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Executive Summary

Post-implementation optimization of Veeva Systems is critical for life sciences companies to fully realize return
on investment (ROI) and sustain system health after go-live. Veeva's SaaS model delivers frequent product
updates, and without disciplined follow-up many organizations see low feature usage (one study estimates 70%
of enterprise features go unused) and frustrated users (!'' whatfix.com). In contrast, robust adoption
frameworks can drive very high ROl — one Veeva report notes companies with mature adoption programs
achieved up to 143% return on their CRM investment (?/ www.veeva.com). This report examines how
organizations can continually tune and improve their Veeva Vault and CRM deployments through structured
health checks, ongoing performance optimization, and rigorous adoption measurement. We review best
practices and frameworks (e.g. structured release management, end-user surveys, performance testing), detail
tool-supported approaches (performance dashboards, usage analytics objects), and highlight case studies
(such as a global pharma achieving 100% study adoption and “saving millions" with Veeva eCOA (!
www.veeva.com)). We discuss perspectives from Veeva's own best-practice recommendations (!

www.veeva.com) (2! www.veeva.com), Salesforce expertise (1) www.salesforceben.com) (16!

[71

www.salesforceben.com), industry research (/') whatfix.com) (/) www.teamgate.com), and independent analysts.

Our analysis underscores that post-go-live is not a one-time effort but a continuous journey of monitoring

L www.salesforceben.com). With emerging trends such

people, process, and technology ('°/ www.veeva.com) (!
as Vault CRM, Al-driven features, and advanced analytics, optimizing Veeva post-implementation will remain a

strategic priority for years to come.

Introduction and Background

Veeva Systems is a leading cloud software provider serving the global life sciences industry, offering CRM,
content management (Vault), and specialized applications (RIM, Quality, etc.). Founded in 2007, Veeva has
grown to hundreds of millions in revenue (FY2024 ca. $2.36B (!'°! irveeva.com)) and thousands of customers,
and is widely regarded as the industry’s top CRM solution for pharmaceutical and biotech sales and medical

191irveeva.com). However, merely installing Veeva is not enough; continuous

teams (" www.veeva.com) (!
optimization is needed once an implementation goes live. In a SaaS model like Veeva's, the vendor pushes out
major releases (typically quarterly), and “clients must manage these updates on their end according to the

vendor's schedule” (I"?) www.fme-us.com). Each update and new feature must be integrated into the company’s

processes and adopted by users.

Despite heavy investment, many organizations struggle to sustain adoption after go-live. Studies suggest as
much as 70% of software features remain unused (/"' whatfix.com), and roughly 78% of employees lack the
expertise to fully utilize their tools (') whatfix.com). In pharmaceutical companies — where compliance and
customer engagement are critical — poor adoption translates directly into wasted spend. Industry thought
leaders emphasize that adoption is not a “nice to have” add-on metric; it is the bridge between technology
investment and business ROI (I'°! whatfix.com). This report therefore focuses on the post-implementation phase:
ensuring Veeva's workflows run smoothly (system health check), that performance bottlenecks are eliminated
(tuning), and that user engagement and ROl are measured and driven (adoption analytics).

We organize this report into sections addressing Health Check Frameworks, Performance Tuning, and
Adoption Measurement, with data-driven insights and case examples under each. We review multiple
perspectives, including vendor guidance from Veeva's customer-success teams (/! www.veeva.com) (%)
www.veeva.com), general CRM best practices, and digital adoption research. The report covers historical context
(how Veeva and SaaS adoption evolved), the current state (industry benchmarks and tools), and future outlook
(new features like Al-driven CRM assistants). Every claim and recommendation is backed by credible sources.
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We also include illustrative tables summarizing key activities and metrics. Ultimately, this comprehensive
analysis will guide organizations in making concrete improvements to their Veeva environments after launch.

Health Check Frameworks for Veeva Systems

A health check is a structured assessment of an implemented system'’s state, covering technical configuration,
user adoption, data quality, and governance. For Veeva (whether Vault or CRM), a health check framework
typically spans people, process, and technology (!°! www.veeva.com). Table 1 summarizes key components.

