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Oracle Cloud CX in the Life Sciences

Industry

Overview of Oracle Cloud CX and Its Relevance to Life

Sciences

Oracle Cloud CX (Customer Experience) is Oracleʼs suite of cloud applications for marketing,

sales, customer service, and ecommerce. It encompasses tools such as Oracle Sales (CRM),

Oracle Marketing (including Eloqua), Oracle Service (for B2B and B2C support), and related

analytics and data platforms. In the Life Sciences sector – which includes pharmaceuticals,

biotech, and medical device (medtech) companies – Oracle Cloud CX is positioned to help

organizations strengthen relationships with healthcare professionals (HCPs), patients, and other

stakeholders across all touchpoints. Oracleʼs Life Sciences CX solutions aim to “make every

interaction matter” by providing a unified view of customers (e.g. physicians, hospital systems,

pharmacies) and enabling personalized, compliant engagement. For example, Oracle CX helps

sales reps (e.g. pharma field reps or medtech account managers) get a holistic view of each

account and focus on building trusted relationships with prescribers or hospital administrators.

Marketing teams can leverage Oracleʼs tools for account-based marketing and tailored content

delivery, ensuring that HCPs and patients receive relevant information through the right

channels.

Oracle Cloud CXʼs relevance to life sciences is underscored by Oracleʼs long history in this

domain. Oracle entered the pharmaceutical CRM space through its acquisition of Siebel

Systems, which pioneered pharma CRM in the 1990s. The modern Oracle Cloud CX builds on

that legacy, offering cloud-based CRM and customer experience solutions that incorporate life

sciences domain knowledge (e.g. support for closed-loop marketing, regulated content

management, and integration with back-office systems). Life sciences companies operate in a

highly regulated environment (with requirements like FDA 21 CFR Part 11, HIPAA, PDMA for

sample management, and Sunshine Act reporting for HCP spend). Oracle Cloud CX is designed

to meet these needs by providing robust compliance and data security features. Oracle

emphasizes that its CX platform can help life sciences firms “strengthen connections with

medical professionals and patient communities,” highlighting use cases such as pharmaceutical

sales reps managing engagements with doctors, medtech companies providing high-touch

service to hospitals, and patient support programs for therapies. In summary, Oracle Cloud CX

serves as an end-to-end customer engagement hub that life sciences organizations can use to

manage marketing campaigns, field sales interactions, customer service inquiries, and digital

experiences in a compliant and data-driven way.

IntuitionLabs - Custom AI Software Development
from the leading AI expert Adrien Laurent Oracle Cloud CX Suite for Life Sciences Industry Engagement

© 2025 IntuitionLabs.ai - North America's Leading AI Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 2 of 22

https://intuitionlabs.ai/articles/pharmaceutical-field-force-effectiveness
https://intuitionlabs.ai/articles/21-cfr-part-11-electronic-records-signatures-overview
https://intuitionlabs.ai/articles/pharma-regulatory-compliance-software
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf


Market Traction and Adoption Trends in Life Sciences

Oracle is a significant software provider in the life sciences industry, though its share in the

dedicated life sciences CRM segment has faced stiff competition. According to a 2024 industry

analysis by Apps Run The World, Oracle was among the top 10 life sciences software vendors

globally, accounting for roughly 7.9% of the life sciences applications market in 2023

appsruntheworld.com. (This figure spans all Oracle solutions sold into the sector – including

ERP, clinical, and CX products.) In the customer experience domain specifically, Oracleʼs

traditional on-premise Siebel CRM was once a dominant solution for pharma sales forces, but

over the past decade many large pharmaceutical companies migrated to specialized cloud CRM

platforms like Veeva CRM (built on Salesforce) or IQVIA̓s OCE. As a result, Oracleʼs direct CRM

market share in life sciences declined relative to these newer competitors. An industry report in

2025 noted that Oracleʼs life sciences CRM footprint “has diminished relative to Veeva and

IQVIA, but it remains in play, especially for mid-sized biotech and specialty pharma”. In other

words, Oracle is no longer the default CRM for top-10 pharma companies (most of which use

Veeva), but it continues to win deals in certain segments and geographies.

Adoption trends: Oracle is actively positioning its Cloud CX as an integrated alternative for life

sciences firms that want a unified platform. In 2024, Oracle reportedly secured multiple deals

with mid-sized biotechs that were seeking an all-in-one solution covering clinical

documentation, sales CRM, and compliance tracking. These customers chose Oracle to leverage

its broader cloud suite (for example, tying together clinical trial management,

pharmacovigilance, and CRM on the Oracle cloud). This indicates a trend where growing life

sciences companies consider Oracle CX as part of a “one-stop” enterprise solution when they

already use Oracle for other functions. Additionally, Oracleʼs overall investment in healthcare and

life sciences (bolstered by its 2022 acquisition of Cerner for healthcare IT) is raising its profile in

the sector. Oracle has introduced Oracle Health and other industry cloud offerings, which may

create integration synergies with Oracle CX for Life Sciences. Analysts note that Oracleʼs

strengths lie in its data-centric approach and AI capabilities – qualities that are increasingly

valued as life sciences companies look to harness data (from R&D, real-world evidence, etc.) to

personalize customer engagements.

Itʼs worth noting that Salesforceʼs recent entry into this vertical (with a new Salesforce Life

Sciences Cloud post-2024) and the end of the Salesforce-Veeva exclusivity agreement have

opened up the competitive landscape. Oracle is one of several major players (alongside

Salesforce, Microsoft, Veeva, IQVIA) vying for life sciences CX market share. Gartner and

Forrester continue to rate Oracleʼs CX platform strongly in broad CRM evaluations – for instance,

Oracle was named a Leader in the Forrester Wave for Sales Force Automation and ranks highly in

Gartnerʼs sales and customer service categories. This general market validation, combined with

Oracleʼs industry-specific efforts, suggests that Oracle Cloud CX will remain a contender as life

sciences organizations modernize their customer engagement systems. The trajectory for

Oracle in life sciences is one of focusing on integrated value (leveraging Oracleʼs end-to-end

IntuitionLabs - Custom AI Software Development
from the leading AI expert Adrien Laurent Oracle Cloud CX Suite for Life Sciences Industry Engagement

© 2025 IntuitionLabs.ai - North America's Leading AI Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 3 of 22

https://www.appsruntheworld.com/top-10-life-sciences-software-vendors-and-market-forecast/#:~:text=Subscribe%20%205%20103%20Subscribe,90
https://intuitionlabs.ai/articles/veeva-executive-compensation-analysis
https://intuitionlabs.ai/articles/medidata-ctms-edc-clinical-software-analysis
https://intuitionlabs.ai/articles/ai-innovations-clinical-trials-drug-development
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf


cloud apps and infrastructure) and targeting niches that need robust, compliance-ready CRM

beyond the largest pharma accounts.

