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Executive Summary

Salesforce Health Cloud is a specialized Customer Relationship Management (CRM) platform
designed for the healthcare and life sciences sectors. In the biopharmaceutical industry,
companies are leveraging Salesforce Health Cloud to transform how they engage with patients,
healthcare providers (HCPs), and other stakeholders across the care continuum. This
comprehensive report provides an in-depth analysis of Salesforce Health Cloud’s role in
biopharma, covering its evolution, core capabilities, use cases, benefits, challenges, and future
outlook. It draws on a wide range of sources including industry case studies, expert opinions,
and data-driven insights.

Background: Biopharma companies face intense pressure from rising development costs, strict
regulations, pricing and reimbursement challenges, and the need for better patient outcomes
(cynoteck.com). Traditional systems often operate in silos, with disconnected data across R&D,
medical affairs, marketing, sales, and patient services. Salesforce Health Cloud addresses these
gaps by providing a cloud-based platform that unifies data and processes, enabling a ” single
source of truth” for patient and stakeholder information (cynoteck.com). Introduced in 2016,
Health Cloud quickly gained popularity for helping healthcare organizations personalize patient
engagement and streamline workflows (penrod.co). Initially focused on healthcare providers, it
has expanded with features and modules tailored to pharmaceutical and medtech needs, often
termed the "“Life Sciences Cloud.” This expansion comes as Salesforce moves aggressively into
life sciences, especially with the planned general availability of Salesforce Life Sciences Cloud
for Customer Engagement by 2025 (www.salesforce.com). Major pharma and biotech companies
like Pfizer, Takeda, and Boehringer Ingelheim are among over 70 industry leaders that have
adopted Salesforce’s life sciences solutions to connect clinical trials, patient services, and HCP
engagement on a unified platform (www.salesforce.com).

Key Capabilities: Salesforce Health Cloud offers a 360-degree view of patients, integrating
data from electronic health records (EHRs), claims systems, pharmacies, wearables, and more
into a single platform (thesalesforcefirst.com). For biopharma, this means companies can
manage patient support programs, clinical trial workflows, and HCP interactions all in one place.
Core capabilities include patient enrollment and onboarding tools, care plan management,
intelligent appointment scheduling, medication management, and compliant data sharing.
Advanced features powered by artificial intelligence (Al) are increasingly embedded - for
example, predicting which patients might drop off therapy so that interventions can be made
(www.salesforce.com), or auto-matching clinical trial candidates to appropriate sites to
accelerate recruitment (www.salesforce.com). The platform emphasizes interoperability (with
FHIR-standard APIs for data exchange) (thesalesforcefirst.com) and security (with strict
compliance to healthcare regulations like HIPAA and FDA 21 CFR Part 11 for electronic records)
to ensure patient data is handled safely. Salesforce Health Cloud’s robust analytics enable real-
time dashboards and reports, helping pharma companies monitor program performance and
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outcomes. In one case study, consolidating patient and prescription data in Health Cloud allowed
a pharma support team to reduce operating costs while improving patient outcomes
(cynoteck.com). Moreover, organizations are seeing strong returns on these investments:
according to Salesforce, 91% of healthcare customers achieved a positive ROI, with an average
of 27% improvement in patient adherence rates when using its health solutions
(www.salesforce.com). Individual case analyses have even reported ROI figures as high as 459%
after implementing Health Cloud for patient management initiatives (www.capminds.com).

Multiple Perspectives & Case Studies: This report examines the impact of Health Cloud from
various stakeholder perspectives: patients, pharma companies, healthcare providers, and
payers. It includes real-world examples such as a specialty pharma that moved from
spreadsheet-based patient tracking to an integrated Health Cloud system, resulting in more
efficient patient onboarding and coordination (penrod.co). It explores how a biotech running rare
disease clinical trials used Health Cloud to create a centralized platform for identifying and
enrolling participants, coordinating appointments, and automating communications — ultimately
delivering more “compassionate care” during trials by having critical patient data accessible to
all teams in real time (penrod.co). On the commercial side, pharma sales representatives and
medical science liaisons are using the platform’s CRM and Al tools to better manage HCP
relationships: one CEO of a pharmaceutical company noted that by replacing disparate
spreadsheets with an Al-driven unified platform, they reduced operating costs and increased
conversion rates in their sales process (www.salesforce.com). Perspectives from industry
leaders highlight the strategic importance of such platforms — for instance, a VP at Boehringer
Ingelheim stated that Salesforce's Life Sciences Cloud is “essential for driving our innovation in
patient and healthcare provider experiences,” supporting their mission to transform lives
(www.salesforce.com).

Current State: As of 2025, Salesforce Health Cloud and its Life Sciences Cloud extensions
represent one of the leading enterprise solutions for biopharma customer engagement and
patient management. Analysts estimate the global healthcare CRM market is currently worth
around $18-21 billion, on track to exceed $30 billion by 2030 amid surging demand for patient
engagement and personalized care tools (thesalesforcefirst.com). Salesforce itself has seen
rapid growth in this vertical, with its healthcare and life sciences services revenue growing over
35% since 2018 (www.slideshare.net). The COVID-19 pandemic significantly accelerated digital
transformation in pharma — from enabling remote interactions with HCPs to supporting
telehealth and at-home services — and Salesforce responded by rolling out “Care from
Anywhere" innovations like remote patient monitoring dashboards and Al-powered appointment
scheduling to meet these needs (www.salesforce.com) (www.salesforce.com). Consequently,
many pharma organizations have moved from pilot projects to enterprise-wide deployments of
Health Cloud.Over 70 leading life sciences companies have now entrusted Salesforce’s platform
to unify their clinical, commercial, and patient operations (www.salesforce.com). This industry
momentum is also fueled by Salesforce’s broader ecosystem and partner network, which
extends the platform via specialized apps (for example, apps for adverse event tracking or
quality management are available on the Salesforce AppExchange) and integration services.
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Future Outlook: Looking ahead, Salesforce is doubling down on biopharma with dedicated
products and Al capabilities. In 2025, Salesforce Life Sciences Cloud will become generally
available, lifting contractual restrictions that had previously limited Salesforce’s direct
competition in pharma CRM (www.cnbc.com) (www.cnbc.com). This marks a new chapter where
Salesforce can natively offer solutions for pharma sales and medical affairs that were
traditionally dominated by third-party vendors. The platform’'s roadmap emphasizes trusted Al
("agentic Al") — e.g. generative Al assistants that can draft compliant medical information
responses or summarize complex patient data — which promises to further streamline workflows
(www.salesforce.com) (thesalesforcefirst.com). As data volumes explode in life sciences (with
real-world evidence, genomics, device data, etc.), robust cloud platforms will be critical in
harnessing that information: Salesforce's integration of the FHIR standard ensures that its Health
Cloud can serve as a backbone for interoperable health data exchange (thesalesforcefirst.com),
positioning it well as regulatory mandates for data sharing (in the US and globally) take effect.
The implications for biopharma are profound — companies that effectively use solutions like
Health Cloud are expected to bring treatments to market faster and more efficiently by breaking
down silos between clinical and commercial teams (www.salesforce.com), and by engaging
patients as active partners in their care. This report concludes that Salesforce Health Cloud,
while not without implementation challenges, is a catalyst for a more patient-centric, data-driven
approach in biopharma. Firms that embrace these tools are seeing improved patient outcomes,
stronger HCP relationships, and streamlined operations, laying the groundwork for a more agile
and responsive life sciences industry.

(The executive summary encapsulates the major findings and insights of the report, providing a
high-level overview for readers. Detailed evidence, citations, and analysis are presented in the
subsequent sections.)

Introduction and Background

The Convergence of Healthcare and Technology in
Biopharma

The biopharmaceutical industry operates at the intersection of cutting-edge science and
complex healthcare delivery. Developing a new drug can take nearly a decade and cost almost a
billion dollars (www.salesforce.com). Despite these high stakes and investments, once a
therapy reaches the market, biopharma companies face additional hurdles: ensuring that the
medication is effectively delivered to patients who need it, demonstrating value to payers and
providers, and monitoring real-world outcomes. Traditionally, pharma'’s role ended at the
distribution of products to healthcare providers, but in recent years this paradigm has shifted.
There is a growing emphasis on patient-centric care and outcomes-based models, which means
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pharma companies are increasingly engaging directly with patients, caregivers, and healthcare
systems throughout the treatment journey. This convergence of healthcare and technology is
evident in trends such as:

» Closer patient connections: Pharma companies are investing in patient engagement
programs to gather real-world data and support medication adherence
(www.salesforce.com). They want to understand how patients respond to therapies in real
life and provide services (education, reminders, support groups, etc.) that improve
outcomes.

e Evolved HCP engagement models: The days of solely relying on face-to-face sales rep
visits to doctors are fading. Even before the COVID-19 pandemic, in-person interactions
with healthcare professionals were declining, prompting “evolved commercial strategies”
that use digital channels, remote detailing, and on-demand information for HCPs
(www.salesforce.com). Pharma reps now need tools to manage multichannel relationships

and deliver value beyond the sales call.

« “Beyond the pill” services: As competitive pressure increases (e.g. from generics and
biosimilars once patents expire), pharma companies are differentiating through patient
support services and digital health solutions that accompany their drugs
(www.salesforce.com). These might include companion apps, nurse helplines, adherence
programs, and disease management platforms.

e Al and cloud adoption: To improve efficiency and gain insights, pharma is turning to cloud
computing and artificial intelligence. From R&D analytics to automating commercial
operations, Al and cloud-based platforms are seen as key enablers for better decisions and
cost savings (www.salesforce.com). In fact, even in the late 2010s, surveys showed pharma
companies increasing their use of cloud and Al to drive scientific and business innovation
across R&D, manufacturing, and sales (www.salesforce.com).

e Cross-industry collaboration: Pharma firms are partnering more with tech companies,
data providers, healthcare systems, and even consumer firms to innovate and reach
patients. Collaborative ecosystems — for example, partnerships between pharma, insurers,
and digital health startups — are emerging as essential to deliver integrated care solutions

(www.salesforce.com).

These trends have created a need for robust digital platforms that connect all the stakeholders
(patients, providers, payers, pharmacies, clinical researchers, etc.) and data sources (electronic
health records, insurance claims, lab results, patient-reported data, etc.) into a single unified
system. The goal is to break information silos and enable a 360-degree view of the patient or
stakeholder, so that biopharma companies can be more proactive and personalized in their
approach.

Salesforce’s Entry into Healthcare and Life Sciences
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Salesforce, known as the pioneer of cloud-based CRM, recognized the healthcare sector’s
unigue needs and launched Salesforce Health Cloud in 2016 (penrod.co). This product was the
result of Salesforce's collaboration with healthcare providers and technology partners and was
positioned not just as another database for medical records, but as a “patient relationship
management” solution (www.salesforce.com). In the initial press release announcing Health
Cloud in 2015, Salesforce emphasized that healthcare IT was “shifting toward the patient
experience” — moving beyond siloed electronic health record systems to more comprehensive,
relationship-centered systems (www.salesforce.com) (www.salesforce.com). Early development
partners included hospitals and health systems like Centura Health and UCSF, and medical
device companies like Philips, indicating a broad vision for the platform across the health sector
(www.salesforce.com).

What is Salesforce Health Cloud?