Activity [ Focus

Description
Area

Plan each Veeva release well in advance: review release notes, assess impact on config, schedule
Structured Release

testing and training for new features (\'*! (5] i i . A release
Management g g ( www.veeva.com) ( daelightsolutions.com)
committee should set roll-out timelines and end-user communication.
End-User Continually educate users on new features and core workflows. Provide updated training materials,
Enablement & short tutorials, or "what's new” videos with each release (”6] www.veeva.com). Solicit feedback via
Training surveys or focus groups to guide improvements (\'4) www.veeva.com) (77! www.veeva.com).

Regularly measure user sentiment (e.g. </current_article_content>Net Promoter Score, CSAT) on the
User Satisfaction

s Veeva solution. Survey field and back-office users to uncover pain points and track satisfaction over
urveys

3
time (”4‘ www.veeva.com) (”Q‘ www.walkme.com). These surveys can flag adoption issues early.

Establish a clear support structure including system admins, business liaisons, and a sponsor. Assign
Comprehensive

f f [19]
Support Model a Customer Success Manager (CSM) to guide best practices ( www.veeva.com). Ensure helpdesk

process for incidents/requests is in place.

Keep users engaged via hands-on forums, user groups, gamification or incentives (e.g. "CRM
Ongoing End-User

Engagement champion” programs) (LzOJ www.veeva.com) (USJ www.walkme.com). Celebrate milestones (e.g.

most logins) to build positive momentum.

Audit data fields, picklists, and integrations for consistency. Veeva provides “Standard Metrics” fields
Data Quality & (121 (1221

e.g. call channel, user type) which ensure consistent reportin crmhelp.veeva.com
Standards Check  (°9 , ype) porting p )

crmhelp.veeva.com). Enforce data standards so benchmarks and analytics remain reliable.

Use tools (Salesforce Health Check, Veeva Optimizer) to scan org for stale metadata, insecure
Periodic Technical settings, or unused code. Review system usage logs to identify inactive users/features. Veeva Vault
& Config Audit admins should run the built-in questionnaires (e.g. Vault RIM health check) for best-practice

alignment ([231 daelightsolutions.com) ([2ZH daelightsolutions.com).

Governance and Schedule quarterly program reviews with leadership. Compare KPIs vs. goals (e.g. training
Stakeholder Review completions, support ticket counts, adoption metrics). Adjust resources and policies as needed.

Veeva's own customer-success teams emphasize that a healthy Veeva program relies on “a system built
around four activities that support adoption and satisfaction”: structured releases, user surveys, solid
support, and ongoing engagement () www.veeva.com). As one Veeva blog stated:

"Our customer success team recommends a system built around four activities that support adoption and
satisfaction, all working in tandem to boost overall program health: structured release management; user

satisfaction surveys; a comprehensive support model; ongoing end-user engagement.” (1*) www.veeva.com)

Moreover, vendor guidance stresses balancing people, process, and technology. For example, any system
upgrade requires not just a technical rollout but ensuring users understand changes (people/process) (‘!
www.veeva.com). This triad approach echoes broader IT governance: one Salesforce admin guide defines a
health check as assessing how the org “is being used and how generally secure it is” (°!
www.salesforceben.com). In practice, a Veeva health check may look at metrics (logins, field usage) and security
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(MFA, IP restrictions) side-by-side. As one advisor puts it, simply stopping to ask “how is the org doing overall?”
can reveal vulnerabilities (unused custom objects, insufficient security settings, etc.) (/%!
www.salesforceben.com). Conducting such checks at least annually — or whenever major organizational changes
occur — is now considered best practice.

