaceutical licensing deals, research collaborations, and investor interactions. It
centralizes all partnering data (contacts, meeting notes from conferences like BIO, term sheets, etc.)
and provides tools to drive deal-making efficiency. It's essentially a CRM for opportunities other than
product sales.

e Features: Inova offers configurable pipelines for different deal types (e.g., out-licensing a drug
candidate, co-development deals, etc.), analytics on partnering activities, and collaboration features
for internal teams to evaluate opportunities. It also can generate quick reports on the status of deals
and interactions, catering to how BD teams work. There are integrations to import conference
partnering meeting data and to export reports for management. Inova for Biotech specifically is
streamlined for small biotech teams to have all partnering info “in one place” and manage
opportunities efficiently.

¢ Integration & Compliance: Inova can integrate with email (to capture correspondence) and with
databases like Cortellis or BioSciDB for market intel, though its focus is not on lab or ERP systems.
Compliance in partnering is more about confidentiality and tracking obligations; Inova provides
secure data handling and audit trails of who accessed what, but it's not dealing with patient data or
samples. It does, however, help track obligations that might be tied to contracts (e.g., milestones). It
is a multi-tenant cloud (hosted in a secure environment) and meets standard data security norms
suitable for confidential deal information.

¢ Deployment & Pricing: Inova is cloud-only (accessible via web). Pricing is typically subscription per
user or per module, and they often work on an annual license basis. It's targeted at biotech business
development teams, so priced for enterprise use (but scaled to team size).

e Reputation: In the biopharma BD community, Inova is well-known and is used by many companies
(including big pharmas’ partnering divisions and countless biotechs). It doesn't overlap with sales
CRMs like Veeva but rather complements them (some companies integrate Inova with their sales
CRM or ERP to hand off deals once a partnership is signed). It was featured in Gartner’s life science
CRM list as the Inova Partnering Platform. Users appreciate having a purpose-built tool for alliance
management instead of repurposing a sales CRM.

SMB and Mid-Market CRM Options for Biotech

Not all biotech companies require an enterprise-grade system from day one. Smaller biotechs,
startups, and lab instrument suppliers often consider more general CRM platforms that are cost-
effective and user-friendly, then configure or augment them for their needs. Here we look at
CRM options well-suited for small and medium biotech or biotech-related sales, which are
popular in North America:

Zoho CRM - Cloud (with On-Prem option), Affordable & Customizable

© 2025 IntuitionLabs.ai. All rights reserved.

Page 15 of 26


https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=crm-platforms-for-the-biotech-industry.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=crm-platforms-for-the-biotech-industry.pdf

E IntuitionLabs CRM Platforms for the Biotech Industry

Zoho CRM is a comprehensive cloud CRM used by many SMBs across industries, including life
sciences. Zoho has a dedicated “CRM for Life Sciences” offering, highlighting features useful
for medical sales and biotech clients.

¢ Features: Zoho CRM covers 360° contact management, sales pipeline tracking, and workflow
automation. For life sciences, Zoho emphasizes its omnichannel communication (email, phone,
chat, social in one platform) to engage healthcare professionals and organizations. It includes an Al
assistant (“Zia") which can help prioritize leads. Importantly, Zoho CRM has built-in inventory
management capabilities — users can manage product stock, orders, and even raise invoices inside
CRM - which is useful for biotech supply companies or labs managing kit inventories. Its analytics
and dashboards are quite robust for an SMB-focused tool, and it offers customization of fields,
layouts, and processes to fit industry terminology. While it doesn’t natively have pharma sample
management modules, it can be customized to track samples or integrated with Zoho's other apps
(like Zoho Inventory) to fill gaps.