At its core, Salesforce Health Cloud is a cloud-based CRM platform tailored for healthcare. It
builds on Salesforce's underpinning CRM capabilities (like contact management, task
management, workflows, analytics) and adds health-specific data models and modules. For
example, Health Cloud comes with standard objects and data structures for patients (often
modeled as a person account or a custom Patient object), care plans, care team members,
clinical data and more, which are not part of a generic CRM out-of-the-box. It was designed to
integrate data from various sources such as EHRs, wearables, medical devices, insurance
claims, and even social determinants of health, into one place (www.salesforce.com). By doing
so, Health Cloud enables a “single source of truth” about each patient — including their
demographic info, medical history (problems, medications, allergies), appointment history, care
plan progress, and communications preferences - all accessible to authorized users in a
healthcare organization.

Originally, Salesforce marketed Health Cloud primarily to providers (hospitals, clinics) and
payers (health insurers) to help them manage patient relationships and member services.
Providers could use it to track patients through their care journeys (improving follow-ups,
reducing readmissions, etc.), whereas payers could use it to engage members for care
management and preventative health. However, Salesforce also saw applicability to the life
sciences (pharma, biotech, medtech) who, while not direct care providers, increasingly needed
to engage patients and coordinate with healthcare partners. Over time, Salesforce began
highlighting how Health Cloud benefits biotech/pharma companies, noting that for many, it
became “the foundation of their patient support programs” (plumlogix.com). By creating a
centralized hub for patient information (such as prescriptions, provider interactions, and patient
consents), biotech and pharma firms could deliver better services to patients and keep
operational costs down (plumlogix.com).

Evolution and Industry Adoption:

From its launch, Salesforce Health Cloud rapidly evolved, adding features to address more
complex healthcare workflows. In 2017, Salesforce Health Cloud was named a Leader in
Enterprise Health Clouds by Forrester Research (investor.salesforce.com), a recognition that
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validated Salesforce's strategy and execution in the health domain. By 2018, new capabilities like
Care Gaps (to monitor a patient’s adherence to care plans and proactively intervene) were
introduced, reflecting a growing emphasis on outcomes and population health management
(investor.salesforce.com). As healthcare digitization accelerated, Salesforce also expanded
partnerships for EHR integration (through APIs and middleware like Mulesoft) and encouraged a
growing ecosystem of health-tech applications on its AppExchange.

A significant boost in adoption came during the COVID-19 pandemic (2020-2021), which
forced healthcare and pharma organizations to digitize many services literally overnight.
Salesforce noted that it “significantly increased its role in healthcare during the COVID-19
pandemic”, providing solutions for vaccine management, contact tracing, and telehealth support
(www.axios.com). For biopharma companies specifically, the pandemic underscored the need for
flexible, cloud-based systems to manage clinical trials disrupted by lockdowns, to engage
physicians when sales reps couldn’t visit in person, and to support patients starting new
therapies remotely. Salesforce responded with a rapid roll-out of what it called “Care from
Anywhere" innovations (www.salesforce.com). For example, in 2021 it released Remote Patient
Monitoring features for Health Cloud, which surface data from connected devices (like glucose
monitors or blood pressure cuffs) in a unified dashboard so care coordinators or pharma support
teams can track patient health metrics remotely (www.salesforce.com). It also introduced
Intelligent Appointment Management, using Al to match patients with the right appointment
type (telehealth vs in-person) and time — reducing no-shows and administrative overhead
(www.salesforce.com). Another addition was Medication Management, providing a
consolidated medication list for each patient that pharmacists or providers can maintain,
integrated with standard drug dictionaries like RxNorm for accuracy (www.salesforce.com).
These features were aimed at bridging gaps in continuity of care and ensuring patients stayed
on therapy even when traditional healthcare access was challenging.

Meanwhile, biopharma companies were quickly realizing the value of such capabilities. A
notable example is how pharma companies started using Health Cloud to manage patient
support programs during the pandemic. These programs often involve coordinating between
patients, specialty pharmacies, nurse educators, and insurers to ensure a patient can initiate and
stay on therapy. Having a cloud platform accessible “from anywhere" became essential. Kevin
Riley, SVP and GM of Healthcare and Life Sciences at Salesforce, remarked in 2021, “the
pandemic forced us to accelerate digital transformation and provide the healthcare system with
digital-first and always-on patient-focused solutions”, emphasizing that providers, payers, care
coordinators and pharmaceutical companies must be empowered to deliver care for patients
wherever they are (www.salesforce.com). This comment highlights that pharma companies were
seen as integral players in the care continuum, not just manufacturers of drugs.

By 2023, Salesforce deepened its commitment to the life sciences sector. It announced the
development of Salesforce Life Sciences Cloud, essentially an expansion of Health Cloud with
industry-specific modules for pharma and medtech organizations. One driver for this move was
the changing competitive dynamic with Veeva Systems — a long-time Salesforce partner that
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built a multibillion-dollar pharma CRM business on the Salesforce platform. Veeva's CRM is
widely used for tracking doctor visits, drug samples, and other commercial activities in pharma.
However, in late 2022, Veeva announced it would move off the Salesforce platform by 2025 and
develop its own infrastructure (www.cnbc.com). This decision also meant the end of an
agreement that prohibited Salesforce from directly competing in the life sciences CRM
space (an agreement that had kept Salesforce itself from offering a full-fledged pharma sales
CRM) (www.cnbc.com) (www.cnbc.com). With Veeva's transition, Salesforce is now free to
pursue pharma customers with its own industry cloud solutions. This context explains why
Salesforce’s Life Sciences Cloud (planned GA in 2025) includes capabilities spanning clinical
trial management, HCP engagement, and patient services — areas that historically were partly
served by Veeva or a patchwork of other systems.

Notably, Salesforce reported that more than 70 industry-leading life sciences companies have
already chosen its Life Sciences Cloud (or Health Cloud) to unify their operations
(www.salesforce.com). These include global pharma companies and biotechs like Pfizer,
Takeda, Boehringer Ingelheim, as well as medtech firms like Fresenius Kabi and Penumbra
(www.salesforce.com) (www.salesforce.com). Such companies are using Salesforce to improve
clinical trial recruitment (using Al to find optimal trial candidates and sites), to help field sales
teams have richer engagements with HCPs, and to enable patient services teams to automate
processes like insurance coverage verification and adherence outreach (www.salesforce.com).
For instance, an executive at Mirum Pharmaceuticals (a biotech focused on rare diseases)
stated, “We're excited to use Life Sciences Cloud to bring our patient services in-house with the
goal of improving enrollment, patient data visibility, and drug adherence for ultra-rare diseases.”
(www.salesforce.com). This exemplifies how biopharma companies aim to leverage the platform
to better manage patient support for specialized therapies. Another quote from Boehringer
Ingelheim’s VP of Patient Excellence underscores the strategic perspective: “Salesforce Life
Sciences Cloud is essential for driving our innovation in patient and healthcare provider
experiences... it supports our mission to transform lives.” (www.salesforce.com). Such
endorsements suggest that, for these organizations, Health Cloud/Life Sciences Cloud is not just
an IT tool, but a strategic enabler for patient-centric business models.

Challenges and Drivers for CRM Adoption in Biopharma

The growing adoption of Salesforce Health Cloud in biopharma has been driven by a
combination of industry challenges and technological advancements:
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¢ Data Silos and Integration Needs: Pharma companies traditionally maintained separate systems for
different functions - e.g., one system for sales force automation, another for medical information
inquiries, others for clinical trial management, etc. This fragmentation made it hard to share insights
across departments. For example, data from a patient support program might not be linked to
insights from clinical development, meaning opportunities to learn from real-world patient outcomes
could be missed. A Salesforce news release pointed out that life sciences organizations generate
“some of the world’s highest volumes of data” which must be accurate, secure, and yet shareable
across teams on behalf of patients (www.salesforce.com). Too often that data sits in disparate
systems that don’t communicate (www.salesforce.com). This recognition has driven demand for
integrated platforms. Salesforce Health Cloud, especially with its emphasis on interoperability,
appeals to pharma companies looking to connect these dots. It provides a way to integrate sales,
service, marketing, and clinical data on one deeply unified platform, ensuring that HCPs and
patients “get the right information at the right time" throughout the process of getting a therapy to a
patient (www.salesforce.com). This integration is crucial in scenarios like coordinating a patient's
journey from clinical trial enroliment to post-market patient support — which without a unified system,
would involve hand-offs between different software and teams.

¢ Pressure to Improve Patient Outcomes and Adherence: There is an increasing focus on
outcomes-based reimbursement, where how well a drug performs (in real-world patient populations)
can affect its acceptance by payers and providers. One stark statistic often cited is that medication
non-adherence leads to approximately $290 billion in avoidable healthcare costs each year in
the U.S. (www.salesforce.com). For pharma, poor adherence can also mean patients don’t get the
full benefit of a therapy, which in turn can limit a drug’s real-world effectiveness and reputation.
Therefore, pharma companies have a vested interest in helping patients adhere to treatment plans.
Salesforce Health Cloud provides tools for patient engagement — from automated medication
reminders to scheduling follow-ups — that are aimed at tackling this issue. By monitoring patient
interactions and medication fulfillment data, companies can identify when patients are faltering and
intervene. The platform'’s ability to create personalized patient journeys (for example, sending
educational content or alerts based on a patient’s condition and behavior) allows pharma-sponsored
programs to proactively support patients. The use of Al is particularly promising here: Salesforce
advocates using predictive analytics to flag patients who are likely to stop therapy and suggest
intervention methods (www.salesforce.com). This predictive approach can drastically improve
adherence rates. Indeed, Salesforce’s own customer success data indicates that connected care
plans and engagement can drive a 27% improvement in patient adherence on average
(www.salesforce.com). For pharma, that translates to better patient outcomes and potentially
improved therapy success rates.
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¢ Regulatory and Compliance Landscape: Healthcare is a highly regulated arena. Pharma companies
must comply with privacy laws (like HIPAA in the U.S. for patient health information, and GDPR in
Europe for personal data), as well as industry-specific regulations (like FDA 21 CFR Part 11 for
electronic records and signatures in clinical trials and manufacturing). Any system they use must
support compliance, or at least not introduce risk. One reason some organizations were cautious
about cloud solutions in the past was concern over data security and compliance in a multi-tenant
environment. Salesforce has had to ensure that Health Cloud meets these standards — for example, it
offers HIPAA-compliant cloud infrastructure and has built-in auditing tools. As an example, Health
Cloud can produce user-customizable compliance reports to track who accessed or edited
sensitive data (like a clinician portal entry or an EHR record), which helps organizations demonstrate
compliance in audits (cynoteck.com). Moreover, Salesforce Health Cloud embraced healthcare
interoperability standards, notably HL7 FHIR (Fast Healthcare Interoperability Resources), to
facilitate compliant data sharing with EHRs. Interoperability isn't just a nice-to-have; it's mandated by
regulations (the 21st Century Cures Act in the U.S. and similar initiatives globally force providers and
vendors to make health data available through standard APIs). Salesforce Health Cloud leverages
FHIR-first APIs to pull in data from EHRs, payer systems, and even loT health devices, creating
a unified patient record that can be used by multiple teams across the care continuum
(thesalesforcefirst.com). This FHIR-driven interoperability and the “single source of truth” it creates
means less risk of error or inconsistency when data is shared between a pharma’s system and a
hospital's system. In short, compliance requirements have, somewhat counterintuitively, driven
adoption of sophisticated CRM platforms — because modern solutions like Health Cloud come
prepared to handle those requirements, whereas legacy or manual systems would struggle. The
digital chain-of-custody and audit trails provided by Health Cloud help, for instance, in clinical
trials: every interaction and data change can be logged and signed electronically, aiding FDA
compliance at each stage of a therapy’s development (www.salesforce.com).

e Market Competition and Customer Experience: Biopharma is a competitive industry, not only in
terms of drugs on the market but also in engaging the healthcare ecosystem. HCPs (doctors, nurses,
pharmacists) have limited time and are bombarded with information. Payers are selective in which
therapies they favor. Patients have more choices and are increasingly exercising consumer behavior
in healthcare decisions. This means pharma companies must up their game in how they approach
“"customers” — whether that’s a doctor prescribing a drug or a patient considering whether to start a
therapy. A modern CRM like Salesforce allows pharma reps to have a complete view of each HCP's
interactions and preferences, enabling more tailored and efficient communication. It permits
segmenting and targeting, similar to how other industries do customer segmentation. On the patient
side, it enables delivering a retail-like experience (e.g., timely follow-ups, support on preferred
channels, personalized content). Industry analysts value the global healthcare CRM market at
around $18-21 billion today (2023), and forecast it to exceed $30 billion by 2030, precisely
because healthcare organizations (including pharma) are racing to implement tools that enhance
patient and HCP engagement (thesalesforcefirst.com). The growth is fuelled by rising demand for
things like telehealth support, which requires CRM integration, and personalized care delivery at
scale (thesalesforcefirst.com). Salesforce Health Cloud sits at the center of this trend as one of the
leading platforms. In fact, Salesforce’s push into this area has been so significant that by 2020 its
healthcare cloud services were expected to generate around $700 million in revenue, after growing
by over 35% since 2018 (www.slideshare.net). This indicates that a lot of organizations have already
invested in such solutions, and those who haven't may risk falling behind in the quality of experience
they provide.