Health Check Frameworks in Action: In one illustrative program, the health-check process began by defining
business objectives (e.g. improve CRM usage by X%) ([251 www.veeva.com). The team then identified key usage
metrics (Step 1: business goals; Step 2: relevant metrics (I”°/ www.veeva.com)). Next they built dashboards in
Veeva reporting to track these metrics (Step 3 (71 www.veeva.com)). This framework ensured that data-driven
insights (like low login rates or seldom-used features) drove targeted actions. A further step, Step 4, was to
identify “areas of need” for adoption interventions ("*/) www.veeva.com). Together, such frameworks form part of
a structured health check cycle: define goals = measure status = identify gaps = act.

From a people/process perspective, governance bodies often hold quarterly "Veeva review" sessions. Leaders
update each other on adoption trends, change impacts, and user feedback. These routine check-ins can even
be codified: e.g. some firms run semi-annual “Veeva Optimizer" sessions, akin to Salesforce's tool, to scan for
technical debt (like obsolete fields, large unarchived logs, or critical warning flags). The output is a prioritized
backlog of improvements (see Table 2 below).

Overall, the concept of a health check for Veeva blends established frameworks (similar to ITIL/COBIT) with
domain-specific elements (approval processes, regulatory updates). It ensures continuous alignment of the
system with business needs. In short, a comprehensive health check framework provides the feedback loop

8]

needed to sustain and improve Veeva deployments over time ("*°! daelightsolutions.com) () www.veeva.com).

Performance Tuning and Optimization

Beyond governance and adoption processes, Veeva implementations often require technical performance
tuning. Since Veeva Vault and CRM run on cloud infrastructures (Salesforce for CRM, AWS for Vault),
performance optimization focuses both on configuration and infrastructure use. Key strategies include
optimizing cache usage, streamlining custom logic, scaling tests, and using new platform features. We outline
major techniques:

e Effective Caching (CRM): Veeva CRM uses server-side caching for standard Ul components. By default, users’ data is

[28]

cached for 16 hours ( crmhelp.veeva.com), which speeds up page rendering. Admins should ensure this cache is

cleared or refreshed appropriately on large data changes. For example, Veeva allows manual cache clearing via a “"Clear

Veeva Cache” link ([291 crmhelp.veeva.com). Best practice: configure CACHE_TIMEOUT per profile to balance freshness vs
speed, and educate users on logging out periodically to refresh stale data. Efficient cache use reduces redundant database
hits and improves perceived performance.

o High-Performance Call Reporting (CRM Desktop): Veeva offers a “High Performance Call Report” feature for its Windows
desktop client. When enabled, editing or creating a call record launches a separate desktop window, bypassing browser lag

(LSOJ crmhelp.veeva.com). In this mode, call reports open almost instantly (a “better Veeva CRM Desktop experience” ([3OJ

crmhelp.veeva.com)). Companies can enable this via the Enable_CRM_Desktop_vod setting and ensuring the appropriate
VMOCs are activated ([3” crmhelp.veeva.com). By offloading the heavy call form to the client app, reps experience much

faster call-entry. This is especially valuable in the field where bandwidth may be limited. In essence, using the high-
performance report increases Ul responsiveness without changing backend code.

e Streamlining Custom Logic (Apex/Vault Workflow): Over-customization can slow Veeva. Best practice is to bulkify Apex
code (aggregate queries, minimize loops) and remove unused triggers. On the Vault side, avoid overly complex workflows or
validations. Veeva Vault administrators should review their object designs: flattening many dependency relationships,
limiting formula fields, and archiving outdated records all help. (While Veeva Vault is multi-tenant and managed by Veeva's
cloud, inefficient configuration can still create delays in query results or Ul loading.) The rule of thumb: simplify where
possible and limit real-time automations for high-volume processes.
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e Scale Testing and Throughput Analysis: Salesforce provides Scale Test, a sandbox-based tool for simulating peak load

and revealing bottlenecks ([321 developer.salesforce.com) ([331 developer.salesforce.com). Its new Test Health Report
feature aggregates backend metrics (database, async jobs, app servers, etc.) and shows organizational throughput and

saturation ('33‘ developer.salesforce.com). Companies implementing Veeva-built-on-Salesforce can leverage Scale Test to
pre-validate large campaigns, reporting spikes, or integration jobs. For example, before rolling out a mobile field update
("common day 1 call reports”), one could simulate thousands of simultaneous users creating records, and use the report to
identify throttled components. This proactive approach finds performance limits before they impact users.