Product Features Tailored for Life Sciences Use Cases

Oracle Cloud CX offers a broad feature set for marketing, sales, and service, which can be

configured to the unique needs of life sciences use cases. While Oracleʼs core CX products are

cross-industry, the company and its partners provide industry accelerators and templates to

address common life sciences requirements. Below are key product features and capabilities of

Oracle CX that are especially relevant to pharmaceuticals, biotech, and medtech:

Healthcare Professional (HCP) and Account Management: Oracle CX Sales allows companies to

manage complex account hierarchies and relationships, such as tracking individual HCPs (doctors,

nurses) as well as healthcare organizations (HCOs like hospitals, clinics) and the affiliations between

them. Sales reps can get a 360° view of each account, including contact information, specialty, past

interactions, and sales history. Oracleʼs life sciences CRM lineage (from Siebel Pharma) means it

supports advanced territory management and account planning – for example, assigning reps to

territories and planning call cycles for HCP visits. Reps can segment and target HCPs based on

specialty, prescribing patterns, or other criteria, and the system can guide them on the next best

action. Oracleʼs embedded analytics help identify key opinion leaders (KOLs) or high-value accounts

by analyzing engagement data and external data signals. These features align with life sciences

needs to target the right physicians and coordinate outreach in large, distributed field teams.

Sample Management and Regulatory Compliance: Pharmaceutical companies often distribute

drug samples to physicians under strict regulations (e.g. PDMA in the US). Oracleʼs CRM solutions

can be configured to track sample inventory and disbursements by rep and by HCP, including

capturing electronic signatures or acknowledgments from HCPs where required. In its legacy Siebel

Pharma CRM, Oracle had dedicated modules for sample accountability and controlled substance

monitoring; much of this functionality can now be implemented in Oracle Sales Cloud via

configuration or extensions. Oracle CX supports audit trails on sample transactions and can enforce

business rules to prevent non-compliant actions (for instance, blocking a rep from giving more than

the allowed quantity of a sample). Additionally, Oracle CX can assist with Sunshine Act compliance

by tracking and reporting transfers of value to HCPs (such as gifts, meals, or speaking fees) in

alignment with transparency regulations.
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Closed-Loop Marketing (CLM) and Multichannel Engagement: Oracle Cloud CX enables life

sciences marketers and sales reps to coordinate their efforts across multiple channels – field visits,

email, virtual meetings, websites, and more – in a compliant manner. Oracleʼs Marketing Cloud

(Eloqua) can be used to design email campaigns and digital content tailored for healthcare

audiences, while Oracle Sales provides tools for e-detailing and capturing feedback from sales calls.

In fact, Siebelʼs pharma CRM historically included a Closed-Loop Marketing module that allowed

reps to present approved digital content (e.g. detail aids on a tablet) and record HCP responses,

feeding that data back to marketing for analysis. Oracle continues to support CLM capabilities: for

example, an Oracle CX user can integrate with Oracle Eloqua or Content Management to ensure that

sales reps use up-to-date, compliant marketing materials during calls, and then analyze which

content was most effective. The Oracle CX platform provides analytics dashboards for campaign

performance and message effectiveness (e.g. tracking which slides or key messages resonate with

doctors). This closed-loop approach is critical in life sciences to adjust messaging for different

stakeholders (physicians, payers, patients) and to maintain consistent, on-label communications.

Medical Inquiries and Service Management: Oracle CX includes customer service applications that

can be leveraged for handling medical inquiries, adverse event intake, and product support – all

common in life sciences. Oracle B2B Service (part of CX) allows agents or medical affairs teams to

capture and respond to inquiries from HCPs or patients. For example, if a doctor calls with a question

about drug dosage or to report an adverse drug reaction, an Oracle Service Cloud workflow can log

the inquiry, capture all required details, and route it appropriately (to medical affairs for response or

to pharmacovigilance if itʼs an adverse event). Oracle has an Adverse Event Reporting integration

available: historically, Siebel CRM offered an Adverse Event capture module that could forward cases

to Oracle Argus Safety (Oracleʼs pharmacovigilance system). In the modern cloud setup, Oracle CX

can be integrated with safety systems so that any adverse event information collected by a rep or

agent in the CRM is automatically transmitted to the safety database. This ensures regulatory

compliance in pharmacovigilance processes. For medical device companies, Oracle Service can

track device service requests, field service dispatches, and recalls. Notably, Oracle Field Service

Cloud (part of CX) can manage scheduling of field technicians for medical equipment installation or

repair – a key use case in medtech.

Patient Engagement and Support Programs: Life sciences firms (especially in pharma and

biotech) run patient support programs to help patients start and stay on therapy. Oracle Cloud CX

provides tools to support these patient-centric initiatives. Using Oracleʼs marketing and service

modules, companies can create patient portals or mobile apps for education and adherence, send

automated appointment or refill reminders, and offer 24/7 support via chatbots. In fact, Oracle has

showcased how its CX platform, coupled with AI, can enable patients to manage appointments online

with automated reminders and AI-driven digital assistants for inquiries. Oracle CX for Healthcare (a

related industry solution) includes Oracle Digital Assistant integrations, which can be applied in life

sciences contexts to provide conversational AI for patients looking for information about a therapy or

enrollment in a program. Additionally, Oracleʼs Unity Customer Data Platform can unify patient data

from different sources to personalize communications while respecting privacy. These capabilities

are crucial for specialty drugs that often require high-touch patient engagement (e.g. onboarding

calls, nursing support, adherence tracking). Oracleʼs cloud is HIPAA-ready, and with proper

configurations, patient data can be handled in compliance with healthcare privacy laws.
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Compliance Features (21 CFR Part 11, GxP): In life sciences, any system used to manage regulated

processes (like clinical data or certain sales activities) may need to comply with FDA 21 CFR Part 11

(for electronic records and signatures) and other GxP requirements. Oracle Cloud CX, while not a

specialized GxP system out-of-the-box, can be configured to meet these standards. The platform

offers robust security, user authentication controls, and electronic signature capabilities. Oracleʼs

documentation and industry guidance provide ways to configure e-signatures and audit trails in

Oracle Sales and Service for scenarios such as sample sign-off or approval of regulated content. For

instance, the system can require a compliant e-signature from an HCP when they receive a sample or

when a rep enters a call note that contains certain keywords. Oracle has deep experience with

validation processes – its software is widely used in validated environments (Oracle databases and

clinical platforms in FDA-regulated use). Oracleʼs life sciences customers often perform validation

(IQ/OQ/PQ) on their Oracle CX implementations, and Oracle provides validation documentation to

support this. In summary, Oracle CX can be made 21 CFR Part 11-compliant with configuration,

offering the necessary technical controls (audit logs, secure user management, record retention,

etc.).

Data Analytics and AI for Life Sciences: Oracle is infusing its CX suite with artificial intelligence,

which can be a differentiator in life sciences use cases. Oracleʼs AI for CX capabilities (including the

new Oracle Fusion AI Agents for CX) provide predictive insights like lead and opportunity scoring,

next-best-action recommendations, and anomaly detection in customer behavior oracle.com. In a

pharma scenario, this could mean the system predicts which doctors are most likely to be early

adopters of a new drug, or recommends the best channel and timing for the next touchpoint with a

healthcare provider. Oracleʼs analytics can also combine sales data with secondary data (like

prescription volumes or claims data, if integrated) to find meaningful patterns. The life sciences

CLM analytics mentioned earlier is one example – e.g., analyzing which detail messages correlate

with higher prescription rates. Additionally, Oracleʼs AI can assist with compliance monitoring (for

example, using machine learning to flag unusual call note entries that might indicate off-label

promotion). Oracleʼs recent focus on AI (including generative AI) has led to features like automated

email drafting for service queries and AI chatbots, which can increase productivity for life sciences

sales and service teams. The ability to handle large data volumes is a notable strength of Oracleʼs

platform – global pharma companies using Oracle (Siebel) in the past managed tens of thousands of

reps and millions of contact records, demonstrating that Oracle CX can scale to enterprise needs.