© 2025 IntuitionLabs.ai - North America's Leading Al Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 10 of 54


https://cynoteck.com/blog-post/benefits-of-salesforce-health-cloud-for-the-pharma-industry/#:~:text=The%20Salesforce%20Health%20Cloud%20provides,use%20of%20clinician%20portals%2C%20etc
https://thesalesforcefirst.com/healthcare-crm-salesforce-health-cloud/#:~:text=Salesforce%20Health%20Cloud%20leverages%20FHIR,teams%20across%20the%20care%20continuum
https://www.salesforce.com/eu/solutions/industries/healthcare/life-sciences/#:~:text=Promote%20safety%20and%20transparency
https://thesalesforcefirst.com/healthcare-crm-salesforce-health-cloud/#:~:text=Industry%20analysts%20value%20the%20global,support%2C%20and%20personalized%20care%20delivery
https://thesalesforcefirst.com/healthcare-crm-salesforce-health-cloud/#:~:text=Industry%20analysts%20value%20the%20global,support%2C%20and%20personalized%20care%20delivery
https://www.slideshare.net/slideshow/salesforce-implementation-for-healthcare-industry-use-cases-and-challengespdf/259524201#:~:text=to%20increase%20by%20over%2035,INTRODUCTION
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=salesforce-health-cloud-for-biopharma-a-technical-guide.pdf
https://intuitionlabs.ai/articles/salesforce-health-cloud-biopharma?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=salesforce-health-cloud-for-biopharma-a-technical-guide.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=salesforce-health-cloud-for-biopharma-a-technical-guide.pdf

E IntuitionLabs  IntuitionLabs - Custom Al Software Development Salesforce Health Cloud fOr Biopharma: A Technical Guide

from the leading Al expert Adrien Laurent

¢ Post-pandemic Digital Expectations: COVID-19 accelerated both the need and acceptance of
digital solutions in life sciences. In the pandemic aftermath, many of the digital habits became
permanent. Patients now expect the convenience of remote options, whether for consultation,
monitoring, or support. Surveys have shown that patients demand a mix of in-person and digital
care, with convenience as a deciding factor in their satisfaction (thesalesforcefirst.com). For
pharma, this means patient support programs must adapt to a hybrid model (e.g., offering a mobile
app for patient education instead of just printed brochures, enabling video chats with nurse
educators, etc.). Salesforce Health Cloud is inherently omni-channel - it can log a phone call, trigger
an SMS, integrate with a patient portal, or facilitate a video appointment (through integrations). The
“digital-first, hybrid engagement” model is one that the platform supports and encourages with its
features. For example, if a patient prefers self-service, Health Cloud can power a patient portal or
community where they can get information and support on their own time. If they need live
assistance, it can route them to a live agent or schedule a callback. This flexibility helps pharma
companies meet patients “where they are” — a philosophy Salesforce explicitly pushes with its
Care-from-Anywhere approach (www.salesforce.com). One concrete offering aligned with this is
Experience Cloud (formerly Community Cloud) that can be used to create branded patient or HCP
portals connected to Health Cloud data. Indeed, in one specialty pharmacy case, after implementing
Health Cloud to manage patient data, the next step was to introduce an Experience Cloud portal for
providers to simplify patient referrals — seamlessly integrating with the pharmacy's Health Cloud and
eliminating manual steps (penrod.co).

e Cost and Efficiency Pressures: Biopharma companies, especially established pharmaceutical
giants, have historically had high profit margins. However, there is mounting pressure to control
costs — whether from payers negotiating drug prices or from the enormous R&D expenditures that
need to be recouped. Technology is seen as a key to increasing operational efficiency. By automating
manual processes (like insurance verification calls, or data entry for adverse event tracking),
companies can reduce headcount costs or reallocate staff to higher-value tasks. By having a unified
system, they can also eliminate duplicate systems and the maintenance costs associated with them.
Salesforce Health Cloud has been promoted as a tool to “optimize operations, promote business
innovation, and minimize complexity” in pharma business processes (cynoteck.com). A concrete
outcome reported is that connecting previously siloed processes can “reduce operating costs while
improving patient outcomes” (cynoteck.com). For example, if a pharma company connects their
patient assistance program data (like who's enrolled, who's received free drug, etc.) with their HCP
engagement data (which doctors are treating those patients), they might discover inefficiencies or
opportunities (like educating certain providers better, or streamlining distribution). Some pharma
organizations have publicly shared dramatic ROI figures from such digital transformations: one case
study found a 459% return on investment after implementing Salesforce Health Cloud, thanks to
gains in efficiency and effectiveness in patient outreach (www.capminds.com). While such an
extreme ROI may not be universal, it underscores the potential financial upside. Even a more modest
scenario documented by Salesforce found that 91% of customers achieved positive ROl and 29%
faster service resolution by using its health solutions (www.salesforce.com) (www.salesforce.com).
These improvements can translate into millions of dollars saved or earned for large pharma
operations.

In summary, the push for platforms like Salesforce Health Cloud in biopharma is driven by the
need to unify data, personalize engagement, comply with evolving regulations, and do all of this
efficiently at scale. The next sections of this report will delve into how exactly Salesforce Health
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Cloud addresses these needs, by examining its functionalities and real-world usage in the
biopharma context.

Salesforce Health Cloud for Biopharma:
Core Capabilities and Applications

Salesforce Health Cloud'’s value to biopharma lies in the way its features can be applied to the
specific workflows of pharmaceutical and biotechnology companies. Below we explore the core
capabilities of the platform and how they map to key biopharma use cases, such as patient
support programs, clinical trial management, and HCP engagement. We will also illustrate these
with examples and case studies from industry implementations.

1. Unified Patient and Stakeholder 360° View

At the heart of Health Cloud is the notion of a unified profile that aggregates all relevant data
about an individual — whether that individual is a patient, a healthcare provider, or even a clinical
trial participant. In biopharma scenarios, this unified view is crucial. For example, consider a
patient on a specialty medication: Health Cloud can present a comprehensive timeline of that
patient’s journey — from initial prescription and benefits verification, to enroliment in a copay
assistance program, to ongoing refill history and adherence checks, to any support calls or
nursing visits. All of this information is displayed in one console, giving support coordinators,
medical staff, and other authorized users a contextual picture of the patient’s status. A specialty
pharmacy case study (MedBox) highlighted that before adopting Health Cloud, they managed
patients and pharmacy interactions through spreadsheets, which became unsustainable as they
grew (penrod.co). By moving to a centralized platform (Health Cloud), they were able to
synchronize data and create dashboards with critical patient data, effectively attaining a
360° view of each patient including clinical, insurance, and prescription information (penrod.co).
This allowed MedBox to manage referrals and care coordination seamlessly, ensuring data was
“accessible and actionable” at the right time (penrod.co). In practical terms, a support agent at
MedBox can now see, for instance, that Patient X was referred by Dr. Smith on a certain date,
has insurance approved as of a certain date, has received their first shipment of medication, and
might be due for a follow-up call next week — all without toggling between different systems or
files.

For biopharma companies, the unified view might also extend to HCPs and clinical sites. A
sales or medical affairs user can have an account page for a particular hospital or physician,
showing past and upcoming interactions (emails, meetings, samples provided, inquiries made),
and importantly, showing any relevant patient or trial data associated with that HCP. Salesforce
often uses the term “Customer 360" in general; in life sciences, this translates to a “Patient
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360" and a “Provider 360." The “Patient 360" collates data from multiple sources. Health
Cloud’s integration capabilities mean data can flow in from EHRs (via HL7 or FHIR feeds), from
pharmacy dispensing systems, from the pharma’s own databases, etc. For example, using FHIR
APIs, Health Cloud can pull a patient’s latest lab results or diagnosis codes from the hospital
EHR, and show it alongside the patient’'s CRM record (such as which support program they are
in) (thesalesforcefirst.com). This interoperability is a marked departure from older CRM systems
that might only track interactions and had to link out to clinical systems for clinical data. With
modern standards, Health Cloud essentially can embed key clinical info to enrich the profiles. As
one tech analyst noted, “Health Cloud has made FHIR-native integration a cornerstone of its
offering”, enabling providers to unify fragmented records into one view (thesalesforcefirst.com).
The same applies to pharma use cases — unified records mean fewer delays and errors. If a
patient calls a support hotline, the agent can see all relevant information on one screen and
address issues more effectively.

For "Provider 360," imagine a pharma rep looking at a physician’s profile. They can see the
physician's specialty, their institution, their prescribing history for the company’s drug (if
integrated from a sales data warehouse), previous visits or calls logged, any medical inquiries
that physician asked (maybe to the medical info department), and whether any of their patients
are enrolled in the pharma's patient support program. Connecting patients, providers, and
accounts in this way is a unique strength of having a single CRM platform. It not only helps
internal coordination but also can improve field effectiveness — a rep won't inadvertently repeat
steps that a medical liaison already handled, because they have transparent info, leading to a
more coordinated approach to that HCP.

In summary, the unified view capability addresses a fundamental need in biopharma to break
down data silos. By connecting “providers, patients, and partner information in a single
picture,” companies can make better business decisions with useful insights (cynoteck.com).
For example, if a pharma notices from its unified data that many patients are dropping off
therapy after 3 months, and that this correlates with a specific side effect reported via its call
center, it can quickly devise an intervention strategy. Without a unified system, that kind of
insight could take months or be missed entirely. Health Cloud's role is to ensure that everyone —
from a care coordinator to a brand manager to a clinical researcher — is seeing a consistent, up-
to-date snapshot of the stakeholder they are dealing with, thereby facilitating more informed

actions.

2. Patient Engagement and Support Programs

One of the most impactful applications of Salesforce Health Cloud in biopharma is in managing
patient support programs (PSPs) and other patient-centric initiatives. Patient support
programs are services provided (often by pharma companies or their partners) to help patients
get access to medications and stay on therapy. They often include financial assistance (copay
programs, free drug for uninsured patients), educational support (nurse educators, training on
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injection), adherence monitoring (reminder calls, apps), and logistical help (scheduling infusions,
travel support). These programs generate a lot of data and require coordination among various
parties. Prior to platforms like Health Cloud, many PSPs were run through a combination of call
centers, spreadsheets, and separate vendor portals — a scenario riddled with inefficiencies and
poor visibility.