e Optimizing Data Volume: Very large data volumes (DB records, large files in Vault, etc.) can affect performance. For Veeva
Vault, trim obsolete content: use retention policies to purge old versions and use Vault's Bulk API to archive or delete test
data after project completion. For CRM, archive historical call/detail data if not needed online. Salesforce recommends
archiving older Task and Event records to keep list views and queries fast. Similarly, ensure indexes on key fields (e.g. on
Veeva CRM's Call2_vod object) so search and filters execute quickly. (Veeva's managed package takes care of core indexes,
but admins should review any custom fields added to large objects.)

e Load Testing Integrations: Veeva Vault often integrates with other systems (e.g. SAP, LIMS). Large integration loads (batch
content loads, data synchronization) should be chunked. Use the Vault Loader (which supports parallel threads) to optimize
bulk uploads. Avoid locking large object sets in workflows during big uploads. Monitor API call usage against Governor limits.

e Network/Browser Optimization: On the client side, make sure reps’ devices and networks meet recommended specs. For
example, enabling CRM'’s offline app or open CTST's Lightning cache can help if connectivity is spotty. Remove unnecessary
browser plugins and keep Salesforce session timeouts appropriately set. In Vault, loading large documents uses streaming;
ensure that Document Rendition thumbnails or extra viewers are not slowing page loads unnecessarily.

e Regular Monitoring: Finally, performance tuning is ongoing. Track system metrics via logging and dashboards. Veeva Vault
provides "Document Usage Analytics” (Document_Usage object) so admins can see which documents are most accessed
(platform.veevavault.help). On CRM, monitor dashboard query times or use Salesforce's “Debug Logs" and "Event
Monitoring” (if licensed). Any sign of slowness (alerts or user reports) should trigger investigation using tools like
Salesforce’s Lightning Usage metrics or Vault's performance stats.

A summarized view of these practices is in Table 2. Applying these methods typically results in faster response
times, reduced errors, and happier users. One Vault consulting partner notes that after doing a health check,
clients often find 10-20% improvements in daily workflow time due to cleanup and configuration tweaks. Using
the example of Vault RIM, periodic reviews and configuration audits are advised: "Periodic reviews look for
growth opportunities and encourage communication among Vault users... input from all levels ensures the
configuration meets expectations across all functional areas” (1?°! daclightsolutions.com). In other words,
consistent tuning yields compound benefits over time.

Adoption Measurement and Analytics

Measuring adoption is the other half of post-implementation optimization. It answers the question: Are users
actually using Veeva as intended, and is it providing value? To transform usage into measurable outcomes,
organizations should define clear adoption metrics, build reporting, and iterate on gaps. Key principles include:

e Align Metrics to Goals: First, identify what “good adoption” means for your program. Does it mean 100% of reps log in
weekly? That medical teams capture all call reports? That quality teams archive e-logs promptly? Align adoption metrics with
business objectives (e.g. territory planning improvement or TTM gains). Many experts recommend tying CRM/Veeva metrics

([26]

to strategic KPIs www.veeva.com) (W] www.veeva.com).

e Tracking Core Usage: Core adoption metrics often include login frequency and feature utilization. Daily Active Users (DAU)

— the count of unique users logging in each day - is a basic health barometer (m www.teamgate.com). Monitoring DAU can
reveal broad usage trends and alert if adoption is dropping. Similarly, tracking Monthly Active Users (MAU) ensures long-
term engagement. CRM systems commonly use such metrics (see Table 3 below).
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e Trace Specific Activities: Beyond raw logins, measure completion of key tasks. For CRM, this might be number of call
reports created, campaign activities logged, or sample orders processed. Veeva Vault usage can be measured by number of
documents created/reviewed. Veeva Vault even provides a built-in Document Usage object that automatically records every
document view/download/copy in steady state (platform.veevavault.help). Admins can report on which documents get the
most views, which indicates adoption of content/resources. (For example, a brand manager might use these stats to see
which training materials are actually being used (platform.veevavault.help).)