In summary, Oracle Cloud CX provides a rich set of features that cover the key pillars of life

sciences customer engagement: HCP marketing and sales, patient support, and compliant

service. While Oracleʼs solution may require configuration to achieve some industry-specific

functions (unlike a niche product that has every pharma workflow pre-built), Oracle offers

prebuilt industry accelerators and leverages its broader ecosystem (e.g. Oracleʼs ERP, supply

chain, and clinical applications) to create a comprehensive environment for life sciences

companies. Oracleʼs emphasis on integration and data unification (see next sections) further

enhances these features by connecting front-office CX activities with back-office systems and

real-world data sources relevant to healthcare.

Notable Life Sciences Clients and Case Studies
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Oracleʼs customer base in life sciences spans pharmaceuticals, biotech firms, and medical

device manufacturers – ranging from large enterprises (some of whom historically used Siebel

CRM) to mid-market and emerging companies adopting Oracleʼs cloud solutions. Here are a few

notable clients and examples of Oracle CX usage in the life sciences vertical:

Pfizer Inc.: Pfizer, one of the worldʼs largest pharmaceutical companies, was a long-time user of

Oracleʼs Siebel Pharma CRM for managing its global sales force and HCP relationships. Pfizerʼs

deployment of Siebel (now part of Oracle) supported tens of thousands of users across regions

appsruntheworld.com. (Pfizer has since invested in other CRM platforms as well, but the inclusion of

Pfizer as an Oracle reference highlights Oracleʼs legacy in large pharma CRM.) The use of Siebel

allowed Pfizer to standardize its sales processes and compliance tracking worldwide. For example,

Pfizerʼs reps could record physician visits, distribute samples with proper documentation, and feed

data into Pfizerʼs data warehouse for analytics – all enabled by Oracleʼs CRM technology.

Thermo Fisher Scientific: Thermo Fisher, a global leader in life science tools and diagnostics,

utilizes Oracleʼs Customer Experience tools on the service side. Thermo Fisher implemented Oracle

Service Cloud (formerly RightNow) to improve its customer support and inquiry management for its

scientific products and equipment. With Oracle Service Cloud, Thermo Fisher can handle customer

questions about laboratory instruments, manage support tickets from biotech and academic

customers, and maintain a knowledge base – all crucial for a company with a broad product portfolio

in life sciences. The cloud-based solution helped Thermo Fisher scale its support globally and offer

multi-channel service (web, email, phone) to research and clinical customers with faster response

times.

Megagen Implant (Dental Medtech): A compelling case study in the Oracle portfolio is Megagen

Implant Co., a medical device manufacturer (dental implants) that adopted Oracle CX to unify its

sales and service operations. According to Megagenʼs team, “with Oracle CX, we improved data

visibility and transparency by unifying sales and service features. This enabled us to monitor key

performance indicators and access a centralized source of customer data, which continues to

improve our sales management.”. In practice, this means Megagen moved away from siloed systems

and implemented Oracleʼs integrated Sales and Service Cloud, giving sales reps and service agents a

single view of each dentist or clinic customer. The result was better tracking of sales opportunities

and after-sales support cases, ultimately leading to improved performance. This example shows how

even mid-sized life sciences companies (in this case, a medtech firm) can benefit from Oracle CX by

breaking down data silos and enhancing customer relationships.

Mid-Sized Biotech Firms (Anonymous Examples): Industry analysts have noted that several mid-

tier pharma/biotech companies in recent years chose Oracle Cloud CX as part of their digital

transformation. While specific names are not always public, a 2025 analysis indicated Oracle won

CRM deals with companies looking to integrate commercial operations with other functions. In one

such case, a biotech launching its first therapy opted for Oracle Sales Cloud alongside Oracleʼs

clinical and safety systems, to ensure that data from clinical trials, medical information, and

commercial interactions would reside on a common platform. The integrated solution allowed this

company to track everything from clinical study site outreach to physician targeting for product

launch, all within Oracleʼs cloud. This integrated approach can speed up time-to-market and provide

management a unified dashboard across development and commercial activities.

IntuitionLabs - Custom AI Software Development
from the leading AI expert Adrien Laurent Oracle Cloud CX Suite for Life Sciences Industry Engagement

© 2025 IntuitionLabs.ai - North America's Leading AI Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 7 of 22

https://www.appsruntheworld.com/top-10-life-sciences-software-vendors-and-market-forecast/#:~:text=GermanyOracle%20%20272Talent%20Acquisition%20Pfizer,30B%20RussiaQuintilesIMS%20280%20QuintilesIMS
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf


Boehringer Ingelheim (Talent Management example): Boehringer Ingelheim, a top 20 pharma

company, is an Oracle customer in various domains. Notably, Boehringer has used Oracleʼs cloud for

talent acquisition (hiring) processes appsruntheworld.com. While this is an HR use case (Oracle

Talent Acquisition Cloud), it complements the CX story by indicating Boehringerʼs trust in Oracle as a

cloud provider. It wouldnʼt be surprising if Boehringer also leverages Oracle CX for certain customer-

facing functions or subsidiaries, given Oracleʼs footprint there. (Many life sciences companies use a

mix of platforms; Oracle might handle some regions or divisions.)

Others: Many other life sciences organizations appear in Oracleʼs customer success materials. For

example, Applied Biosystems (a biotech tools company) and Integra LifeSciences (medical devices)

have been cited as Oracle cloud adopters. Applied Biosystems was listed as using Oracle Service

Cloud for CX. Integra LifeSciences, in an Oracle case study, achieved a 90% improvement in IT

efficiency by running its applications on Oracleʼs cloud infrastructure – which sets the stage for

them to deploy Oracle SaaS like CX with ease. While not all these stories are specific to CX, they

illustrate Oracleʼs growing ecosystem in health and life sciences.

In summary, Oracle Cloud CX counts a mix of large enterprises (often carrying forward legacy

Oracle CRM solutions) and newer, agile life sciences companies as clients. The common thread

in these case studies is the drive to unify and modernize customer-facing processes. Oracleʼs

clients have reported benefits such as better data transparency, single source of truth for

customer data, improved sales KPIs, and more efficient customer service operations. The

ability to scale (supporting large user bases and global operations) is also a key point of

confidence for Oracleʼs larger life sciences customers. For instance, having been proven in

deployments at the scale of Pfizer or Novartis (historically on Siebel), Oracle CX is seen as

capable of handling complex requirements of the industry.