Salesforce Health Cloud provides a robust framework to run these programs at scale. It
essentially acts as the central CRM for all patient interactions and needs. Pharmaceutical
companies can use it to track each patient’s journey from initiation to ongoing treatment, set up
tasks and alerts for support staff, and automate communications. Cynoteck, a Salesforce
consulting firm, noted that pharma companies seek platforms to tie together everything
from supply chain and production to patient services, and that's where Health Cloud plays a
role — shifting focus from just record-keeping to “strengthening patient interactions throughout
the complete care experience.” (cynoteck.com) In practice, this means moving away from seeing
a patient as just a line in a sales registry and instead managing a full relationship with that
patient.

Some specific Health Cloud features geared towards patient engagement include:

e Care Plans and Pathways: Health Cloud allows creation of care plans which can outline the steps or
milestones in a patient’s treatment journey. For a PSP, this could be adapted to an “enroliment-to-
treatment” plan. For example, steps might include: Benefits verification completed, Welcome call
done, First treatment scheduled, Week 2 follow-up, Monthly adherence check-ins, Quarterly nurse
assessment, etc. The system can track progress and alert if any step is overdue or if the patient
deviates from the expected timeline (like missing a refill). A 2018 update called “Care Gaps” enabled
identifying when a patient is overdue on a certain task (like a lab test or appointment) and alerting
care coordinators to intervene (investor.salesforce.com). This is directly applicable to adherence: if a
patient hasn't refilled on time, it's a care gap that triggers an alert to call them.

e Multi-Channel Communication: Health Cloud can integrate with Marketing Cloud or use its own
messaging features to reach patients via their preferred channels. Pharma companies can set up
automated but personalized messaging — for example, a series of onboarding emails or texts that
educate the patient about their disease and medication, dosing reminders, or motivational messages.
The Salesforce blog emphasizes delivering “personalized messaging with automated campaigns
based on medication or disease state” that educate and remind patients (www.salesforce.com). This
can significantly enhance engagement, as patients feel guided and supported rather than left on
their own. For instance, a patient might get a text: “It's been 2 weeks since you started Therapy X.
Remember to take your dose tonight. Reply 'HELP' if you have any questions or side effects.” The
response can route back into Health Cloud so that a support agent can follow up if needed, and this
conversation is logged on the patient's record.
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¢ Patient Communities/Portals: Using Salesforce Experience Cloud, biopharma companies can offer
patient portals that tie into Health Cloud data. This might allow patients to log in to see their
treatment information, track progress, or even chat with a support agent. The Salesforce
pharmaceuticals blog recommended offering a “patient portal for fully engaged enrollment and
participation in clinical trials,” as well as using it as an information center throughout the patient
journey (www.salesforce.com). In the context of support programs for marketed drugs, a portal could
similarly be used for enrollment and ongoing info. Patients could upload documents (insurance
cards, consent forms) which go straight into the CRM record. They could update their contact info,
or see upcoming appointments for injections, etc. All these self-service capabilities both improve
patient experience and reduce burden on staff.

¢ Agent Workspaces and Workflow Automation: On the back-end, Health Cloud provides a console
for support center agents that brings relevant patient info and scripts to them. It also supports
guided workflows. For example, when a new patient is referred, the agent might have a step-by-step
flow (perhaps via Salesforce Flow or a Lightning Component) that helps them go through insurance
checks, schedule the first nurse call, enroll the patient in a copay program (maybe integrating with
an external system via API), and send a welcome packet. These can all be orchestrated within
Salesforce, and each step documented. Replacing manual processes with such automation is how
companies have been able to "expedite patient initiation of therapy by delivering support
programs at scale, creating connected personalized experiences, and monitoring performance
using integrated data and Al,” as one expert described (cynoteck.com). That quote captures three
critical aspects: speed (faster onboarding), personalization (not a one-size-fits-all approach, but
tailored content/assistance for each patient), and performance monitoring (using data analytics to
see how well the program is doing, e.g., what % of patients are still on therapy at 6 months, etc.).

e Prior Authorization and Affordability Support: A major pain point in specialty therapies is
obtaining prior authorization (PA) from insurance and ensuring the patient can afford the treatment
(through coupons or assistance if needed). Many pharma support programs help coordinate the PA
process by working with the HCP and insurance. Health Cloud can track the status of each prior auth
request, store the documentation, and even automate reminders to follow up. It can also integrate
with ePA (electronic prior auth) systems or forms. According to a benefit summary, “by shepherding
prior authorizations and tracking fulfillment and sign-ups, companies can now scale and streamline
compliance and adherence.” (cynoteck.com). This means no patient falls through the cracks because
of paperwork — the system will show who's stuck at the PA stage and for how long, enabling
proactive management. Once approval is in place, Health Cloud can trigger next steps (like
scheduling the patient's therapy start).
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¢ Monitoring and Proactive Intervention: Continuous monitoring of patient health data is a growing
area. With loT integration, Health Cloud’s Remote Patient Monitoring features allow data from
devices (blood pressure cuffs, glucose monitors, even activity trackers) to feed into the platform
(www.salesforce.com). Pharma companies running programs for chronic diseases can use this to see
how patients are doing between doctor visits. For example, for a patient with heart failure on a new
drug, daily weight measurements from a connected scale could be captured. If the weight jumps by a
certain threshold (indicating fluid retention), Health Cloud could flag this for a nurse to call the
patient — potentially preventing a hospitalization. The system can present vital trends on a dashboard
and even allow setting personalized target metrics for each patient to identify gaps in care
(www.salesforce.com). This kind of data-driven, proactive approach is exactly how pharma
companies add value “beyond the pill": by helping manage the patient’s condition holistically. It's
worth noting that every intervention or outreach can be logged, which not only helps track the
patient's progress but also provides data back to the company about what interventions correlate
with better outcomes.

The benefits of enhancing patient engagement through Health Cloud are evident in both patient
outcomes and business metrics:

e From a patient perspective, they receive more timely support, find it easier to start and stay
on therapy, and feel a continuous connection (thereby increasing trust in both the
medication and the manufacturer’'s commitment to their health). Patients who are engaged
are more likely to adhere; studies consistently show engaged patients have better

outcomes.

* From the pharma company perspective, effective engagement can lead to higher adherence
which means patients get the full therapeutic benefit (important for demonstrating real-
world effectiveness), and it can improve the patient’s lifetime value on that therapy (for the
business, more refills mean more revenue, but also it indicates the therapy is working and
valued). Moreover, such programs can differentiate a therapy in the market — if Drug A
comes with superior patient support compared to Drug B, a physician may be more inclined
to prescribe Drug A, knowing their patients will be well-supported. This is why
“pharmaceutical organizations can maximize the effects of each patient assistance
program” by using a platform like Health Cloud to optimize and streamline these processes
(cynoteck.com).

A concrete example is a case of a rare disease therapy support program (as referenced by
Penrod's study) where a pharma company used Health Cloud to support patients in a clinical trial
for a life-saving therapy. They envisioned a platform to coordinate everything — identifying
patients, verifying their eligibility, scheduling appointments, and automating communications —
all in one place (penrod.co). Penrod implemented a custom Health Cloud solution which gave a
“comprehensive view of the patient” and integrated with existing systems (like insurance claims
databases) (penrod.co). The result was that patient information became securely centralized
and accessible to the entire care team, enabling the company to deliver compassionate, well-
coordinated care throughout the trials (penrod.co). Essentially, even though it was a clinical
trial setting, the patient engagement principles applied: treat the patient as a central figure,
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ensure they don’t fall through cracks, and be responsive to their needs. This likely improved
patient retention in the trial (dropouts can be a big problem in trials) and created a positive
experience for participants, which is ethically and operationally important.

Another illustration is the MedBox specialty pharmacy case. Specialty pharmacies deal with
complex meds and often provide intensive patient follow-up on behalf of pharma. MedBox's use
of Health Cloud gave them the ability to collaborate with payers, doctors, and pharma
companies more effectively by having shared data (penrod.co). After implementing Health Cloud
to replace their spreadsheets, MedBox could manage patient referrals “seamlessly from
opportunity to patient,” meaning when a doctor referred a patient, that lead was converted into
an active patient record with all data flowing through the system (penrod.co). They planned to
extend into an Experience Cloud provider portal to further improve how quickly and easily
doctors could refer patients and see status updates (penrod.co). All of this contributed to
scaling up their operations without sacrificing the high-touch experience patients needed. It
exemplifies how a unified CRM helps expansion of patient programs — MedBox could “bring on
more and more patients” because the automation kept the quality and efficiency high even as
volume grew (penrod.co).

One key point: Health Cloud is not just a database, it's an engine for personalization at scale.
With the data it collects, companies can analyze patterns — what challenges are patients
repeatedly facing? Where do they drop off? Which interventions are most effective? — and
continuously refine their engagement strategies. As a byproduct, the data collected can also
feed into real-world evidence (RWE) generation. For instance, adherence and outcomes data
from a support program might be used in post-marketing studies to show how a drug performs
in broader populations or to identify any safety signals. By collecting such data in a structured
way, Salesforce Health Cloud can indirectly aid pharmas in their evidence generation and
pharmacovigilance tasks (some adverse events might be reported through these systems and
need to be forwarded to safety databases — integrations can handle that or at least logging and
workflow can ensure it gets done). The end result is a virtuous cycle: better engagement yields
better data, which yields insights to further improve engagement and the product itself.

To summarize, Salesforce Health Cloud significantly enhances Patient Engagement and
Support Programs in biopharma by providing an integrated platform for managing patient
relationships. It shifts companies from a reactive stance (waiting for a patient or provider to call
with a problem) to a proactive, personalized approach. As one Salesforce module on pharma
innovation noted, using a common platform across therapeutic brands can “drive awareness and
support for programs while increasing loyalty and prescribing habits” (www.salesforce.com). In
essence, patients who feel supported tend to stay on therapy and trust the treatment, and
physicians who see their patients doing well (thanks in part to support) will be more confident in
prescribing that therapy. Health Cloud is the technology facilitating this human-centric approach
at scale.
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3. Clinical Trial Management and R&D Collaboration

Another critical area for biopharma where Salesforce Health Cloud (and the newer Life Sciences
Cloud) is making inroads is clinical trial management and R&D support. Traditionally, clinical
trials have been managed with specialized software — Clinical Trial Management Systems
(CTMS) for planning and operations, Electronic Data Capture (EDC) systems for patient data,
etc. Salesforce is not trying to replace core EDC databases for trials, but it complements the
clinical trial process by focusing on the engagement, recruitment, and workflow aspects around
trials.

In particular, Salesforce Life Sciences Cloud introduces capabilities to streamline how sponsors
(pharma or biotech companies) interact with trial participants, clinical sites, and investigators.
According to Salesforce’s announcements, Life Sciences Cloud will allow research teams to
“manage participants” effectively by raising trial awareness, screening candidates, and
creating trusted relationships through tailored interactions (www.salesforce.com). Practically,
this might involve capturing a pool of potential participants (from patient registries or referrals),
communicating with them (via a portal or outreach campaign) to guide them through pre-
screening questionnaires, and then matching eligible candidates to trial sites. Salesforce
leverages Al in this process: with “Al-enabled auto-matching and personalized portals”,
recruitment can be faster and drop-out risk can be reduced (www.salesforce.com). For example,
if a trial needs patients with a certain genetic marker, the system can help parse through leads to
find those likely to qualify or identify geographic regions with higher concentrations of eligible
patients, thus guiding where to focus recruitment efforts.