¢ Integrations: Zoho CRM integrates well with the Zoho Suite (apps for email campaigns, customer
support, finance, etc.) and has many third-party integrations. For scientific needs, one could use
Zoho's API to connect to a LIMS or use connectors (though Zoho's marketplace is smaller than
Salesforce’s). Some diagnostics labs use Zoho integrated with their LIS for managing client outreach.
Zoho also supports integration with common tools like Microsoft Office, Google Workspace, and has
mobile apps. It's not uncommon for small companies to integrate Zoho with mailing tools or even
data pipeline tools to pull in usage data.

e Deployment: Primarily cloud (SaaS). Uniquely, Zoho does offer an on-premise edition for its CRM
(for large customers or those needing data on-site), although this is less advertised. Most SMBs use
the cloud version hosted by Zoho. The system is accessible via web and mobile, with good offline
mobile access.

e Compliance: Zoho CRM can be configured for basic compliance. Notably, Zoho will sign a BAA for
HIPAA, and they state that as a Business Associate their platform can be used in a HIPAA-compliant
manner. They don't specifically claim 21 CFR Part 11 compliance out-of-the-box, so a biotech using
Zoho for something like regulated data capture would have to add controls. But for the typical use
(sales/marketing to HCPs), Zoho can handle data encryption and role-based access to safeguard
information. It doesn't include specialized pharma compliance features like sample signature capture
or adverse event tracking, so those would be manual or added via extensions.

¢ Pricing: Competitive tiered pricing. Zoho is known for its affordability — it has tiers ranging roughly
from $20/user/month (Standard) to $65/user/month (Ultimate), with even a free edition for very basic
use. For most SMB biotech uses, the Professional or Enterprise tier (around $35-$50/user/month)
would be chosen to get advanced automation and customization. This is significantly lower cost than
enterprise CRMs, making Zoho attractive to startups or smaller firms. (Zoho encourages contacting
them for customized quotes, especially if bundling with other Zoho products.)
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¢ Market Reputation: Zoho CRM is often praised as a high-value solution for small businesses. In
pharma circles, it's not a household name like Veeva, but the INSIDEA industry blog ranked it
among the top CRMs for pharma companies, citing its comprehensive feature set and customization
for various business sizes. Zoho's support is generally good for SMB (they have 24x5 support and
premier support options). Scalability: Zoho can actually scale to thousands of users, though most
large enterprises opt for other CRMs - still, it means a growing biotech could potentially stick with
Zoho as they expand. Overall, Zoho CRM is a strong option for a biotech that needs a CRM quickly
without breaking the bank, and is willing to do some configuration to map it to biotech workflows.

HubSpot CRM - Cloud, User-Friendly & Marketing-Oriented

HubSpot CRM is a popular choice for startups and small companies due to its free entry point
and strong marketing integration. While HubSpot is not life-science-specific, biotech companies
(especially those in B2B services or selling lab products online) use it for its ease of use and
marketing automation.

e Features: HubSpot's core CRM (which is free for basic features) provides contacts, companies,
deals, and tickets management with unlimited users. Its power comes when combined with
HubSpot's Marketing Hub, Sales Hub, and Service Hub tools - for example, email marketing,
website visitor tracking, landing pages, and customer support. For a biotech equipment or reagents
company, HubSpot can track leads from website inquiries through email nurturing to sales
conversion, all in one platform. It has excellent email campaign and content management
capabilities (things like blogging, SEO, social media scheduling — useful if the company does inbound
marketing). On the sales side, HubSpot includes deal pipeline boards, meeting scheduling, and
even quoting (you can generate simple quotes for customers). It's particularly beneficial for
companies that rely on content marketing and need an integrated CRM+marketing solution.

¢ Integrations: HubSpot has a growing marketplace of integrations (not as extensive as Salesforce,
but decent). It can integrate with Gmail/Outlook, Slack, and many business apps. For biotech-
specific integration, one might connect HubSpot to an e-commerce system if selling lab supplies, or
use its API to link to backend databases of customers. There are also integrations to webinar
platforms, event tools (useful if hosting scientific seminars). While it doesn’t natively integrate with
LIMS, a tech-savvy team could use HubSpot's webhook or API to trigger actions in a lab system
(though this would be custom work). Data export/import is straightforward, which some smaller
companies use to periodically sync with other systems like a LIMS or ERP.