Oracle often publishes industry-specific success stories on its website and at events (like

Oracle OpenWorld or Oracle Health Sciences summits). These often highlight how a customer

implemented Oracle CX integrated with other Oracle solutions. As Oracle continues to invest in

its life sciences offerings (through acquisitions and R&D), we can expect more reference clients

to emerge, particularly in areas like digital therapeutics, emerging biotechs, and medtech

innovators that need a cloud-native CX platform.

Pricing and Licensing for Oracle Cloud CX

Oracle does not publicly post a simple price list for Cloud CX on its main site – pricing is typically

obtained via Oracle sales representatives or partners, especially for enterprise agreements.

However, there is public information and typical models that give a sense of Oracle CX pricing:
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Subscription Model: Oracle Cloud CX is sold as a subscription (SaaS) on a per-user, per-month

basis (for sales, service, and similar user-based modules). According to third-party analyses, Oracle

Sales Cloud pricing starts at around $65 per user per month for base functionality. This entry

point would be for a standard Sales Cloud license, and prices can increase for additional modules or

higher tiers of service. For example, adding Oracle Marketing (Eloqua) or Oracle CPQ would involve

separate subscription fees (often these are priced per 1,000 contacts or per transaction rather than

per user, in the case of marketing automation or CPQ).

Enterprise Pricing and Bundles: In practice, large life sciences customers often negotiate

enterprise licensing deals. Oracle is known to be flexible with pricing when a customer is adopting

multiple Oracle products. Oracle might bundle CX with other cloud offerings (ERP, SCM, etc.) or offer

discounts for multi-year commitments. Industry sources note that Oracleʼs CRM pricing is on par

with other top-tier CRMs (like Salesforce) and that Oracle often negotiates CRM as part of a larger

package if the client is also investing in Oracleʼs database, cloud infrastructure, or other applications.

For example, a pharmaceutical company using Oracle Fusion ERP and planning to move to Oracle CX

could get an integrated deal that makes the total cost competitive.

License Types: Oracle CX suite is modular. Oracle Sales Cloud (CRM) licenses might be

differentiated by role – e.g., a full-use sales rep license vs. a lighter mobile or partner access license

at lower cost. Oracle Service Cloud licenses might be priced by agent seats or by concurrent

sessions. Oracle Marketing Cloud (Eloqua) often uses a tiered pricing based on contact database

size and email volume (common in marketing automation pricing). For Oracle Commerce (if relevant

to selling medical products online), pricing could involve transaction volume. In Life Sciences,

modules like Oracle Configurable Life Sciences Cloud (if any specialized versions exist) would follow

similar user-based pricing, since Oracle largely moved away from old perpetual licenses to SaaS

subscriptions.

Cloud Infrastructure Costs: The subscription fees for Oracle CX generally include the cloud hosting

on Oracleʼs infrastructure. So unlike on-premise Siebel where a company had to buy hardware,

database licenses, etc., the SaaS fee covers those elements. Some life sciences companies,

especially large ones, might negotiate for dedicated cloud instances or higher security tiers (for

HIPAA compliance, etc.), which could affect cost.

Comparative Cost Considerations: Life sciences CRM solutions can be expensive because of the

specialized needs. Veeva CRM, for instance, is reputed to be high cost (often hundreds of dollars per

user per month). Oracle likely positions itself as a cost-effective alternative, especially if a

customer is already an Oracle client in other areas. If the list price is ~$65/user/month for Oracle

Sales Cloud, that is in the same ballpark or lower than many competitors. Of course, after adding

marketing, service, and analytics, a full CX suite per user could be higher. Oracle also offers volume

discounts. For instance, a large medtech with 1,000 users might secure a better per-user rate than a

smaller firm with 50 users.

Training and Support Costs: Pricing for Oracle CX can also include optional add-ons like Oracle

University training subscriptions or premium support services. Oracleʼs standard cloud subscription

includes basic support, but life sciences customers in regulated environments might opt for

enhanced support packages (ensuring quick response times, etc.), which would add to the cost.
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In summary, publicly available information suggests Oracle Cloud CX uses a subscription

licensing model with starting prices around tens of dollars per user per month. The typical

enterprise pricing model is per user, per year (often billed annually), with the flexibility to

negotiate based on scope and bundling. Oracle remains competitive by aligning its CX pricing

with market expectations and by leveraging its broader relationship with the customer

(database, ERP, etc.) to provide a compelling total value. For an organization considering Oracle

CX in life sciences, itʼs advisable to engage Oracle for a custom quote – especially since factors

like number of users, modules needed (Sales, Service, Marketing, etc.), and compliance

requirements will influence the final pricing. Oracleʼs sales teams are accustomed to RFPs and

procurement processes in pharma/medtech, and they often structure agreements that include

sandbox/test environments and incremental user growth over time.

(Note: All pricing is subject to change; the figures here are based on sources as of 2024–2025.

Always consult Oracleʼs official pricing disclosures or a certified Oracle partner for the latest

details.)

Implementation and Adoption Insights

Adopting Oracle Cloud CX in a life sciences organization typically involves careful planning to

meet industry-specific needs. Many life sciences companies engage specialized consulting

partners or system integrators (SIs) to implement Oracle CX, due to the complexity of

requirements like validation, data migration from legacy systems, and integration with other

platforms. Some insights and best practices from past Oracle CX implementations in life

sciences include:

Phased Deployment: Companies often start with a specific function or region. For example, a

pharmaceutical might first roll out Oracle Sales Cloud to a field team in one country (replacing an old

CRM or spreadsheet-based process) and ensure compliance features are configured and tested.

After proving success, they expand to other regions or add Oracle Service for medical inquiries. A

phased approach helps manage risk in regulated settings – it allows time for user training and any

necessary computer system validation (CSV) documentation to be completed for each phase.

Data Migration and Cleansing: Moving from legacy systems (like Siebel On-Premise, homegrown

databases, or even competitor CRM systems) to Oracle CX requires migrating large volumes of data:

HCP profiles, account affiliations, call notes, sample records, etc. Life sciences data can be messy

(e.g. duplicate doctor records, outdated addresses). Successful Oracle CX projects invest in data

cleansing and leverage tools like Oracle Customer Data Management (CDM) to deduplicate and

enrich customer data. Additionally, integration to reference data providers is common – for instance,

integrating IQVIAʼs OneKey database of HCPs into Oracle CX so that sales reps have up-to-date

profiles of physicians.
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Integration with Other Systems: A key adoption insight is that Oracle CX should not stand alone;

its value increases when integrated into the broader IT ecosystem. Many life sciences firms connect

Oracle CX to their ERP systems (for example, linking to Oracle ERP Cloud or SAP, so that reps can

see customer order history or inventory levels for samples/devices). Integration with EHR

(Electronic Health Record) or EMR systems is also increasingly sought, especially for patient

support programs – e.g., to receive hospital data or send information to providers. Oracle CX offers

open APIs and an integration platform (Oracle Integration Cloud) that allow connectivity to virtually

any system. Oracle provides prebuilt connectors for some of its own products – for instance, Oracle

CX can plug into Oracleʼs ERP and supply chain applications out-of-the-box, facilitating front-office

to back-office data flow. For third-party systems like EHRs or even competitor CRMs, Oracle relies on

standards (such as HL7/FHIR for health data exchange) and middleware. In practice, life sciences

companies have integrated Oracle CX with systems like Veeva Vault (for regulated content

management), clinical trial management systems, and data warehouses. Oracleʼs integration

flexibility is noted as a strength: it supports highly customizable integrations and even provides

adapters for common protocols. As one comparison put it, Oracle CX allows “enterprise integration”

with Oracle middleware and APIs, and though it may require more setup than a niche solution, it is

“very versatile” in connecting to external systems. A historical example is that Oracleʼs Siebel CRM

was integrated with IMS Health (IQVIA) data feeds for prescription data; today, Oracle CX can

similarly ingest external data or connect to services like IQVIA OCE or Salesforce if needed

intuitionlabs.ai.