Once participants are enrolled, coordination with sites and sponsors becomes key. Life
Sciences Cloud aims to “organise sites and sponsors” by helping activate the right facilities
and ensuring ongoing training and support are in place (www.salesforce.com). In a CRM context,
each clinical site can be an account, and investigators (the physicians conducting the trial) can
be contacts; all interactions (study startup meetings, site initiation visits, monitor visits, etc.) can
be logged and managed. The platform can track which documents have been collected from
each site (e.g., ethics approval, investigator credentials) and even schedule site monitoring
activities. While a formal CTMS might do some of this, using Salesforce gives a more flexible,
collaboration-focused approach. Since many CROs (contract research organizations) or internal
trial teams often still coordinate via spreadsheets and emails, moving to a cloud platform
improves efficiency. For instance, trial managers could have dashboards showing status of
enroliment by site, which sites might need additional support, or where bottlenecks exist (like
delays in protocol training completion). In fact, Salesforce’s platform includes built-in reporting
dashboards and real-time updates on enrolments and drop-offs, which combined with
predictive analytics can help determine next best actions (www.salesforce.com). If one site is
lagging in enroliment, the system might flag it and suggest focusing recruitment efforts there or
perhaps identify another site to open.
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Safety and compliance in trials are paramount. Life Sciences Cloud touts features to “promote
safety and transparency” by equipping clinical teams with tools to manage studies across every
phase (www.salesforce.com). One notable aspect is maintaining a digital chain of custody for
trial data and using e-signatures to validate records, helping comply with FDA requirements like
21 CFR Part 11 (www.salesforce.com). For example, when a principal investigator signs off on
informed consent forms or case report forms electronically, Salesforce can capture those
signatures in a compliant manner (often by integrating with DocuSign or a similar service, but
logged through Salesforce). The chain of custody is about traceability — knowing who handled
what data when — which a CRM is well-suited for since it logs user actions by default. By
employing Salesforce in trial management, a company can move to paperless workflows that are
auditable end-to-end, reducing errors and oversight risk.

Patient engagement in trials is also an area where Health Cloud overlaps with R&D. Trials
increasingly employ patient engagement tactics similar to commercial programs — for instance,
using patient portals for trial participants. Salesforce can serve as the backbone for a clinical
trial patient portal where participants can check schedules, fill out pre-screening forms,
receive study updates, and even report certain data (some trials ask participants to log
symptoms or quality of life data between site visits, which could potentially be captured via a
Salesforce community app and relayed into the clinical database). The Salesforce blog
recommended using a portal for fully engaged trial participation (www.salesforce.com), which
not only improves participant experience but also facilitates data collection (and keeps
participants on study, reducing dropout). Dropout (attrition) is a major problem in trials — if
participants don’t feel engaged or supported, they may quit, endangering study validity. By
providing a better experience (timely info, easier communication), Salesforce solutions can help
reduce attrition as the key takeaways indicated (Al features aim for “faster recruitment and
reduced attrition” (www.salesforce.com)).

Another critical piece is site selection and trial design insights. By integrating data such as
site performance metrics and patient demographics, Al can be used to identify optimal trial sites
or even suggest where a new trial should be located for the best enrollment. Salesforce’s press
materials mention using Al to “recruit the optimal, diverse group of candidates or identify the
best location for a study” (www.salesforce.com). This suggests that Life Sciences Cloud can
help crunch various data (e.g., historical enrollment rates at sites, population data) to guide
decisions that typically would be done through labor-intensive feasibility studies. Diversity in
clinical trials is a big focus now (ensuring trials include minorities and varied populations), and an
Al-driven approach might highlight, for example, community clinics that serve underrepresented
groups as potential sites.

A case example can illustrate these concepts: A pharmaceutical company developing a
therapy for a rare disease worked with Salesforce partners to improve their clinical trial
operations (this appears to be the scenario described by Penrod under “Streamlining Clinical
Trials”). They needed to support patients through critical trials and envisioned a centralized
platform to identify patients, verify eligibility, coordinate appointments, and automate
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communication (penrod.co). Essentially, recruiting and running a rare disease trial can be like
running a patient support program concurrently — because you must find patients (often few and
geographically dispersed), help them through the trial (travel, etc.), and keep them engaged. By
using Salesforce Health Cloud, the company got a “comprehensive view of the patient” and
integrated with claims systems (likely to verify their insurance or clinical history) (penrod.co).
This allowed all parties (the sponsor’s team, the trial site staff, etc.) to have the information they
needed. The solution meant patient data was “securely centralized and accessible to the entire
healthcare ecosystem”, enabling compassionate care throughout the trial (penrod.co). For
instance, if a patient in the trial called with an issue, any support agent or clinician could quickly
see what study visit they were on, what meds they've received, and what concerns or calls have
already been logged - leading to informed and empathetic responses.

That example underscores how bridging the gap between clinical operations and patient-facing
support results in better trial experiences. Often, trial participants have questions or needs that
fall outside strict data capture — perhaps they need to reschedule an appointment or they have a
question about the medication that's not captured in the case report form. A CRM can manage
those interactions, whereas traditional CTMS/EDC might not capture them. In other words,
Salesforce can serve as a complementary system of engagement alongside systems of record
for trial data.

Another area where Health Cloud can assist R&D is post-market research and real-world data
collection. After a drug is approved, companies conduct Phase IV studies or collect real-world
evidence (RWE) to find out how the drug performs in broader populations and to support value
propositions to payers. Health Cloud can be used to enroll patients into registry programs or
observational studies. Since those often involve more patient contact (collecting patient-
reported outcomes, etc.), a CRM is apt. In fact, Salesforce’s ability to combine with its Data
Cloud (a big data platform formerly called Salesforce Genie) means companies could
theoretically ingest large sets of healthcare data (claims, electronic health records, etc.) to
generate RWE insights. While this may be beyond current typical uses, the trend is that CRM and
data analytics are converging for RWE purposes. It was noted by an industry publication that
cloud solutions improve data sets for real-world evidence by providing scalability and flexibility
in data integration (healthtechmagazine.net). Even though not a direct citation from Salesforce,
it aligns with what Salesforce is building — an environment where real-world patient data from
various sources can be unified and analyzed (Salesforce has even introduced Salesforce Data
Cloud for Healthcare to unify clinical and non-clinical data in real time
(thesalesforcefirst.com)).

In summary, with respect to Clinical Trials and R&D:

o Salesforce is streamlining operational workflows (site management, participant
communications, document tracking).

 It's enhancing participant recruitment and retention through CRM-driven engagement
tactics and Al matching.
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 It's ensuring regulatory-compliant processes with audit trails, e-signature support, and
integrated data flows.

o It's fostering better collaboration between sponsors, CROs, and sites by having a shared
platform (with appropriate access controls).

 It's creating opportunities to gather additional data and insights, e.g., capturing patient
sentiment or support inquiries which might highlight issues that pure clinical data wouldn't
show.

All of these contribute to potentially faster and more efficient clinical development. Bringing a
drug to market even a few months faster can save or earn a company significant money
(remember it can cost nearly a billion dollars over ~10 years to develop a drug
(www.salesforce.com), so efficiency gains are huge). Also, better-run trials mean fewer protocol
deviations, better data quality, and ultimately a higher chance of a successful trial outcome.

Salesforce's push here is relatively new (compared to its established use in commercial), but
large organizations like Takeda have chosen to use Salesforce to connect clinical and
commercial operations (www.salesforce.com). This indicates a strategic move where companies
want a continuous thread from clinical development into post-market — such as seamlessly
transitioning patients from a trial into a support program for the approved drug, or using HCP
relationships built during trials to help with drug launch. By having the data in one place, a
company can ensure, for instance, that trial investigators who become advocates are engaged
properly during launch. Or if a patient was on a compassionate use program, they can be rolled
into a commercial support program without a drop in support. This continuity is rarely achievable
with siloed systems.

The Life Sciences Cloud for Clinical appears to still be in a phased rollout (with some features
expected 2025 (www.salesforce.com)), but the vision is clear: an end-to-end platform from
research to commercialization. A Salesforce News story title even reads, “Salesforce Announces
Life Sciences Cloud, Bringing the World’s #1 Al CRM to Pharma and MedTech”, emphasizing that
the CRM approach (with Al) is being applied to every stage of the lifecycle
(www.salesforce.com). In the Key Takeaways of that announcement, it highlights streamlining
patient engagement and clinical operations with data, automation, and Al (www.salesforce.com).
And it gives an example that SI-BONE, a medtech, is using Salesforce to automate manual
processes and personalize patient outreach (www.salesforce.com) — a medtech example, but
analogous to what a pharma might do in trials or post-market.

To wrap up this section: Salesforce Health Cloud extends into the realm of clinical trials and
R&D by providing tools that improve how trials are run and how patients in trials are cared for. By
doing so, it tackles a part of biopharma that is ripe for modernization — making clinical research
more patient-centric and efficient. This not only speeds up time-to-market for new therapies but
also ensures that when those therapies launch, there's already an integrated infrastructure to
continue supporting the patients and gathering data (a seamless flow into the commercial
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phase). This break down of the traditional wall between “clinical” and “commercial” in pharma is
a transformative idea, and Salesforce is enabling it technologically.

4. HCP Engagement, Sales, and Medical Affairs

Engaging healthcare professionals (HCPs) — such as physicians, nurses, and pharmacists — is a
core activity for biopharma companies, encompassing both commercial operations (sales and
marketing) and medical affairs. Salesforce Health Cloud and the broader Salesforce platform
play a key role in modernizing HCP engagement by providing a unified CRM that integrates
sales, service, and scientific communication with HCPs.

Sales Force Automation and CRM for Pharma Reps:

Pharmaceutical sales representatives have long used CRM systems to track their interactions
with doctors. In the past, systems like Siebel or specialized solutions (e.g., Veeva CRM which
was built on Salesforce infrastructure) were common. Now, Salesforce is stepping directly into
this space with Life Sciences Cloud for Commercial. The goal is to let pharma companies
manage their HCP relationships with the same level of sophistication that other industries
manage customer relationships. This means capturing every touchpoint—sales calls (in person
or virtual), emails, medical inquiries, promotional materials sent, event attendance, samples
dropped off, etc.—in one place.

Salesforce's Life Sciences Cloud includes features to “optimize HCP engagement for pharma
reps” (www.salesforce.com). Concretely, this involves providing reps with intelligence-driven
suggestions, much like a sales rep in another industry might get “next best action” prompts. It
unifies data about a doctor from multiple sources: prescription behavior (what that doctor is
prescribing, if that data is available from third-party sources), their interactions with marketing
(did they open an email, visit a website?), and their patient outcomes (if connected, e.g., maybe
their patients’ adherence rates from support programs). By having this, a rep can have a more
tailored conversation. For example, if the data shows Dr. Jones hasn't been prescribing your
diabetes drug to many patients who have high A1C values, you might bring educational material
on how the drug helps achieve better control, or discuss patient support that addresses a
barrier.

The platform can also provide a unified calendar and planning tool. Reps often plan their calls
weekly or monthly. With Salesforce, they can see where their territories' key accounts are, plan
routes (Salesforce Maps can assist here, now with HIPAA compliance if needed for patient
addresses in field visits (www.salesforce.com)), and coordinate with colleagues (like a thought
leader liaison or a nurse educator) if a joint visit is needed. The CRM could, for instance,
integrate with email and calendar to log meetings and send confirmations.