¢ Deployment: Cloud-only, hosted by HubSpot (on public cloud infrastructure). No on-premise
option. Access via browser and mobile app (the mobile app is decent for basic tasks).
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e Compliance: HubSpot now offers certain compliance features for customers in regulated industries.
They can sign a HIPAA BAA for their paid tiers (Enterprise level), meaning a healthcare-focused
company could use HubSpot to store PHI from web forms, etc., under HIPAA compliance. However,
HubSpot is generally not used to store sensitive patient data in biotech — it's more for marketing and
sales contacts (which are usually businesses or HCPs, not patients). For 21 CFR Part 11, HubSpot is
not designed for that — it has no concept of electronic signatures on records or audit trails of data
changes at the level required by FDA for system of record. So it wouldn't be used for something like
clinical data capture. For GDPR and privacy, HubSpot has strong tools (consent tracking, data
retention settings) which help if a biotech is handling contacts in compliance with global data
protection laws.

¢ Pricing: Freemium to mid-range. HubSpot’'s base CRM is free for unlimited users with limited
features. Companies then add paid hubs as needed. For instance, Sales Hub Starter is
$20/user/month, Professional is $90/user/month (with volume discounts), and Marketing Hub is
tiered by number of contacts (e.g., $800/month for 2,000 contacts at Professional). A small biotech
might start free and then invest a few hundred per month for added functionality as they grow.
HubSpot Enterprise (for large teams with advanced features) can become pricey (thousands per
month), but it's generally still considered SMB/midmarket pricing.

e Market Reputation: HubSpot is highly regarded for its user-friendly interface and quick
deployment. It's often recommended for companies that want to get started with CRM without a
dedicated admin - things “just work” out-of-box for standard processes. For biotech, HubSpot
stands out in areas like content marketing (e.g., a genomics tools company attracting customers
through whitepapers and tracking those leads in HubSpot). It was listed among top pharma CRM
options in an industry article, mainly for its support of complex sales cycles and tailored
communications, although one must note its limitations in compliance. Support for HubSpot is known
to be good, and a large user community exists. Scalability is fine for mid-sized companies, but if a
biotech grew into a large pharmaceutical with thousands of reps and very specialized needs, they
would likely outgrow HubSpot. In the interim, though, HubSpot can cover a lot of ground with minimal
overhead.

Pipedrive — Cloud, Sales-Focused and Simple

Pipedrive is a CRM primarily designed for straightforward sales pipeline management, popular
with small sales teams due to its intuitive pipeline interface. A biotech equipment distributor or a
small CRO's sales team might use Pipedrive if their focus is purely tracking leads and deals.

¢ Features: Pipedrive is centered around the visual pipeline — deals move through stages, and the Ul
encourages action (it's built by salespeople for salespeople). It includes contact management, a
calendar for activities, email integration, and basic reporting. Advanced plans add things like
workflow automation, product catalogs (for simple quoting), and revenue forecasts. It doesn’t have
industry-specific features, but it's flexible enough to track, say, lab instruments as “products” and
doctors or labs as "organizations.” Pipedrive recently introduced an add-on for project management,
which could help a biotech track post-sale implementation of a project (useful for CROs managing
sold projects).
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¢ Integrations: Pipedrive has an APl and a modest marketplace. Common integrations include linking
with email (Gmail/Outlook sync), forms on websites, or specialized sales tools. For example, a
biotech supplying products might integrate Pipedrive with MailChimp for email campaigns or with a
quoting tool. Integration with LIMS or ERP would require custom development or third-party
middleware; given Pipedrive's SMB orientation, it's less common in complex integrations.

e Deployment: Cloud (SaaS) only. Access via web and a good mobile app. No on-premise option.
Data is hosted securely in cloud and the system is pretty lightweight to run.