User Adoption and Training: Life sciences users (reps, MSLs, support agents) can be demanding –

if a system is too cumbersome, they may resist using it. Oracle has improved the user interface

significantly from Siebel days, but training is still crucial. Companies rolling out Oracle CX often use

Oracle University and partner training programs to ensure the end-users understand how to use the

new tools effectively and how processes might have changed. Interactive training, sandbox

environments, and even incentives for CRM usage (like tying system usage to sales force KPIs)

have been used to drive adoption. The modern Oracle CX includes mobile apps (for sales reps on

iPads, etc.), which is essential for field adoption. Ensuring the mobile experience is smooth (offline

access, quick recording of calls) is a known success factor. In pharma, if reps find it easy to record

their post-call notes and schedule follow-ups in Oracle CX Mobile, theyʼll use it more, leading to

better data capture.

Validation and Compliance during Implementation: Given the regulated nature of life sciences, the

IT and QA teams typically validate the Oracle CX system (even though itʼs cloud, the processes using

it can impact GxP compliance). This means writing user requirement specifications, test scripts, and

executing IQ/OQ/PQ (Installation Qualification/Operational Qualification/Performance Qualification)

on configured functionalities like electronic signatures or reports. Oracleʼs cloud change

management (with quarterly updates) is another aspect to handle – companies often align with

Oracleʼs update schedule and perform regression testing to ensure new releases of Oracle CX do not

inadvertently impact compliance-critical features. Oracle provides documentation about its

compliance certifications and security which can aid in validation efforts. For example, Oracle can

supply SOC reports, ISO certifications, and details on how it meets HIPAA requirements for cloud

services.

IntuitionLabs - Custom AI Software Development
from the leading AI expert Adrien Laurent Oracle Cloud CX Suite for Life Sciences Industry Engagement

© 2025 IntuitionLabs.ai - North America's Leading AI Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 11 of 22

https://intuitionlabs.ai/articles/crm-platforms-for-biotech#:~:text=match%20at%20L509%20with%20quality%2Fcompliance,via%20IQVIA%27s%20own%20tools%20instead
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=oracle-cloud-cx-suite-for-life-sciences-industry-engagement.pdf


Change Management and Executive Buy-In: From an organizational perspective, adopting a new

CX platform requires change management. In life sciences companies, this often means aligning

sales operations, marketing, medical, and IT on the goals of the new system (better customer

insight, omnichannel engagement, etc.). Executive sponsorship is key – many successful Oracle CX

projects had a commercial excellence leader or CIO championing the change, communicating the

vision that a modern CX platform will enable the company to be more competitive and customer-

centric. Some companies brand the CRM program internally (e.g., “Project Nova” or similar) to create

enthusiasm.

Overall, implementation experiences show that Oracle CX can deliver strong results if

configured well for life sciences. Users appreciate having a unified system versus juggling

disparate tools. One challenge noted in reviews is that Oracle CX, being powerful, can be

complex – so having the right partner support and investing in user-friendly configuration is

important. For instance, some have commented that out-of-the-box Oracle Sales Cloud may

require UI tweaks or custom fields to perfectly match a pharma repʼs workflow (Oracleʼs new

Redwood UX has helped, but every company has unique needs). Ensuring the system is not

over-engineered is part of the art of a good implementation.

One public insight comes from Gartner Peer Insights and other reviewers: Oracle CX (Sales

Cloud) gets good scores for its rich functionality and scalability, but users have noted a steep

learning curve and integration challenges in some cases. In life sciences, where users may

compare the UI to more niche tools theyʼve seen, itʼs crucial to address these concerns by

tailoring the interface (e.g., simplifying screens, using Oracleʼs low-code tools to hide unused

fields) and thoroughly testing integrations (such as syncing data with data lakes or CRM

bridges). The payoff for overcoming these hurdles is a robust platform that can grow with the

company – as one reviewer noted, Oracle CX is highly scalable and capable of handling

growth, an important consideration for fast-growing biotech firms or global pharma operations.

Finally, case study evidence (like the Megagen example) shows tangible outcomes post-

adoption. Companies have reported improved sales visibility and efficiency (e.g., reps

spending less time on admin and more on selling due to automation) and better customer

satisfaction because service teams respond faster with a 360° view of customers. These

qualitative benefits, combined with metrics such as increased CRM usage rates and faster

onboarding of new products, underscore the value of a well-implemented Oracle CX in the life

sciences context.

Major System Integrators and Partners for Oracle CX in

Life Sciences

Implementing Oracle Cloud CX for a life sciences organization often involves partnering with

experienced SIs or consulting firms. Fortunately, Oracle has a broad partner ecosystem, and
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many partners have dedicated healthcare and life sciences practices. Here are some of the

main integrators and partners known for working with Oracle CX in this industry:

Accenture: A global systems integrator with a large Oracle practice, Accenture has worked with

pharmaceutical and healthcare clients on Oracle solutions. Accenture is featured in Oracleʼs

customer highlights and has developed industry solutions (for example, Accentureʼs “Intelligent

Patient Platform”) that can tie into Oracle CX. While Accenture also implements competing CRM

systems, it remains a top Oracle implementation partner and has the scale to handle large multi-

country Oracle CX deployments in pharma. Accentureʼs life sciences consulting group can provide

domain experts (e.g. former pharma sales managers) to ensure the CX system aligns with industry

best practices.

Deloitte: Deloitteʼs consulting arm is another major Oracle partner with life sciences focus. Deloitte

has helped companies with Oracle CX, especially where the project is part of a larger digital

transformation including ERP or analytics. Deloitteʼs Life Sciences and Healthcare practice often

advises on CRM strategy (for example, they have published insights on the CRM landscape as Veeva

and Salesforceʼs relationship evolves). Deloitte can leverage its “Eminence” (industry accelerators)

and has, in some cases, built Oracle CX extensions for clients. For instance, Deloitte might integrate

Oracle CX with a data lake or AI model to provide advanced insights for a pharma client.

PwC (PricewaterhouseCoopers): PwC is an Oracle implementation partner and has an Oracle

Alliance program. PwC has case studies modernizing customer experience for healthcare and

pharma, often focusing on patient engagement and digital front office. As a Big Four firm, PwC

blends process consulting with tech implementation, which can be valuable for things like

redesigning a pharma companyʼs customer engagement model while rolling out Oracle CX Sales,

Service, etc.