A powerful addition is Al: Salesforce is embedding its Einstein Al to help reps. The Salesforce
news release mentioned that field sales reps can “make the most of their interactions with HCPs
by using assistants to prep for visits and follow-up” (www.salesforce.com). This could manifest
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as an Al that analyzes the rep’s notes and the doctor’s profile to generate a pre-call brief (“Dr.
Smith attended our webinar on new therapy guidelines, consider discussing any questions from
that"), or to generate a post-call email summary or next steps plan. Salesforce also
demonstrated capabilities like using natural language processing to allow reps to search for
specific content quickly or to log calls via voice. By removing administrative burdens, reps can
spend more time engaging meaningfully.

There's also an emphasis on omnichannel engagement: Connect sales, marketing, and service
into a unified view to drive personalized engagement (www.salesforce.com). In pharma,
omnichannel is the buzzword meaning a doctor gets a cohesive experience whether they get an
email, see a banner ad, talk to a rep, or attend a webinar — all those channels should be
coordinated. Salesforce can act as the central brain that coordinates these channels via its
various clouds (Marketing Cloud, Pardot/Account Engagement, etc., feeding data back into
Health Cloud). For example, if a doctor shows interest (clicks on an email about a new study),
the rep can be alerted to follow up with a deeper discussion. Conversely, if a rep noted the
doctor wanted specific information, Marketing Cloud can trigger an email with that info. This
moves away from the old model of blanket mass advertising to a more tailored approach where
each HCP gets what they need when they need it.

From a performance management standpoint, having all interactions logged means companies
can track engagement metrics and outcomes. They can see which activities drive more
prescriptions or better understanding, and refine their approach. The Life Sciences Cloud will
also provide an "intelligent command center” as per Salesforce's pharma CRM page — essentially
dashboards that unify data across partners, patients, and procedures to identify bottlenecks and
next steps in real-time (cynoteck.com). This might help a sales manager to see, for instance,
that certain formulary issues are blocking prescriptions in a region, so they can coordinate with
market access teams to address it.

Medical Affairs and Medical Science Liaisons (MSLs):

Medical Affairs is the function that serves as the bridge between the pharma company and the
medical community, focusing on the scientific and clinical information rather than sales. MSLs
engage with Key Opinion Leaders (KOLs), answer detailed medical questions, and support
education. Salesforce is tailoring features for medical affairs as well. The Life Sciences Cloud
has a section on “Enhance medical enquiry response efficiency” (www.salesforce.com)
which is directly relevant: it's about helping MSLs and medical information teams disseminate
critical scientific information faster, and managing interactions with HCPs and KOLs.

One pain point in medical affairs is handling the volume of medical inquiries. HCPs often ask
questions that must be answered with fair-balanced, referenced data (often using standard
“Medical Information Letters” or FAQs). Salesforce plans to use Einstein Al to identify and
assemble relevant, approved content for medical inquiries across all channels
(www.salesforce.com). In practice, this means if a doctor asks, “Do you have data on using this
drug in elderly patients?” the system might search the repository of approved content (e.g., a
document library of standard responses or publications) and present the MSL or medical info
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specialist with the best matches. They can then quickly compile a response, which the Al can
even help draft, ensuring consistency and compliance. The mention of “A/-driven automation
and human oversight” with comprehensive audit trails indicates Salesforce is focusing on this
use case carefully (www.salesforce.com). Every response that goes out needs to be tracked for
compliance (pharma must record what information they provide to HCPs to remain within
regulatory boundaries). Health Cloud can log that Dr. X asked a question on date Y, and an
approved response letter “MI-123" was sent on date Z. Audit trails and a content management
system mean that down the line, if an issue arises (say an off-label question was answered
inappropriately), there is traceability and the ability to improve processes.

KOL Management:

KOLs are influential experts (often academic physicians or researchers) who companies
collaborate with for advisory boards, research, or speaking. Managing relationships with KOLs is
extremely important and sensitive. These are often handled by MSLs rather than sales reps,
because interactions need to be purely scientific (non-promotional). A CRM like Salesforce can
track all touchpoints with a KOL, similar to an HCP, but likely with additional fields for influence
mapping, areas of expertise, etc. Salesforce can also manage engagements like scheduling an
advisory board meeting, inviting KOLs, tracking their agreements and feedback. Having a unified
system ensures that, for example, if a KOL gave feedback to an MSL about a drug’s side effects
being a concern in practice, that insight can be recorded and potentially looped back to internal
teams (like pharmacovigilance or R&D).

Furthermore, content management for medical affairs is noted: the platform has or will have
integrations to manage and disseminate publications and tailored responses
(www.salesforce.com). So an MSL preparing for a meeting with a KOL can see in Salesforce
which research papers authored by the KOL are relevant, which company publications or trial
results might interest them, etc., and perhaps assemble a custom deck or leave-behind packet.
This is a level of preparation that historically was done manually or in separate systems.

Compliance in HCP engagement:

It's important to note, all HCP engagement by pharma has to follow codes of practice (no
improper incentives, everything must be above board). Salesforce doesn't override those rules
but can help enforce them. For instance, limits on how much value (meals, honoraria) a doctor
can receive can be tracked in the CRM to ensure compliance with laws like the Sunshine Act
(which requires reporting transfers of value to HCPs). Salesforce data can feed compliance
reports easily since it's structured. In fact, one benefit of a unified CRM is easier reporting for
regulations and internal compliance monitoring, rather than aggregating from disparate sources.

A quick case from the earlier content: Apitoria, whose CEO said they used Life Sciences Cloud
to unify tracking of accounts, inquiries, and opportunities, replacing spreadsheets with an
"agentic, Al-first solution” and saw reduced costs and increased conversions
(www.salesforce.com). This sounds like a smaller pharma or a startup that needed a better way
to manage their sales pipeline and customer interactions. By adopting Salesforce, they cut out
manual work (spreadsheets) and got better results (more opportunities converted to actual
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business). This underscores the idea that even for commercial operations, using an integrated,
Al-enhanced CRM improves efficiency and outcome.

Holistic account management:

In current biopharma, especially with specialty medicines, account management goes beyond
individual doctors. There are integrated delivery networks (IDNs), hospital systems, group
practices — sales teams now often do "account selling” where they need to map all stakeholders
in an institution (pharmacy director, medical director, specialists, etc.). Salesforce's data model
allows for capturing these relationships (accounts and sub-accounts, contacts roles). A rep can
then see an "account plan” within Salesforce for, say, Mayo Clinic, listing key people and
planned actions to increase adoption of a drug there. The Life Sciences Cloud mention of
“increase account profitability” with intelligent recommendations, lot/batch tracking, and
capturing data on product usage by doctors (www.salesforce.com) hints at some features
geared to medtech sales (like kit tracking) but also applicable to pharma in terms of account
strategy.

Integration with Marketing:

While sales reps handle personal interactions, marketing teams run campaigns (emails, events,
ads). Salesforce provides tools (Marketing Cloud/Pardot) that feed data into Health Cloud.
Marketing Cloud can segment HCPs and send them approved content, then track engagement
which is visible to reps. For instance, if Dr. Lee downloaded a whitepaper from a marketing email,
the rep sees that and can follow up with “Do you have any questions on that study you
downloaded?”. Viseven (a digital pharma marketing firm) noted that Salesforce enables
omnichannel marketing to HCPs - coordinating email, social, and rep visits to present a
consistent message (www.salesforce.com) (though that citation snippet is not directly in our
logs, it's a known use). The synergy between sales and marketing in one CRM closes loops and
prevents redundant or conflicting messaging.

Intelligent Content Delivery:

Pharma has a lot of content to share with doctors — clinical studies, brochures, case studies, etc.
Salesforce's platform through components like the “content repository search engine” allows
reps or MSLs to rapidly find approved content and even generate personalized collections of
content for an HCP (www.salesforce.com). In Life Sciences Cloud, the mention “utilising a
natural language search engine across all approved content repositories” and delivering detailed
cover letters, safety profiles, study results promptly, with reduced error via Al
(www.salesforce.com) is directly addressing that need. Essentially, it envisions an MSL typing a
query in plain English like “latest study results in heart failure for Drug Y", and the system pulling
the relevant document or text snippet to include in a letter to an HCP. This saves a tremendous
amount of time and ensures consistency (no rogue or outdated data being sent).

Case Study lllustration — Pfizer's approach:

While we don't have a direct excerpt from Pfizer's case, one consulting firm (Stashem)
references that Pfizer used Sales Cloud, Marketing Cloud, and Data Cloud with deep consent
integration to scale compliant HCP engagement processes (www.stashem.com). This suggests a
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scenario where Pfizer built an engine to manage HCP interactions at scale, making sure to
respect consents (HCPs have to opt-in to communications in many countries). The result likely
was more efficient communication and data-driven identification of which doctors to engage and
how. Compliant consent management is something Salesforce can handle - storing whether a
doctor agreed to receive emails or not, etc., and honoring those preferences automatically.
That's hugely important to avoid regulatory infractions and maintain trust.

Key outcomes of improved HCP engagement via Salesforce:

o Better HCP Satisfaction: A doctor who gets prompt, relevant answers to their questions
and who isn't inundated with irrelevant info will likely be happier. Salesforce’s tools help
ensure faster turnaround on inquiries (the aim is “improve HCP satisfaction with faster
turnarounds” on medical queries (www.salesforce.com)).

* More Efficient Sales Operations: Reps spend less time on admin and more on meaningful
interactions. One organization reported replacing spreadsheets with Salesforce cut costs
and boosted conversion rates (www.salesforce.com). That means revenue growth.

» Increased Compliance and Consistency: With approved content management and
tracking, companies drastically reduce the risk of a rep saying something off-label or
sending outdated info. Everything can be monitored. If a mistake happens, it's traceable and
correctable.

» Cross-Team Visibility: Marketing sees what sales is doing and vice versa. Medical sees
what questions are trending so they can update FAQs or training. Everyone is looking at the
same data about an HCP, which reduces duplication and conflicting messaging.

To encapsulate this, Salesforce’s industry-specific adaptation was summarized well in the notion
that “Health Cloud connects teams and crucial processes that support patient engagement”
(cynoteck.com) — by extension Life Sciences Cloud connects those that support HCP
engagement. A VP at ConvaTec (medtech) or others might say, as in the press quotes, that it
“streamlines processes, enhances customer engagement, and ultimately delivers better
outcomes for patients and HCPs” (www.salesforce.com). Even though that was a medtech
context (ConMed example), the sentiment carries to pharma: by boosting efficiency and
engagement quality, HCPs are better educated and supported, which leads to them using
therapies more appropriately and patients benefitting.

It's interesting to note how Salesforce’s expansion into direct pharma CRM signifies a
competitive turn. Veeva, as mentioned, was a dominant player here. Veeva's departure from
Salesforce’s platform by 2025 opened the door for Salesforce to develop native capabilities
rather than just letting partners handle it (www.cnbc.com). This is likely to lead to more
innovation as Salesforce brings its Al prowess into pharma CRM. Already, Veeva's move was
partly because they saw Salesforce acquiring an Al company and shifting focus; a Veeva CEO
comment was that sticking with Salesforce was “too risky and too expensive” (from a
SalesforceBen source headline) (www.salesforceben.com). Now Salesforce is proving it can
stand on its own with life sciences clients.
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In closing this section, we reflect on the purpose behind all these tools: to ensure that healthcare
professionals receive the information and support they need from pharma companies in a timely,
efficient, and ethical manner. This leads to better informed medical decisions and smoother
access to therapies for patients. Salesforce Health Cloud, with its new life sciences features, is
essentially enabling a “smarter HCP engagement model” — one that acknowledges the
reduced face-to-face access (as noted, “face-to-face interactions with HCPs are declining”
(www.salesforce.com)) and compensates with data-driven, multi-channel engagement. It's
about quality of engagement over quantity: providing value in each interaction, which these tools
help facilitate.