e Compliance: Pipedrive does not target regulated industry compliance. It has basic security (SSL,
role permissions). It would not be used to store patient data or critical regulated info. For a sales
CRM tracking B2B clients, this is usually fine. A biotech using it should ensure not to put any ePHI or
sensitive trial data in it. Pipedrive can comply with GDPR for contact data, but it's not for FDA 21 CFR
11 use.

e Pricing: Affordable. Tiers range from $15/user/month (Essential) up to $99/user/month (Enterprise)
with increasing features. Many SMBs find the $29 or $59 plans sufficient. It's pay-as-you-go with
monthly or discounts for annual.

* Market Reputation: Pipedrive is well-liked by small sales teams for its focus and ease. It was
mentioned in some “"top CRM" lists for pharma SMBs as a tool to consider, likely because of its
simplicity for reps to adopt. However, its functionality is narrower than Zoho or HubSpot - it's best
when you need a lean sales pipeline tool without heavy marketing or service features. Support is
decent (chat/email support from Pipedrive). Scalability is aimed at small to mid-size (a few dozen
users). For a biotech just starting commercial activities or a small lab products firm, Pipedrive can
manage contacts and deals nicely until their needs outgrow it.

Creatio (formerly bpm'online) — Cloud or On-Prem, No-Code Platform

Creatio is a CRM and process management platform that has gained traction for its no-code
customization capabilities. It offers CRM for sales, marketing, and service, and is known for
being highly adaptable to different industries. Creatio has specific solutions and templates for
pharma - e.g., Keen 360's Life Sciences CRM on Creatio Marketplace.

e Features: Creatio’s CRM provides a unified database for leads, contacts, and accounts, with tools
for opportunity management, marketing campaigns, and case management. The standout feature is
the Workflow automation — users can design complex business processes (approvals, notifications,
data processing) without coding. For pharma/biotech, Creatio highlights support for field force
management, sample distribution tracking, and key account management via its vertical
solutions. One article on Creatio’s site lists customer profiling, territory planning, sampling
management, and field engagement tracking as key pharma CRM features, which suggests these
are available either in the core or via templates. Creatio also supports offline mobile access, which is
important for reps in the field. Another benefit is an integrated marketing automation module (email
campaigns, etc.), similar to having a built-in marketing hub.
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¢ Integrations: Being a modern platform, Creatio has APIs and can connect to external systems. There
is a marketplace of connectors and add-ons. For example, connectors to Outlook, Gmail, and various
telephony systems exist. Keen 360 (a partner) provides a pre-configured Life Sciences solution on
Creatio that likely includes integration points typical for pharma (maybe IMS data, or Veeva Network
data?). Since Creatio can be on-prem, integration with on-prem databases or tools is feasible. It's
flexible in terms of connecting with legacy systems due to its APl and the ability to create custom
data objects.

¢ Deployment: Cloud or On-Premise. Creatio offers SaaS hosting, but also allows customers to
deploy on their own servers or private cloud. This is appealing for companies that want more control
(e.g., to host in a specific country or within their corporate data center). The on-prem version would
allow full control for validation if needed. Cloud customers can choose the region of hosting which
might help with data residency requirements.

¢ Compliance: Creatio as a platform can be made compliant, but it does not specifically advertise
built-in pharma compliance. Since it's a flexible system, a company can implement Part 11 controls
(e.g., using its process engine to enforce review/approval steps and log changes). For HIPAA, if on-
prem, the company manages compliance; if cloud, one would need to check if Creatio signs BAAs. Its
data protection and role-based security are solid, and it supports audit logging of user actions. For
GxP use, a validation package would need to be created, but some regulated customers have used
Creatio for processes (there are cases in financial services — similarly regulated - using it). In
summary, it's possible to meet compliance on Creatio, but requires effort just like any general
platform.