Infosys and Wipro: These large IT services firms from India have significant Oracle practices and

dedicated Life Sciences units. Infosys, for example, lists Life Sciences as one of its industries and

has executed Oracle projects for pharma manufacturers. Wipro has done Oracle CX implementations

for healthcare distribution and medtech clients. These firms offer cost-effective, skilled resources

and often have pre-built “accelerators” (scripts, configurations) for Oracle CX in life sciences. For

example, Infosys might have a template for Siebel-to-Oracle CX migration tailored to pharma.

Specialist Oracle CX Boutiques: Several smaller consulting firms specialize in Oracle Customer

Experience and highlight life sciences as a vertical. For instance, Speridian Technologies (which

acquired Helix Business Solutions) is recognized as a leading Oracle CX partner – they brand

themselves the “No. 1 Oracle CX partner” and explicitly mention Healthcare & Lifesciences among

their focus industries speridian.com. Such firms often have deep expertise in the Oracle CX suite

(Sales, Service, Marketing) and have completed multiple projects for pharma/medtech clients. They

can bring in pre-configured solutions for common needs (like sample management or medical device

field service). Another example is eVerge Group, an Oracle-focused consultancy that has case

studies in healthcare and life sciences CRM. Mastek is a mid-size Oracle partner that advertises

Oracle CX Cloud solutions and lists Healthcare & Life Sciences among the sectors they serve. These

specialized partners may offer a more hands-on, personalized approach for mid-tier clients

compared to the big SIs.
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GSI Partnerships and Acquisitions: Some Oracle partners have formed alliances or been acquired

to bolster life sciences capabilities. For example, ZS Associates – a consulting firm well-known in

pharma commercial operations – historically worked with multiple CRM systems including Oracle.

While ZS is not an IT implementer in the traditional sense, they might support the business process

side of an Oracle CX deployment (like designing the salesforce alignment or incentive compensation

to plug into Oracle CX). Weʼve also seen companies like Cognizant acquire life sciences IT

specialists (e.g., Cognizant acquired TQS Integration for life sciences manufacturing, etc.), which

can indirectly enhance their Oracle CX delivery in those contexts.

Oracle Industry Lab and Oracle Consulting: Itʼs worth noting that Oracleʼs own consulting services

(Oracle Consulting) can be involved in implementations, especially for complex integration work or

new product features. Oracle has also established industry innovation labs (one in Chicago focuses

on industries including healthcare) where Oracle, partners, and clients collaborate on use-cases –

for instance, using Oracle cloud tech to improve clinical trials or patient experience. These initiatives

often engage Oracle CX in conjunction with IoT or analytics to demonstrate future capabilities in life

sciences customer engagement.

Oracle maintains a Partner Finder directory where clients can search for Oracle-certified

partners by product and industry. A search for “Oracle CX” + “Life Sciences” yields many partner

listings, indicating a robust partner ecosystem. For example, Oracleʼs site lists ISVs that extend

CX; one might find a partner offering an Oracle CX add-on for pharmaceutical sample tracking or

an AI solution for call planning.

Qualtrics Partnership Note: An interesting development in recent years is Oracleʼs partnership

with Qualtrics (an experience management platform). Qualtrics has highlighted that Motiv (a

customer experience consultancy) is “the worldʼs largest Oracle CX partner” serving industries

including Healthcare & Life Sciences. This suggests a cross-pollination where partners are

combining Oracle CX with experience management tools to, say, measure HCP satisfaction or

patient feedback as part of the CX program.

In conclusion, life sciences companies implementing Oracle Cloud CX have a variety of capable

partners to choose from – ranging from global giants like Accenture/Deloitte (for large-scale

programs) to specialized Oracle CX firms like Speridian, Mastek, or others (for focused

solutions). These partners not only provide technical implementation, but also bring templates,

compliance know-how, and integrations specific to life sciences, which can accelerate

timelines and ensure that the Oracle CX system aligns with industry requirements out-of-the-

box. When selecting a partner, life sciences companies typically consider the partnerʼs track

record in the industry, references from similar projects, and the availability of domain experts

(for example, having consultants who understand pharmaceutical sales models or biotech

customer service). Oracle itself supports this ecosystem through its partner programs and often

co-invests in successful outcomes (Oracle will sometimes have their solution engineers work

alongside the partner team for complex projects in key accounts).

Integration and Connectivity with Other Platforms
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A critical aspect of Oracle Cloud CX in the life sciences context is its ability to integrate and

connect with other systems – both within the Oracle ecosystem and external platforms. Life

sciences companies have a multitude of IT systems (from electronic health records to

manufacturing systems to third-party data providers), and a CX platform must fit into that

landscape. Oracle Cloud CX provides extensive integration capabilities:

Native Integration with Oracle Systems: One of Oracle CXʼs advantages for Oracle-centric

customers is out-of-the-box integration with other Oracle Cloud applications. Oracle CX is part of

the Oracle Fusion Cloud Applications suite, so it natively connects with Oracle ERP Cloud (financials,

supply chain) and Oracle HCM Cloud (HR) using a unified data model. For example, if a medtech

company uses Oracle ERP, an Oracle CX user (sales rep) could seamlessly retrieve inventory

availability or order status for a customer without complex custom integration. Oracle delivers

prebuilt connectors in some cases – for instance, integration packs that sync Oracle Sales Cloud

opportunities with Oracle supply chain for available-to-promise data. Oracleʼs strategy is often

described as providing “front- and back-office integration” to unify processes. In life sciences, this

means a single platform could manage an order from quote in Oracle CX CPQ to fulfillment in Oracle

ERP, or link a customer service issue in Oracle Service to a quality event in an Oracle quality

management system.

Oracle Integration Cloud (OIC) and Middleware: Oracle offers integration middleware (Oracle

Integration Cloud, part of Oracle Cloud Infrastructure services) that contains adapters and tools to

connect Oracle CX with virtually any external system. There are specific adapters for

Salesforce.com, SAP, and others, acknowledging that many customers run hybrid environments.

For a pharma company using SAP ERP but Oracle CX for CRM, OIC can be used to sync customer

master data, product data, and transaction info between SAP and Oracle CX. Similarly, if a company

uses Veeva Vault (content management for regulated documents), Oracle CX can integrate via APIs

so that, for example, approved PDF resources in Vault are available to attach in Oracleʼs call reports.

Oracle Integration Cloud also supports healthcare standards – such as HL7 and FHIR – which is key

for integrating with healthcare provider systems or health clouds. A life sciences example: a patient

support call center using Oracle Service Cloud could receive a daily HL7 feed of new patient

enrollments from a hospitalʼs EHR, using Oracleʼs healthcare adapter.