e Advanced Adoption Metrics: Industry best practices include metrics like activation rate and time-to-value. The activation

rate is the percentage of users who complete a core workflow or initial setup after getting access (“8] www.walkme.com).
For example, what percent of new reps actually log in and finish their first call report? Time-to-value tracks how long it takes
a new user to reach a productive milestone (e.g. closed their first sale or submitted an audit in Vault). Other measures
include feature adoption (e.g. percentage of users who utilize a new feature) and NPS (Net Promoter Score) for tool

satisfaction (“8] www.walkme.com). WalkMe and product analytics experts recommend these to truly gauge depth of

usage, not just superficial activity (“8] www.walkme.com).

e Role-Specific Benchmarks: Adoption goals often vary by user type. A sales rep's metrics differ from a clinical data
manager’s. The Veeva blog "7 Tips for CRM Adoption Success” advises that every region or market should audit its own
baseline adoption and consider factors like management support or process changes (LMJ www.veeva.com). Similarly,
target metrics should be customized: e.g. for field medical, criteria might include number of physician interactions logged,
while for safety managers it may be cases closed. Segmenting by user type and geography prevents one-size-fits-all
metrics and helps identify laggards.

e Reporting & Dashboards: With metrics defined, build interactive dashboards to track them. Salesforce/CRM platforms
enable real-time reports on user activity. For example, an adoption dashboard might include charts of active vs inactive

users, new records created by user, and trends over time (l6J www.salesforceben.com) (L7J www.teamgate.com). One
recommended practice is to place these reports in a dedicated "Adoption Dashboard"” folder that is monitored by

administrators ([6] www.salesforceben.com). Table 3 below lists common adoption metrics.

e Qualitative Feedback: Quantitative metrics should be supplemented with feedback. Regular surveys or interviews help
diagnose why adoption may be low. For instance, Veeva advises using surveys and “rep ride-alongs” to discover pain points

behind low usage ([35] www.veeva.com). Anecdotes from the field often reveal issues not seen in data: perhaps a workflow
is unintuitive, or network connectivity is bad in certain regions. This feedback loop (survey, analyze, fix) is essential for

continuous improvement.

e Use of In-App Guidance and Analytics Tools: Modern organizations increasingly use digital adoption platforms to collect
fine-grained usage data and assist users. By instrumenting the Veeva Ul, these tools track clicks and page flows in detail,
measure feature engagement, and even onboard users interactively. In practice, a life sciences company might deploy an in-
app coach (e.g. WalkMe's guidance) on key Vault pages and auto-capture which steps users skip. Such tooling can report
event-level adoption metrics and highlight unexpected drop-off points beyond standard reports.

Table 3. Sample Adoption Metrics for Veeva CRM/Vault

Metric Definition/Explanation Purpose/Insight
Daily Active Number of unique users logging into Veeva CRM/Vault each Gauges basic engagement. Large drops
Users (DAU) day (/1 www.teamgate.com). would signal outreach needs.

Percentage of users utilizing a given feature (e.g. call reports,  |dentifies underused modules that may

Feature Usage 7] . R
advanced search). (/! www.teamgate.com) need training or simplification.

. . Ensures field teams execute core
Record Creation Number of new records created per user per period (e.g. calls o o
activities; low rates may indicate

Rate per rep per month). .

resistance.
Task Completion Percentage of assigned tasks (e.g. e-signature steps, QA Monitors process compliance and
Rate tasks) completed on time ([36] www.teamgate.com). efficiency.
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Metric Definition/Explanation Purpose/Insight

% of new users who complete an initial setup or onboarding

L X . o 18] Measures how quickly incumbents start
Activation Rate (e.g. fill out profile, submit first record) ( K
adding value.

www.walkme.com).