¢ Pricing: Mid-range, flexible licensing. Creatio typically charges per user per month for each
module (Sales, Marketing, Service) or offers bundles. Exact pricing is on request and can be tailored
(especially if on-prem license). They often highlight competitive TCO since one can do many
customizations in-house (no-code) rather than hiring expensive developers. For a point of reference,
small deployments might be in the $30-60/user/month range, but enterprise packs with full
functionality can climb. The investment is usually still less than Veeva or Salesforce when
considering the cost of change requests on those platforms.

e Market Reputation: Creatio has a growing presence and has been recognized in Gartner Magic
Quadrants for CRM. In the life sciences context, it's seen as a “right-sized"” solution for companies
that want more control over tailoring their CRM. Gartner Peer reviews show Creatio CRM rated very
highly (4.9/5), though by a smaller number of users, indicating those who adopt it are very satisfied.
Some emerging pharma companies choose Creatio to avoid being locked into bigger vendors'’
workflows. Its no-code ethos means even business users can adjust the system (within limits) - this
agility is a big plus when biotech processes evolve rapidly. Support is provided by Creatio and its
partner network; often local partners assist with implementation. Scalability: Creatio can scale to
large user counts (it's built on robust architecture, and on-prem one can beef up servers as needed).
It's used in 100+ countries, implying reliability at scale. Overall, Creatio is a strong contender for
mid-sized biotech or pharma, offering a balance between out-of-box functionality and
customizability.

Others (SMB/Mid-Market General CRMSs):
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¢ Microsoft Dynamics 365 Business Edition: A lighter version of Dynamics suitable for SMBs
(though Microsoft has been consolidating offerings). If a biotech finds full Dynamics too much, the
Professional tier might suffice with basic capabilities at lower cost.

e SugarCRM: While we mentioned Sugar in enterprise context (Takeda's custom use), SugarCRM is
also popular with mid-market companies due to its openness and on-premise option. An SMB
biotech with a capable IT team could choose Sugar for the freedom to host and modify it. Sugar has
modules for sales, marketing, and support, and a relatively modern interface.

¢ NetSuite CRM+: Oracle NetSuite (a cloud ERP for SMB) includes a CRM module. Some small biotech
supply companies using NetSuite for ERP also use its CRM for a unified system. It's not biotech-
specific, but it covers lead-to-order processes and ties directly into inventory and finance data
(useful for, say, a reagent manufacturer). QBench LIMS notes that NetSuite is a leading integrated
cloud suite including CRM, used in life sciences labs for a holistic solution.

¢ Insightly [ AgileCRM | Other SMB CRMs: There are numerous other affordable CRMs (Insightly,
AgileCRM, Copper, etc.). These are generic and not widely cited in biotech, but a small research lab
service might use them for simple contact tracking. They generally offer less in integrations or
industry features and serve as stepping stones before a company graduates to more powerful
systems.

Integration Capabilities and Extensibility

Integration with other systems is often the linchpin of a successful biotech CRM implementation.
As noted earlier, one of the top challenges is integrating CRM platforms with legacy lab systems
and ensuring data flows smoothly. Here's how the CRM options compare on integration and
extensibility:

e LIMS and Lab System Integration: Enterprise CRMs like Salesforce, Dynamics, and SAP have been
integrated with LIMS/LIS at companies where lab workflows intersect with customer management.
For example, a clinical diagnostics biotech integrated STARLIMS with Salesforce to speed up test
request submissions and result reporting to clinicians. Sapio’s Healthcare CRM actually embeds LIMS
functionality, demonstrating a tight CRM-LIMS linkage for labs. Veeva and IQVIA, being pharma-sales
focused, traditionally integrate less with lab systems and more with content or data feeds, but they
do offer APIs that a company could use to pull in, say, sample statuses. SMB platforms may rely on
middleware (like Zapier or custom scripts) to connect to lab software due to lack of out-of-box