5. Data Integration, Interoperability, and Real-World Data
Analytics

Data is the lifeblood of healthcare and biopharma operations. Salesforce Health Cloud is
inherently a data platform at its core, and its effectiveness in biopharma scenarios is closely tied
to how well it can integrate and make sense of data from a myriad of sources. Unlike some
industries, biopharma doesn’t operate in a vacuum - it relies on data from healthcare providers
(EHRSs, lab systems), payers (claims, formulary info), regulators (adverse event databases),
internal systems (like SAP for inventory or manufacturing), and now even directly from patients
(wearable devices, patient-reported outcomes). So this section examines how Salesforce Health
Cloud handles data integration and interoperability, and how that underpins advanced
analytics and insights (including real-world evidence generation and Al-driven analytics).

Health Cloud’s Interoperability (FHIR and APIs):

One of the most significant strides Salesforce made to tailor its CRM for healthcare was
embracing HL7 FHIR standards for data exchange. As noted, “Salesforce Health Cloud
leverages FHIR-first APIs to pull in data from electronic health records, payer systems, and loT
devices” (thesalesforcefirst.com). FHIR (Fast Healthcare Interoperability Resources) is a modern
standard for exchanging healthcare data in a structured way (like for a patient, FHIR defines how
to format conditions, medications, observations, etc.). Because Health Cloud is FHIR-capable, it
can receive (and send) data to EHRs relatively easily compared to older methods. For example, if
a patient enrolls in a pharma support program, their treatment and outcome data from the
clinic's EHR could be periodically fetched to update their record in Health Cloud — perhaps their
latest lab results or whether the physician noted any side effects. Conversely, Health Cloud
could send data back, like informing the physician (through the EHR or separate channel) that
the patient has been adherent to medication or that they had an intervention by the support
program.

Salesforce also acquired Mulesoft in 2018, which is an integration platform that can connect
various enterprise systems through APIs. Mulesoft can be used to create interfaces between
Salesforce and hospital systems or data warehouses. So even for non-FHIR data, integration is
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doable (for instance, connecting to a legacy database of prescription data or a CRM of another
region). This means biopharma can aggregate data from multiple partners and systems in
real-time. A practical example: a pharma’s patient support program might want to know when a
patient’s prescription is dispensed by the pharmacy. If the pharmacy system can send a
message (via APl or data feed), Salesforce can integrate that, update the patient status to “first
fill received on X date,” and perhaps trigger the next follow-up call accordingly. Without
integration, the support program staff might be blind and have to call the patient or pharmacy to
ask, which is inefficient and delays support.

Another crucial integration is with insurance systems for things like benefits verification. There
are third-party services that check a patient’s insurance coverage. Health Cloud can integrate
these so that a support agent can click “Verify benefits” within Salesforce and get a response
(e.g., copay amount, need for prior auth, etc.), which then gets stored in the patient’s record.
That info can also be passed to other processes, ensuring that the team knows what financial
assistance the patient may require.

FHIR-First Approach Benefits:

By being “FHIR-first", Salesforce aligns with regulatory requirements that require providers and
payers to be able to share data with patients and third-parties securely. This is why analysts say
“Interoperability has become a regulatory and operational mandate, with FHIR at the center of
compliance” (thesalesforcefirst.com). For a pharma company's use, what it means is, if a patient
consents, they could fetch certain data from providers without crazy custom integration projects
each time. Salesforce also built a reference integration called EHR Connect (leveraging Mulesoft
and FHIR) which accelerates linking up to common EHRs like Epic or Cerner.

This level of integration effectively helps create that unified patient record beyond just what
the pharma company itself collects. It was mentioned that having unified patient records from
multiple sources yields a more seamless experience and that “FHIR-first Health Cloud adoption
is becoming non-negotiable” for providing a seamless patient experience
(thesalesforcefirst.com). That implies that not using FHIR (and by extension not easily
integrating data) would lead to fragmented experiences (patients having to tell the same
information multiple times to different stakeholders). So Salesforce enabling data flow means,
for instance, a patient’s allergy or comorbidity doesn’t get overlooked by the support program
because that data flows from the medical provider to the CRM. Similarly, outcomes like
hospitalizations might be known to the CRM, allowing support to adjust intensity (if a patient was
hospitalized, the program can respond with more outreach once they are out, etc.).

Data Cloud and Analytics:

In mid-2020s, Salesforce introduced Salesforce Data Cloud (formerly Salesforce CDP or
Genie), which can take streaming data and large datasets and integrate them with Salesforce
records. In healthcare, a scenario might be pulling population data or large claims datasets to
enrich what's in CRM. For a pharma, imagine an anonymized claims data feed that shows how
many patients are on their drug versus competitor in a region — Data Cloud could ingest that and
then link that insight to the account records of HCPs or payers in the CRM (to identify where to
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focus efforts). A LinkedIn article (likely by a Salesforce specialist) alludes that Health Cloud plus
Data and Al is a powerful combination, creating a unified platform bringing together patient data
from various sources to enhance care coordination and engagement (www.linkedin.com).

Population Health and Predictive Analytics:

On the analytics side, with a rich dataset consolidated in Health Cloud, one can do segmentation
and predictive modeling. We already covered specific Al predictions (adherence risk, trial site
suggestion). Beyond those, general analytics can find trends. For instance, a pharma can run
reports: which patient demographics have more difficulty on a therapy, or which support
program interventions yield higher persistence. This is where Real-World Evidence (RWE) gets
a boost. Typically, RWE studies use data from insurance claims or EHR networks to observe how
a drug is performing in the real world (safety events, utilization patterns, etc.). If a pharma’s own
Health Cloud environment is capturing some real-world data (like adherence, patient-reported
outcomes from their program, adverse events reported, etc.), that becomes a treasure trove for
internal evidence generation. They can analyze that to glean insights or even publish them (with
appropriate data privacy). For example, a company might analyze Health Cloud data to find that
patients who received at least 3 support calls in first month had 20% higher adherence at 6
months. That insight can be used to justify expansion of support or to share with payers to
demonstrate the importance of their program.

Also, consider pharmacovigilance (drug safety): any adverse event that a patient mentions to
a support agent must be reported to the pharma’s safety department. Salesforce can integrate
safety case management systems or at least pipe the data over. There are even AppExchange
solutions that help record safety events within Salesforce in a structured way that can then send
to the formal safety database. Integrating this ensures no report slips through and all relevant
info (like patient contact info, timeline, etc.) is readily at hand.

Master Data and Consent Management:

Data integration also requires managing master data — e.g., making sure a physician’'s
information is consistent and avoiding duplicates (Salesforce has Data.com, now called Data
Integrity, and can integrate with reference databases like IQVIA's master data for HCPs). Similarly
for patients, there needs to be identity management especially if integrating with outside data
(like matching a patient in CRM with one in an EHR requires robust matching criteria). Salesforce
has capabilities for that matching/deduping logic, and using unique identifiers (maybe a national
health ID or a combination of name/DOB, etc.). This is critical for compliance too — e.g., if a
patient requests their data under GDPR or California privacy laws, the company must know all
the data they have on that person. Having it integrated in one platform makes it easier to fetch
and manage such requests.

Consent is another aspect: before pulling data from an external source, the patient or HCP must
give permission in many cases. Salesforce Health Cloud includes Consent Management objects
to track what consents a patient has given, for what purpose, and their preferences. Plumlogix
noted that the platform is flexible to offer customizable digital consent management guided
by unique business rules (plumlogix.com) (plumlogix.com). So a pharma can implement, for
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example, a consent at enrollment that covers “we will access your healthcare records to better
manage your therapy” — and that can be recorded, time-stamped, and even be revocable.
Should the patient withdraw, that too is recorded and data flow can then be cut off. That sort of
fine-grained consent tracking is crucial for legal and ethical data use, and Salesforce built it
because providers and payers needed it for patient data sharing, but it benefits pharma
programs as well.

Artificial Intelligence and Advanced Analytics:
We've touched on Al in each context, but broadly, Salesforce’s Al (Einstein) plus the integrated
data can generate deep insights — some of which we have references for:

o Care prioritization: Einstein can score patients based on risk so that care coordinators focus
on those who need attention first (thesalesforcefirst.com) (e.g., a nurse sees at top of her
list the patients likely to have issues).

e Summarization: Einstein can scan complex health data (like multiple EHR entries) and
generate a concise patient summary for a quick understanding (thesalesforcefirst.com).
This is useful if a pharma nurse needs to quickly understand a patient’'s background without
reading through pages of notes.

* Proactive outreach triggers: Al can set rules like "if a patient's engagement drops (e.g., not
responding or missing doses), auto-trigger an outreach” (thesalesforcefirst.com).

« Financial and Operational Analytics: If integrated with sales data, one can correlate
engagement with sales outcomes. If integrated with finance systems (like the cost of
interventions), one can analyze ROI by cohort (did an expensive nurse home visit program
actually reduce hospitalizations and save money?). These are advanced analyses that a
unified data environment allows.

In a broad sense, having these robust data capabilities addresses the “fastest-growing
healthcare CRM capabilities” which include analytics and population health insights
(thesalesforcefirst.com). Population health might be more a provider focus, but pharma also
looks at population data when evaluating how different groups respond to their treatments. If
Health Cloud can gather outcomes from a wide patient population (with appropriate
anonymization when aggregating), the company can glean patterns, such as the drug working
differently in older vs younger patients, or identifying previously unknown issues in certain
subgroups.

We should mention one emerging trend: Digital Health App integration. Many pharma
companies have companion apps for patients (for logging symptoms, etc.). Those apps can be
integrated with Salesforce via APls. For instance, an asthma drug might have a patient app to
record inhaler usage; with consent, that data can sync to the patient'’s profile in Health Cloud,
where support can see if usage is irregular and intervene. Likewise, wearable data (steps, heart
rate) might come in via Apple HealthKit or others to Salesforce. We saw mention of IoT (Internet
of Things) integration (thesalesforcefirst.com) and remote monitoring earlier
(www.salesforce.com) — it's essentially the same concept of device/app data integration.
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Marketplace and Partnerships:

Salesforce’s open platform also means many third-party solutions are plug-and-play. For
example, there are apps for specialty pharmacy integration, apps for patient engagement like
SMS messaging modules with healthcare templates, etc. This ecosystem speeds up
implementation since not everything has to be built from scratch.

Challenges in Data Integration: It's worth noting, integration is often the hardest part of
implementing such solutions. Different systems might use inconsistent patient identifiers, and
data privacy concerns can limit what data flows into the CRM. Companies have to carefully
architect what data to bring into Salesforce vs leaving it in source systems and just linking by
reference. Given Health Cloud is HIPAA-eligible, PHI can reside in it, but companies still minimize
sensitive data duplication unless needed. Salesforce addresses this with encryption and allowing
field-level security so only the right people see certain data (like an MSL might see de-identified
summary of patient outcomes, while a support nurse sees full patient details).

Real-World example: A medium-sized biotech might use Salesforce as a hub to shorten time
to market by connecting systems and people on a secure platform, getting real-time data
from any device (cynoteck.com). That phrase from cynoteck basically means if everyone
(research, commercial, medical) is on the same cloud platform seeing real-time data, decisions
can be made faster and execution can speed up. If a problem emerges in a trial, everyone knows
it quickly. If an issue arises in the market (like many patients reporting a side effect), it can be
escalated and investigated promptly. This can indeed shorten time to react and time to adjust
strategy.