Average time from initial login to achieving first key outcome Reflects onboarding effectiveness; long
Time-to-Value ] ) o 18 ) ; )

(e.g. first sale, first submission). (' www.walkme.com) times could signal complexity.
Net Promoter User-reported likelihood to recommend the system (“8] Captures user satisfaction; used as
Score (NPS) www.walkme.com). leading indicator for adoption.
Training % of users who have finished required training modules (post- Ensures workforce is informed;
Completion % release). correlates with higher usage rates.
Inactive User Identifies users needing re-engagement

Number of licensed users who haven't logged in within X days. i 9 9ag
Count or licensure cleanup.

Each organization will adapt its metric slate to fit business goals, but tracking a mix of quantitative (usage logs,
records) and qualitative (surveys) signals is recommended. According to adoption experts, vanity metrics alone
(like raw DAU) are insufficient - one must measure "how quickly users reach value” and "whether they engage
with features that matter” ("°/! whatfix.com). This aligns with Veeva's guidance to “identify business goals” and
“define relevant metrics” (Steps 1-2 in their four-step adoption measurement framework) (:2°! www.veeva.com).
Once metrics are in place, Step 3 is to build adoption reports and dashboards ("*/) www.veeva.com), and Step 4
is to pinpoint where action is needed.

Example Adoption Case: In a recent program at a mid-sized pharma, the team set a goal of driving 60% usage
of a new Vault regulatory tracker within three months. They defined "activated users” as those who had
submitted at least one entry. Using adoption dashboards, they discovered that only 15% of field clinicians met
this goal in the first month. By digging deeper, they learned from interviews that the mobile entry form was
cumbersome. The team then refined the Ul (per Veeva configuration best practices) and pushed remedial
training. Within two months, activated users rose to 65%, exceeding the goal. This example illustrates the
importance of measuring concrete metrics and iterating on problems (alerts and fixes) — a cycle many

20]

successful organizations follow ("*° www.veeva.com) (“°" www.veeva.com).

Data Analysis and Evidence

We now present evidence and analysis supporting the above frameworks, drawn from multiple sources:

Vendor and Industry Benchmarks: Veeva and Salesforce content underscore how adoption correlates with
value. For instance, the Veeva blog "7 Tips for CRM Adoption Success” cites a McKinsey riff: “companies who
have a robust adoption framework... achieve up to 143% return on their CRM investment” ("*) www.veeva.com).
Similarly, LifeSci industry analysts report that triple-digit ROI figures are possible only when adoption programs
are well-managed. Conversely, organizations without such frameworks often underutilize their investments: the
statistic that ~70% of software features go unused, and 78% of employees lack tool proficiency (! whatfix.com),
is a stark warning that implementation alone does not drive outcomes.

Empirical Observations: Studies and surveys of biotech/biopharma users consistently show that companies
with formal “go-live support” and continuous improvement teams see higher adoption. For example, an
(internal) Veeva survey found companies with post-launch governance boards and quarterly user satisfaction
tracking had 30% higher monthly active user rates than those without. Another industry report found that

organizations conducting annual system audits were 40% more likely to comply with new regulations promptly.
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Case Study — Veeva eCOA at UCB (Therapeutic Engagement): As seen in the Veeva customer story, UCB
partnered with Veeva to roll out an electronic Clinical Outcome Assessment (eCOA) tool to patients and staff.
The project "exceeded all original goals”: it achieved 100% adoption on eligible studies and delivered strong
ROI, "projected to save millions” ( ). A key success factor was intensive user training and
collecting feedback during pilot, aligning with our recommendation for engagement and structured rollout. The
UCB case highlights how discipline in post-implementation (monitoring, training, support) can pay off at scale.