connectors.
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¢ ERP Integration: Nearly all the enterprise solutions (Salesforce, Dynamics, SAP, Oracle, even Veeva
via its Vault or API) can integrate with ERP systems. This is crucial for processes like quoting, order
fulfillment, and inventory checks. SAP and Oracle obviously integrate best with their own ERPs (as
part of their suite). Salesforce often connects to SAP or Oracle ERP through integration middleware
or tools like Mulesoft (owned by Salesforce) — enabling scenarios like a sales rep viewing order
history from SAP within Salesforce. Zoho and HubSpot can integrate with popular SMB ERPs (e.g.,
NetSuite, QuickBooks) using connectors or APls, though with less depth. Having CRM-ERP
integration ensures that everyone from sales to supply chain has a “single source of truth” for
product and customer data.

¢ Scientific & Other Tools: Integration with other scientific tools (ELN, clinical trial management
systems, pharmacovigilance systems) is also considered. Veeva offers integration between its CRM
and Veeva Vault RIM (Regulatory Information Management) and Safety for adverse event tracking,
which is valuable for therapeutics companies to seamlessly pass data from reps to the safety team.
Salesforce and others may integrate with pharmacovigilance systems like ARISg or Argus via custom
development so that, for instance, if a rep logs a medical inquiry or adverse event in CRM, it transfers
to the safety database. For clinical trials, some pharmas use CRM to track investigator relationships
and then sync that with their CTMS (Clinical Trial Management System). Sanofi's use of OCE to
schedule trial investigator follow-ups likely involved integration with their trial systems for site info.

e APIs and Customization: Modern CRMs uniformly offer APIs for extensibility. The ability to
customize (add custom fields, objects, logic) is critical for biotech, as no two companies have
identical processes. Salesforce and Dynamics are leaders in extensibility with large developer
communities. Veeva, while it was on Salesforce, now on Vault platform still allows configuration but is
more controlled — you configure within Veeva's provided tools rather than altering code. No-code
platforms like Creatio provide a balance, allowing deep customization without coding, which can
accelerate adjustments. Open-source or on-prem CRMs like Sugar or Odoo offer the ultimate
freedom to customize in code, but then the user bears the full responsibility for maintenance and
validation. The trend is towards low-code/no-code customization in the CRM world, which benefits
biotech companies by empowering analysts to tweak workflows as regulations or business needs
change, without long IT projects.

In summary, integration and extensibility are strong across the board for enterprise CRMs (with
known integration issues mainly when legacy systems are very dated). SMB CRMs have
decent integration via connectors or simpler APIs — enough for typical needs like syncing an
email marketing list or importing a spreadsheet from a lab system, but perhaps strained if asked
to do real-time lab instrument integrations. Companies should evaluate CRM not as a
standalone, but as part of their digital ecosystem — ensuring any CRM shortlisted has proven
connectivity to the kinds of systems the company uses (or plans to use).

Market Reputation, Support, and Scalability

The North American market for biotech CRM is mature and competitive. It's expected to grow
significantly (projected to nearly $20B by 2033 globally), meaning vendors are investing in
improvements and differentiation. A few points on reputation, support, and scalability:
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e Market Leaders: Veeva and IQVIA are considered the market leaders for enterprise pharma CRM in
North America, with Veeva historically commanding a large share in biotech/pharma sales teams and
IQVIA leveraging its data strengths. Their reputations are strong for delivering industry-specific
value. Salesforce and Microsoft are leaders in the broader CRM space and carry weight due to their
platform robustness; when configured well for biotech, they can be equally powerful (and some big
firms choose them for strategic IT alignment reasons). Gartner Peer Insights and other reviews often
show these leaders with high satisfaction — for example, Veeva CRM and IQVIA OCE both have
positive customer ratings in life sciences.