APIs and REST Services: Oracle Cloud CX is built with an API-first approach. Oracle provides

comprehensive REST APIs for all major CX modules (Sales, Service, etc.). Developers can use these

APIs to create, read, update, or delete data in Oracle CX and to trigger actions. For example, if a

biotech wants to have a custom mobile app for patient engagement that feeds data to Oracle, the

app can call Oracleʼs REST APIs to log interactions or create service requests. The APIs also allow

extraction of data for analytics or integration with data lakes. Oracleʼs API documentation includes

guides and examples for common use cases, making it easier to integrate with custom applications

or third-party solutions. There are also SOAP web services available for certain legacy integrations,

but REST/JSON is the preferred method now. The key point is that anything you can do in the

Oracle CX UI, you can usually do via API, enabling integration scenarios like: automatically creating

a case in Oracle Service when a quality issue is logged in Oracleʼs Agile PLM system, or updating an

HCPʼs contact info in Oracle CX when a change is made in a master data management system.
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Integration with EHR/EMR Systems: As Oracle expands in healthcare (notably with the Cerner

acquisition forming Oracle Health), there is an increasing emphasis on integrating Oracle business

applications with clinical systems. While Oracle CX does not directly include an EHR, it can connect

to them. For instance, Oracle has demonstrated connecting Oracle Service Cloud with Cernerʼs

Millennium EHR to allow customer service agents to see relevant patient information during a call

(with consent and in compliance). In a life sciences scenario, consider a pharma company that runs

patient support programs: Oracle CX could pull medication fulfillment data or lab results from an EHR

to prompt a support call if a patient is not meeting certain markers. These integrations are typically

done via FHIR APIs or HL7 messages, and Oracleʼs tools support those standards. Oracle Health

(Cerner) and Oracle CX are likely to have more pre-built integration points as Oracle converges its

healthcare strategy.

Third-Party CRM and Data Integration: Oracle recognizes that life sciences companies might use

more than one CRM (especially during transitions). Some Oracle CX customers integrate it with

Veeva CRM or IQVIA OCE in situations like co-promotion (two companies promoting the same drug

using different systems need to share data). Oracleʼs open API approach means data can flow

between Oracle and those platforms. For example, an HCP call entered in Oracle Sales Cloud could

be sent to a partnerʼs Veeva system via an interface, so both teams have a complete view of

interactions. Similarly, Oracle CX can coexist with Salesforce environments – Oracle even provides

comparison guides and has built connectors in the past when customers had mixed environments. In

practice, many of these integrations are custom, but the capability is there. Oracleʼs own experience

integrating Siebel with other systems for decades lends confidence that Oracle CX can integrate with

IQVIA data feeds (like Xponent prescription data, OneKey), with marketing automation tools (if a

company uses a non-Oracle marketing tool), or with data science platforms analyzing real-world

data.

ISV Connectors: A number of Oracle partners and independent software vendors offer prebuilt

integration solutions. For instance, Magic Software provides Oracle CX Cloud integration solutions

and lists Healthcare & Life Sciences as one of the sectors they cater to. These might be connectors

for specific use cases – say, integrating Oracle CX with a pharmacovigilance system (Argus) or with a

medical information database. Another example is a connector to Qualtrics XM (experience

management) which Oracle has partnered with – enabling Oracle CX to send survey triggers to

Qualtrics after certain events (like after a service call, to get HCP feedback). There are also

connectors available for communication platforms – e.g., integrating Oracle CX with MS Teams or

Zoom for virtual sales calls, which can be very relevant for remote engagement of HCPs.

Data Import/Export: For life sciences analytics, companies often want to pull data from Oracle CX

into a data warehouse or data lake where it can be combined with clinical or market data. Oracle CX

facilitates this through built-in export tools and through Oracle Analytics. Oracleʼs CX Analytics (part

of Oracle Analytics Cloud) offers prebuilt data models for sales and service data, which can be

extended. If a company uses a third-party BI tool, Oracleʼs APIs or data sync tools (like Oracle

GoldenGate or flat file export) can be used to regularly feed data to the warehouse. Conversely,

importing data (like customer master updates or product lists) is done via Oracleʼs import

management or API calls. Oracle has guidance for bulk imports (e.g., using REST batch endpoints or

the import UI) and even scheduling via APIs.

In summary, Oracle Cloud CX is designed to be an open, integratable platform, which is

essential in the fragmented application landscape of life sciences IT. It provides robust
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integration options – from prebuilt connectors for Oracleʼs own ecosystem to flexible APIs for

custom links, to support for industry standards. A life sciences company can confidently plan for

Oracle CX to talk to their EHR systems, ERP solutions, data providers (like IQVIA), and even

competitor CRM systems as needed. One cited comparison noted that Oracleʼs integration

approach requires some setup but is “very versatile,” highlighting the strength of Oracleʼs

middleware and the ability to integrate front-office CX with back-office and data systems. As a

practical example, Oracle CX could be the central hub that “mines all available data, predicts

moments of need, and engages customers at the right time”, as Oracle puts it – which is

only possible when itʼs fed by integrated data streams across R&D, clinical, and commercial

domains.

From an IT governance perspective, the fact that Oracle Cloud CX can reside in Oracleʼs secure

cloud and integrate without exposing data unnecessarily is a plus for compliance. Many

integrations can be done within Oracleʼs secure environment (especially Oracle-to-Oracle

integrations), reducing the surface area for security concerns. Additionally, Oracleʼs integration

cloud services come with monitoring and error handling, which is important when, say, sending

critical compliance data (like an adverse event) from one system to another – you want

confirmation it went through successfully.

In conclusion, Oracle CX will not operate in a silo; it is typically the customer engagement

nexus connecting to many other parts of the life sciences enterprise. Companies leveraging

Oracle CX should plan an integration architecture upfront, making use of Oracleʼs tools and

third-party connectors to ensure a seamless flow of information between sales, marketing,

medical, supply chain, and clinical systems.

Oracleʼs Documentation, Developer and Partner

Resources

Oracle provides extensive resources for both implementers and users of Oracle Cloud CX,

including official documentation, developer tools (SDKs/APIs), and training/partner programs.

Below is a roundup of key resources:

Official Oracle CX Documentation: Oracleʼs documentation for Fusion Cloud Applications

(including CX) is publicly available on the Oracle Help Center. This includes implementation guides,

user guides, and REST API references for all CX modules. For example, Oracle publishes a “REST API

for Sales and Fusion Service” guide which details how to use Oracle CXʼs APIs with examples. The

documentation library also covers industry-specific notes and best practices. A life sciences

implementer can find guidance on configuring Oracle CX for compliance (via white papers) and on

integrating with other Oracle Health Sciences products. The docs are continually updated with each

quarterly release. (Resource link: Oracle CX Documentation Library – docs.oracle.com).
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Developer Resources (APIs and SDKs): Oracle Cloud CX is developer-friendly, offering not just

REST APIs but also SDKs in various languages for certain services. Oracleʼs Developer Center and

developer.oracle.com provide code samples, tutorials, and forums. For instance, Oracle has an SDK

for Oracle Service Cloud (for customizing the agent desktop or building add-ins) and JavaScript APIs

for Oracle Engagement Cloudʼs UI customization. Oracleʼs modern CX applications also support

extension via Oracle Visual Builder – developers can create custom web/mobile apps that interface

with Oracle CX. All these developer tools are documented, and Oracleʼs OTN (Oracle Technology

Network) community forums are active with Q&A. Additionally, Oracle Cloud Customer Connect (the

online community) has a dedicated area for CX developers to discuss issues and share solutions. In

short, developers have plenty of support: comprehensive API docs, sample code, and community

help to extend Oracle CX or integrate it with other apps.