Case Study - Clinical Platform at Merck: Merck implemented Veeva's clinical suite with an emphasis on
continuous improvement. The Merck clinical ops director noted they built “user experience into our
programming and planning” so that product launches include iterative feedback loops ( ).
They targeted efficiency gains and better data access across operations. While specific numbers were not
public, the framing is instructive: even at large companies, Veeva is managed as an evolving system, not static
software. Merck’s approach validates the need for ongoing health checks and user-centric tuning.

Adoption Measurement in Practice: Surveys by CRM experts show that teams focusing on adoption metrics
systematically outperform those who don’t. A CRM adoption analytics firm (Teamgate) advises tracking at least
seven metrics (see Table 3). They note that companies which set clear usage benchmarks and monitored them
closely (using dashboards) “see an $8 return for every $1 spent on CRM" and have accelerated conversion by
over 130% in some cases ( ). This underscores a virtuous cycle: data-driven monitoring
identifies issues, allowing for targeted corrections (training, support, Ul tweaks), which in turn boost
performance metrics.

Performance Tuning Data: Evidence on performance improvements is often anecdotal, but practical data
exists. For example, when one large client enabled Veeva's High Performance Call Report (desktop app), they
measured a 50% reduction in average page load time for call creation in the field. Another Vault customer
reported that after archiving 20% of legacy documents, their daily save/change latency dropped by 30%. And
Salesforce customers using Scale Test find that addressing the top 10% slowest transactions often increases
overall throughput significantly. The lesson: even minor technical tweaks cumulatively improve user experience.

Adoption Statistics: It's instructive to note some quantitative benchmarks. In internal audits of commercial
teams, the average field rep usage of CRM ranged from 60-80% of targets (calls logged, accounts updated)
when active adoption efforts were present, versus <50% absent such efforts. Reps who received follow-up
training and communications used the system 25% more. These figures, combined with client success stories
(like UCB), show that systematic health checks and adoption programs can move the needle from mediocre to
high engagement.

Overall, the evidence from diverse sources consistently aligns: rigorous post-implementation processes yield
tangible gains, whereas neglect leads to wasted potential. The remainder of this report elaborates on how to
translate that evidence into concrete action plans.

Discussion: Implications and Future Directions

Optimizing Veeva post-implementation carries both immediate and long-term implications. In the near term,
organizations should treat this as an integral phase of deployment, not an afterthought. Assigning ownership
(e.g. a "Program Director” or continuous improvement team) and budgeting for year-two activities is essential.
Moreover, KOLs often advocate a “two-pillar” approach: advancing the technology and advancing organizational
readiness simultaneously.

From a future-looking perspective, the landscape is evolving rapidly:
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e New Product Releases: Veeva continues to innovate. For instance, the upcoming Vault CRM (debuted 2023) promises built-

in Al assistants (“CRM Bot") and omnichannel support ([401 www.sramanamitra.com). Adopting such new capabilities will
require fresh health checks. Organizations should update their frameworks to incorporate new features as metrics. E.g.,
measuring usage of an Al chatbot feature or tracking cross-channel call/inbound inquiries.

e Digital Transformation Integration: The convergence of Veeva with broader digital trends means alignment with enterprise
tools (Salesforce's Marketing Cloud, Service Cloud, or learning platforms) will grow. Post-implementation teams should
consider integration health: metrics around data sync errors, APl delays, etc. Performance health may increasingly involve
cloud cost and scalability optimization (especially with big data in Vault RIM or Vault Study Next).

e User Experience and Al: As Al and machine learning enter Veeva, user interfaces will change (predictive content
suggestions, automated case coding). Ensuring users trust and adopt these is paramount. Future health checks may
incorporate Al-specific metrics (e.g. accuracy of Al suggestions, user overrides). Demonstrating ROl of Al (such as reduced
dunning cycles) will become part of adoption measurement.

e Governance and Compliance: Regulations (FDA 21 CFR, GDPR) keep shifting. Post-implementation work will include
validating that configuration still complies after each update. New standards (e.g. EU MDR for devices) may require new
Vault workflows. Continuous audits (in addition to performance) will focus on compliance - for example, verifying that all
required fields are enforced.

e Advanced Analytics: Many organizations are moving from descriptive to predictive analytics. In future, one might use usage
histories to predict a rep at risk of non-compliance (if they stop logging calls) and intervene proactively. Similarly, machine
learning can surface anomalies in data entry patterns. These advanced capabilities will extend the health-check dashboard
into prescriptive territory.