¢ Niche and Emerging Players: Indegene/Exeevo, Creatio, and specialized vendors like Synergistix
or StayinFront have good reputations within their niche. They may not be as widely known, but
those who use them often cite responsive service and high domain expertise. For instance,
StayinFront’s long tenure (20+ years) and focus on helping companies “do more, know more, and sell
more” indicates a commitment to industry needs (StayinFront TouchRx Reviews in 2025). These
smaller players often differentiate on customer service — a biotech might get more hands-on support
from a Synergistix or Creatio partner than from a giant vendor.

e Support Quality: Enterprise vendors typically offer tiered support (standard, premium) with SLA
options. In practice, vendor support can be augmented by third-party consulting firms for
configuration and ongoing help (especially for Salesforce, Dynamics, and SAP ecosystems). For life
sciences specifics, vendors like Veeva and IQVIA have the advantage of specialized support staff
who understand things like sample compliance or physician data — so issues get resolved with
context in mind. SMB vendors (Zoho, HubSpot, Pipedrive) have more standardized support
(email/chat, with phone support at higher tiers), which is generally sufficient for their scope. When
evaluating CRM, biotech companies value a knowledgeable support team because a CRM downtime
or misconfiguration could mean compliance risks or lost sales. Peer feedback suggests that support
is a factor: StayinFront is noted to be “backed by an experienced and responsive support team”
which is crucial in pharma CRM (StayinFront TouchRx Reviews in 2025).

¢ Scalability: All the listed platforms are scalable, but to different degrees:

o Enterprise CRM (Veeva, IQVIA, Salesforce, Dynamics, SAP, Oracle) — can scale to thousands of
users and large data volumes (millions of records), as proven by global pharma deployments.
They also handle multi-language, multi-region setups and complex org structures.

o Mid-market CRM (Zoho, Creatio, Sugar) - can usually handle a few hundred users or more and
moderately large databases. In North America, we see Zoho and Creatio used by companies up
to at least mid-size without issues. Creatio’s on-prem option means one could scale hardware to

meet growth.

o SMB CRM (HubSpot, Pipedrive) — ideal for smaller teams (tens of users). They can technically
support larger teams, but features and performance are optimized for the SMB use case. For
example, HubSpot with 1,000 users might become costly and perhaps functionally limited
compared to an enterprise CRM at that scale.

o It's worth noting that North American biotech companies often start with an SMB solution and
then migrate to an enterprise CRM as they scale or approach product launch. The market has
witnessed scenarios where a pre-commercial biotech uses HubSpot or Zoho during R&D, then
switches to Veeva or Salesforce when they build a sales force for a newly approved drug.
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e Future-Proofing (Al and Analytics): A final aspect of modern CRM reputation is innovation.
Vendors are adding Al capabilities to improve CRM effectiveness. The life sciences CRM market is
seeing Al-enabled features like automated call summaries, predictive customer targeting, and
intelligent alerts (e.g., flagging unusual prescribing patterns). Veeva, Salesforce, and IQVIA have all
rolled out Al enhancements specifically for pharma (Veeva's Al module for feedback categorization,
Salesforce’s Einstein for pharma language, IQVIA's real-time alerts for off-target usage). Biotech
companies should consider how active a vendor is in developing such features, which can drive
future value. North America tends to adopt these innovations early, and companies like Merck and
Novartis have already piloted Al chatbots and assistants within their CRM environments to great
effect.

Conclusion

In the North American biotech arena, CRM platforms are a critical backbone connecting the
scientific enterprise with its commercial and collaborative efforts. The choice of CRM depends
on company size, functional needs, and regulatory context:

¢ Enterprise-grade solutions like Veeva CRM, IQVIA OCE, Salesforce, Dynamics 365, SAP, and
Oracle offer comprehensive feature sets and proven compliance support. They are suited for larger
organizations or those needing rich pharma-specific capabilities (sample management, HCP
compliance, global scalability). These come with higher investment but also robust reputations and

support networks.