Oracle Cloud Customer Connect Community: This is Oracleʼs official user community for its cloud

products. Specifically for CX, there are forums where customers and Oracle staff discuss product

updates, how-tos, and feature requests. Members of Customer Connect can also access webinars

and events. Oracle mentions that this community is “designed for peer collaboration and best

practice sharing,” and members can even provide feedback to Oracleʼs development teams. Life

sciences CX users can leverage this to ask questions like “How are others handling sample

management in Oracle CX?” and get real-world answers.

Training and Certification (Oracle University): Oracle offers extensive training for Oracle CX

through Oracle University. They have digital courses, live training, and certifications for various CX

roles (implementer, administrator, etc.). For example, there are Oracle CX Sales Certified

Implementation Specialist credentials that professionals can earn, demonstrating knowledge of

configuring Oracle Sales Cloud. Oracle University also has industry-specific content – while not a

separate “Life Sciences CX certification,” the training often covers use cases that can apply to life

sciences. Oracle emphasizes that it provides a variety of learning solutions to help build cloud skills

and validate expertise. Many Oracle partners ensure their consultants are certified in Oracle CX, and

life sciences companies sometimes have their IT staff go through these trainings as well. Oracleʼs

learning subscriptions can be very useful during an implementation project to get the team up to

speed with the softwareʼs capabilities.

Oracle PartnerNetwork (OPN) and Industry Programs: For partners, Oracleʼs PartnerNetwork

offers specialization tracks in Cloud CX. Partners can become Oracle CX Specialized or achieve

Cloud Excellence Implementer status in CX domains. Oracle also has an Industry Partner program

where certain partners focus on industries like Life Sciences. These partners often have access to

Oracle industry solutions content and sandbox environments to develop demos for life sciences

clients. Oracleʼs partner finder tool can locate partners with the Life Sciences designation or CX

specialization. Additionally, Oracle runs joint marketing and training with partners – for example,

Oracle might conduct a workshop with a partner on “Digital Transformation in Pharma with Oracle

CX,” which is both educational and a networking resource for customers.

Oracle Developer Cloud and Sandboxes: For those customizing Oracle CX, Oracle provides

sandboxes (within the application for safe configuration testing) and a platform for managing code

(Oracle Developer Cloud Service can integrate with CX for DevOps pipelines). While more technical,

itʼs worth noting Oracle supports modern dev practices even for its SaaS – e.g., you can use Oracleʼs

Visual Builder to create extensions and deploy them through sandboxes to production in Oracle CX.

Oracleʼs documentation includes sections on how to use these tools.
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Industry Reference and SDKs: Oracle has specific APIs/accelerators for some industry solutions.

An example is the Siebel Life Sciences REST API that was created to expose Siebel Pharma data –

relevant for customers in transition. Also, Oracle has released kits like the “Oracle Digital Assistant

skills for healthcare” which could be repurposed for life sciences CX chatbots. All such resources are

accessible via Oracleʼs official sites or through Oracleʼs support portal.

Support Portal (My Oracle Support): Customers and certified partners can use My Oracle Support

to access a knowledge base, documentation updates, and log service requests. Oracleʼs support site

contains many how-to notes – for instance, notes on recommended configurations for 21 CFR Part

11 compliance in Oracle CX, or integration recipes. This is an important resource once in operation,

as life sciences companies often need to ensure they have documented evidence from Oracle on

certain functionalities (for validation audits).

Oracleʼs Life Sciences Resource Hub: Oracleʼs website has a section for Life Sciences (industries)

which aggregates solution briefs, case studies, and white papers. Among these resources, one can

find Oracle-authored content like “Unify Clinical and Commercial Data” or “Oracle in Life Sciences:

Empowering Pharmaceutical IT”. These can be very useful for understanding Oracleʼs strategy and

for getting direct links to things like Oracle Health Sciences APIs (for clinical systems) which might

tie into CX. For example, Oracle has documentation on integrating its Clinical One platform with

Oracle CX for clinical trial site interactions, etc.

Developer and User Communities (External): Outside Oracleʼs official channels, there are

community blogs and sites focusing on Oracle CX. For instance, the Oracle CX Blog (SmarterCX)

on Oracleʼs site often features articles on customer experience trends in various industries. There are

also independent blogs (like Oracle CX Sunil Kumarʼs blog, or others) where practitioners share tips

(e.g., a blog might share “useful REST commands for Oracle CX Sales”). While not official, these can

be handy supplementary resources.

To give direct links as requested, here are some key resource links (with explanation in

parentheses):

Oracle CX Documentation Library – Official docs for Oracle Fusion Cloud CX

Oracle CX REST API Reference – Developer guide for Oracle CX REST APIs

Oracle Cloud Customer Connect (CX Community) – Oracleʼs user community for CX collaboration

Oracle University – CX Training and Certification – Portal for Oracleʼs training courses and CX

certifications

Oracle Partner Finder (CX/Industry) – Find Oracle partners with CX and Life Sciences expertise

Oracle CX Developers Portal – Resources for developers extending Oracle CX (code samples,

forums)

(The above citations provide the entry points to the mentioned resources – e.g., documentation,

community, training. They correspond to Oracleʼs official pages where these resources can be

accessed.)
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In conclusion, Oracle backs its Cloud CX offering with a wealth of support and knowledge

resources. Life sciences professionals and IT teams can tap into these to ensure they are getting

the most out of the platform. Whether itʼs reading up on a new feature in the latest quarterly

release, asking a question in the customer forum, following an Oracle tutorial on configuring a

multi-channel campaign, or engaging a certified partner through OPN – the ecosystem is there

to facilitate a successful Oracle CX journey. Oracleʼs commitment to its customersʼ success is

evident in these programs, which is especially important in life sciences where the technology

must align with critical business and compliance needs. Having direct access to Oracleʼs

documentation and expert community can help life sciences companies reduce risk and

accelerate innovation as they implement Oracle Cloud CX as part of their digital strategy.
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IntuitionLabs - Industry Leadership & Services

North America's #1 AI Software Development Firm for Pharmaceutical & Biotech: IntuitionLabs

leads the US market in custom AI 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 AI 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 AI expert with 20+ years

in software development, multiple successful exits, and patent holder. Recognized as one of the top

AI experts in the USA.

Custom AI Software Development: Build tailored pharmaceutical AI applications, custom CRMs,

chatbots, and ERP systems with advanced analytics and regulatory compliance capabilities.

Private AI Infrastructure: Secure air-gapped AI deployments, on-premise LLM hosting, and private

cloud AI 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.

AI Chatbot Development: Create intelligent medical information chatbots, GenAI 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.

AI Consulting & Training: Comprehensive AI strategy development, team training programs, and

implementation guidance for pharmaceutical organizations adopting AI 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.

AI-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 AI software development firm specializing exclusively in

pharmaceutical and biotech companies. As the premier US-based AI software development company for

drug development and commercialization, we deliver cutting-edge custom AI applications, private LLM

infrastructure, document processing systems, custom CRM/ERP development, and regulatory compliance

software. Founded in 2023 by Adrien Laurent, a top AI expert and multiple-exit founder with 20 years of

software development experience and patent holder, based in the San Francisco Bay Area.

This document does not constitute professional or legal advice. For specific guidance related to your

business needs, please consult with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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