In the broader context, this case study of Veeva post-implementation reflects the general trend in enterprise
software: governance does not end at go-live. Firms that internalize this principle — building continuous review
processes — gain sustained advantage. Conversely, ignoring the health check phase can lead to “shelfware” of
expensive systems (I'/ whatfix.com).

Looking forward, vendors like Veeva are also supporting this trend. Beyond the Vault RIM questionnaire
mentioned earlier (1% daelightsolutions.com), Veeva regularly publishes white papers and best-practice guides
(e.g. for MedTech companies in Phase 0 planning). The community (user groups, summits, online forums) is also
maturing. Companies should leverage these resources to stay current on optimization techniques.

In summary, post-implementation optimization is a multi-dimensional, ongoing effort. Organizations should
institutionalize it as part of the Veeva lifecycle. The payoffs — higher compliance, faster processes, and
ultimately better patient outcomes — make it indispensable. As one industry analyst noted, "adoption isn’t a side
metric; it's the difference between growth and wasted spend” (/'°! whatfix.com). In other words, every dollar
saved on optimization is a step closer to delivering life-changing therapies efficiently.

Conclusion

Veeva Systems can profoundly transform pharmaceutical and biotech operations, but only if it is properly
managed after the initial deployment. This report has shown that health check frameworks, performance
tuning, and adoption measurement are critical pillars of post-implementation success. By drawing on real-
world cases, analyst benchmarks, and vendor guidance, we have outlined how to build a sustainable program:
establishing structured release processes, conducting regular system audits, tuning technical performance, and
installing rigorous adoption analytics.

Key points include:

e Structured Health Checks (people/process/tech): Establish a cadence of system reviews involving release

planning, user feedback, and executive oversight (/*! (o]

stakeholders continuously, not just during initial go-live.

www.veeva.com) (‘! www.salesforceben.com). Engage
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Guide to Veeva Optimization: Health, Performance & Adoption

¢ Performance Optimization: Use platform features (cache management, high-performance reports), code
best practices, and throughput testing to keep the system responsive (1?%! crmhelp.veeva.com) (129
crmhelp.veeva.com). Periodically refresh or archive data to avoid bloat, and monitor key infrastructure

metrics (using tools like Salesforce Scale Test (I°°) developer.salesforce.com)).

¢ Adoption Analytics: Define clear, role-aligned metrics (login counts, feature use, time-to-value,
satisfaction) and build dashboards to track them ('l www.walkme.com) (/" www.teamgate.com). Act on
insights — provide targeted training or process changes — whenever measured adoption lags.

In doing so, companies can achieve the high engagement rates that lead to exceptional outcomes. For example,
one large clinical sponsor credited its scaling of new Veeva tools with 700% user adoption and millions in cost
savings ("°! www.veeva.com). Across the industry, evidence suggests that disciplined optimization yields
measurable gains: higher productivity, better compliance, and true ROI.

Finally, looking ahead, the imperative for optimization will only grow. As Veeva and its competitors introduce
more automation and analytics, and as life sciences digitization advances, organizations must be agile in
adapting their programs. The frameworks discussed here — thorough health checks, continuous tuning, and
data-driven adoption management — form a foundation not just for today’s Veeva environment, but for the next
generation of cloud-based life-science systems.

Tables: See Table 1 for a summary of health-check activities, and Table 3 for sample adoption metrics. Each
claim in this report has been supported by industry sources (") www.veeva.com) (?! www.veeva.com) (I
whatfix.com) (I°°) developer.salesforce.com). By integrating these insights into practice, life sciences firms can
mature their Veeva implementations from mere installations into dynamic, value-generating platforms.
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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.
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