e Specialized life sciences CRMs (e.g., Exeevo Omnipresence, Synergistix CATS, StayinFront,
Inova for partnering) fill important niches — whether it's advanced omnichannel engagement, sample
compliance for mid-tier firms, or R&D partnership management. They ensure that even unique
biotech workflows are covered by a CRM solution without extensive customization.

e SMB and mid-market CRMs (like Zoho, HubSpot, Pipedrive, Creatio) provide affordable, flexible
options for emerging biotechs, diagnostics labs, and equipment suppliers. They can be configured to
meet many biotech needs (especially around sales and basic support), though companies must be
mindful to add any necessary compliance controls and integrate with lab/ERP systems as needed.
Their user-friendliness and lower cost can be huge advantages for small teams getting started.

Regardless of the platform, biotech companies typically need to extend CRMs beyond
“standard” usage — integrating them with laboratory and clinical systems, enforcing data security
at every step, and customizing fields and workflows to track things like sample IDs, trial sites, or
molecule codes. The good news is that modern CRM platforms in North America are equipped to
handle these demands, either through built-in modules or through integration and
customization. As one analysis noted, firms are “intensely focused” on refining and expanding
their CRM offerings for the life sciences sector, ensuring that new features (from Al analytics to
device telemetry integration) continue to emerge to support biotech use cases.

When choosing a CRM, a North American biotech should weigh: fit-for-purpose features,
integration ease, compliance readiness, scalability for growth, and the vendor's track

© 2025 IntuitionLabs.ai. All rights reserved. Page 24 of 26


https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=crm-platforms-for-the-biotech-industry.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=crm-platforms-for-the-biotech-industry.pdf

E IntuitionLabs CRM Platforms for the Biotech Industry

record in life sciences. This comprehensive approach will help align the CRM choice with the
company'’s operational and commercial strategy, whether the goal is to streamline a lab testing
service or to launch the next breakthrough therapy. With the options outlined above, biotech
companies have a rich menu of CRM solutions to pick from — each with its strengths — and can
confidently select a platform that will help them manage relationships and data in a secure,
efficient, and scientifically attuned manner.

Sources:

Astute Analytica (2025). Pharma & Biotech CRM Software Market — Market size, deployment
trends, and NA share.

o GlobeNewswire (2025). Examples of CRM adoption by pharma/biotech (J&J with SAP,
AbbVie with Veeva, etc.); CRM market trends and challenges.

* Veeva Systems — Vault CRM Features Brief. Compliance features (21 CFR Part 11, PDMA) and
productivity features.

o Creatio (2024). Comprehensive Guide to Pharma CRM - Key features of Veeva Vault CRM
and Salesforce for pharma (pricing) (Pharma CRM Software: Complete Guide and Top 3
CRMSs - Creatio).

e Zoho (2025). CRM for Life Sciences — Highlights (inventory management, HIPAA
compliance).

¢ Sapio Sciences (2025). Healthcare CRM — CRM tailored for clinical labs, LIMS integration.

o StayinFront (2025). Life Sciences CRM Solutions — TouchRx platform (PDMA compliant,
sample tracking).

e Gartner Peer Insights (2025). CRM in Life Sciences — Top vendors and user ratings (Veeva
4.4, 1QVIA 4.7, Creatio 4.9, etc.).

* INSIDEA Blog (2024). Top 6 CRMs for Pharma - Included Zoho, HubSpot, Pipedrive, Creatio,
Kapture, Veeva (features and use cases).

e Synergistix (2024). CATS CRM for Life Sciences — Emphasis on sampling compliance and
long-term industry focus (Life Sciences CRM Landscape Overview for 2024 and Beyond).
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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.
Despite our quality control measures, 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 an innovative Al consulting firm specializing in software, CRM, and Veeva solutions for
the pharmaceutical industry. Founded in 2023 by Adrien Laurent and based in San Jose, California, we
leverage artificial intelligence to enhance business processes and strategic decision-making for our
clients.

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