Finally, Global considerations: Data integration also means dealing with global deployment —
different countries have different systems and privacy laws. Salesforce supports multi-country
deployments, where data residency might be required (as in China, where using Alibaba Cloud
as referenced (www.salesforce.com) for hosting Salesforce is a solution). Having one global
platform with local partitions and controls is possible. Many big pharmas would do a phased
rollout by region, integrating local data sources gradually. This a huge undertaking, but if done, it
yields a global view of operations which is incredibly valuable.

In conclusion, Salesforce Health Cloud's strengths in data integration and analytics provide
biopharma with a data backbone that not only supports current operational needs but also
positions them for a more data-driven future. With everything from FHIR integrations enabling
fluid data exchange, to Al-driven data analysis pinpointing key insights, the platform ensures
companies can harness the full spectrum of available information. This means better decisions -
faster development pivots if a trial shows signals, more targeted physician outreach if data
shows a gap, and more personalized patient support if data indicates certain risk factors. As one
Salesforce article title put it, this is part of “the Billion-Dollar Healthcare CRM Rush”
(thesalesforcefirst.com) and no one in life sciences wants to be left behind, because leveraging
data effectively is increasingly tied to competitive advantage and even survival in the
marketplace.
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6. Compliance, Privacy, and Security Considerations

In an industry as heavily regulated as biopharma, any platform handling sensitive health data
must meet stringent compliance and security requirements. Salesforce Health Cloud was built
with these considerations from the ground up, given its initial target market of providers and
payers who deal with Protected Health Information (PHI). When biopharma companies adopt
Health Cloud, they too must ensure that the system and their usage of it align with all relevant
laws and regulations - including patient privacy laws, industry promotional regulations, data
residency requirements, and good practice guidelines (GxP) for systems used in regulated
processes. This section examines how Health Cloud addresses these needs and what
companies need to consider.

HIPAA and PHI Security:

In the United States, HIPAA (Health Insurance Portability and Accountability Act) sets the
standard for protecting PHI. Salesforce Health Cloud is offered on a HIPAA-compliant
infrastructure (Salesforce will sign a Business Associate Agreement for healthcare customers).
This means that Salesforce has implemented the necessary technical and administrative
safeguards — encryption of data at rest and in transit, audit controls, user access controls, etc. -
to protect PHI. For biopharma, PHI might be handled if they run patient support programs or
retain patient data for trial purposes. Salesforce allows platform encryption (where certain fields
can be encrypted with keys) for extra security if needed, and provides fine-grained access
control so that only authorized personnel can view identifying health information.

The platform’s compliance features include comprehensive audit trails: every view and edit of
a record can be logged. Earlier, we cited that “Salesforce Health Cloud provides user-
customizable compliance reports listing user behavior in different platform areas, such as
entries into electronic health records or use of clinician portals” (cynoteck.com). This means an
admin or compliance officer can generate reports of who accessed patient X's record, or how
many times a certain user exported data, etc. This is crucial for internal audits and for
demonstrating compliance in case of an investigation (e.g., in the event of a suspected privacy
breach, you can fairly easily trace whether data was improperly accessed).

Another layer is field level security and roles. Health Cloud can segment data such that, for
example, a pharma’'s patient support team can see patient-identifiable data, but a marketing
user could see only anonymized or aggregated data. Or a specific region’s users can only see
data from their region (to comply with data localization laws). Role hierarchies and sharing rules
in Salesforce allow complex arrangements like one team seeing only their patients, while higher-
level can see across. This prevents unnecessary exposure of PHI internally too (principle of least
privilege).

Data Privacy Laws (GDPR, CCPA, etc.):
Globally, laws like the EU's GDPR and California’s CCPA grant individuals rights over their
personal data (including health data). Companies using Health Cloud must ensure they honor
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data deletion requests, data export requests, etc. Salesforce provides tools to help find and
anonymize or delete records when required. For instance, a patient who withdraws consent can
be marked as such, and then a process can purge their personal data or archive it appropriately.
Salesforce has a feature called “Individual” object where preferences and consent status can be
stored. That helps centralize a person’s data processing consent, making compliance easier.

One particular challenge is marketing to HCPs in different countries — various jurisdictions
have opt-in/opt-out rules for HCP communications. Salesforce's consent management and
integration with email preference centers ensure that if a doctor opts out of emails, the system
will not allow them to be added to a campaign inadvertently. This prevents compliance breaches
(like emailing a doctor who said “do not email”).

Regulatory Compliance — GxP Validation:

Pharma companies are subject to GxP (good practice) regulations such as Good Clinical Practice
(GCP) for trials, Good Pharmacovigilance Practice (GVP) for safety, etc. Part of these can require
that computerized systems used for certain regulated activities be validated (meaning they
operate as intended, with proper documentation). If a pharma uses Salesforce for something like
capturing adverse events or in managing parts of a clinical trial, they may choose to formally
validate the system. Salesforce does provide documentation on compliance and some
customers do GxP validation of Salesforce implementations (usually focusing on one specific
use, not the entire CRM, which would be massive). The flexibility of Salesforce means each org
(implementation) is unique, so validation is on the configuration in that context. Salesforce and
its partners often have accelerators for validation (scripts, test cases) to help reduce effort.

Importantly, features like the digital signatures and audit trails mentioned in Life Sciences
Cloud for clinical trials (www.salesforce.com) show that Salesforce is tailoring to needs like FDA
21 CFR Part 11 compliance. Part 11 is about using electronic records and signatures in place of
paper. Salesforce can comply by ensuring things like unique user IDs, secure passwords, audit
trails, and the ability to generate copies of records. If e-signature is needed (for instance, an
investigator signing a form), Salesforce typically integrates with a compliant e-signature solution
and logs it. In the Salesforce press, they highlight e-sign for FDA compliance at every stage of
therapy development (www.salesforce.com), which directly addresses Part 11. A pharma
implementing Salesforce for such use would document these controls and test them as part of
validation.

Promotional Compliance (CRM-specific):

In commercial use, compliance also means making sure reps operate within bounds. To aid this,
Salesforce can enforce business rules: e.g., a rep cannot schedule more than X visits per week
for one doctor (some countries limit rep visits). Or content that a rep shows on an iPad during a
detailing visit might have to be approved and stored — Salesforce can track exactly what was
shown if integrated with a CLM (closed loop marketing) tool like Veeva CLM or Salesforce’s own
instantiations. It helps ensure only approved materials are used and logs it for compliance
reports like Sunshine Act reporting (which needs detail of any “transfer of value” to physicians,
including meals or educational materials). By logging events and expenses in Salesforce,
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generating Sunshine Act reports becomes straightforward. In fact, many companies have
integrated expense tracking for HCP interactions into Salesforce to compile the data needed for
such transparency reports (like name of HCP, date, value, etc.).

Cybersecurity:

On the security front, Salesforce is known for robust security practices as a cloud provider —
regular security audits, threat monitoring, etc. They rolled out features like two-factor
authentication, transaction security policies (which can alert or block if unusual data downloads
happen, for example), and shield encryption for those who want their own encryption keys. For a
pharma company worried about corporate espionage or data leaks, these features are
reassuring. It's quite possible that the health data and HCP data in Salesforce are considered
sensitive trade information as well (knowing which doctors are high prescribers, etc., is
competitive info). So maintaining confidentiality is both an ethical and business concern.

Scalability and Reliability (Operational Compliance):

Compliance also extends to meeting service-level requirements — Salesforce as a cloud has high
uptime (typically >99.9% availability). Pharma companies often run mission-critical processes
(e.g., a patient calls in for an urgent issue — the system needs to be up to log it). Salesforce has
infrastructure redundancy and is transparent about performance via its trust site. This reliability
is one reason many pharmas moved from on-premise to cloud CRM - to avoid downtime that
could hurt patient support.

Staying Updated with Regulations:

The regulatory environment evolves. For example, new laws in some regions require data
localization (keeping data in country). Salesforce has data centers in various regions (including
specialized Gov Cloud for US data, etc.) and now making inroads in China via Alibaba
(www.salesforce.com). Companies need to choose the right region to host their org to comply
with local laws. For instance, a European patient support program might be hosted in
Salesforce’s EU data center to comply with GDPR guidelines on data export.

Salesforce also regularly updates Health Cloud to align with things like FHIR versions and any
new industry standards. For example, USCDI (United States Core Data for Interoperability) is a
newer standard that might become mandated; Salesforce as part of its healthcare
interoperability offerings would incorporate those changes so customers benefit without having
to revamp everything themselves.

Internal Compliance and Training:

While the technology offers compliance tools, companies must also train their users. For
example, if a support agent can access patient data, they need HIPAA training to not misuse it. If
a sales rep can access a lot of physician data, they must be trained on appropriate use and the
system can enforce some restrictions (like maybe not being able to export certain lists).
Salesforce can be configured to prevent large data exports or to mask certain data (like only
show last 4 digits of SSN if that were stored, etc.) to protect privacy.
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One feature relevant to privacy: you can implement Data Mask in sandbox environments — so if a
company tests in a sandbox, actual patient names can be masked to protect privacy outside
production. This is a thoughtful aspect for compliance in development and testing processes.

Case Example — Ensuring Compliance through Health Cloud:

Consider a pharma company that rolled out Health Cloud for their patient support hub. They
used Salesforce Shield (an extra security package) to encrypt fields like Social Security Number
and diagnosis. They set up monitoring such that if any user queries more than 100 patient
records at once or tries to export a report with PHI, it triggers an alert and requires a business
justification. On the compliance side, they use the built-in reports to run a monthly audit of user
access (to catch, say, if someone looked at a patient they weren't assigned to). They also utilize
consent capture — when enrolling a patient, the agent goes through a script in Salesforce and
ticks off that the patient gave verbal consent for program enroliment and data usage. That
record is time-stamped. If an auditor ever asks, they can show each patient’s consent status and
what they agreed to. If a patient opts out of the program, a quick action in Salesforce marks
them inactive and triggers a workflow to ensure no further outreach is made. This integrated
approach can “scale and streamline compliance and adherence”, as noted earlier
(plumlogix.com), because everything is systematically tracked rather than reliant on memory or
separate forms.

Another example from the references: using Health Cloud, “pharma companies can now scale
and streamline compliance and adherence as Health Cloud gives them the ability to get patients
their medications more efficiently through fulfillment tracking, patient sign-ups, and
shepherding prior authorizations” (plumlogix.com). The key here is scale and streamline
compliance - being compliant is not just a checkbox, it can actually be operationally efficient if
built into the process. By digitizing the prior auth and fulfillment steps in a compliant way,
companies ensure that every step is documented and follows rules, yet it's faster than manual
methods, thus benefiting patients too.

Finally, security and compliance are areas where reputation and trust come into play. Pharma
companies deal with some of the most sensitive data (personal health details, trial data, etc.),
and historically there have been scandals or breaches that erode trust. Using a platform like
Salesforce, which invests heavily in security, and leveraging its compliance-oriented features,
can reduce the risk of such incidents. It's not foolproof (user behavior like phishing can still
cause issues), but it puts strong guardrails. One could say that maintaining trust is almost as
important as the medicine's efficacy; if patients or HCPs don't trust the company with data, they
hesitate to engage. So showcasing that you use best-in-class systems for protecting their data
can even be a selling point or at least an assurance.

In summary, Salesforce Health Cloud addresses compliance, privacy, and security in multiple
layers: technical platform security, data management features (audit trails, consent tracking),
regulatory standards support (HIPAA, FHIR, Part 11), and customizable configurations to enforce
company policies. For biopharma companies, leveraging these correctly is essential to not only
avoid legal penalties but to genuinely safeguard patient and HCP interests, which ultimately
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protects the company'’s license to operate and its reputation. The platform itself is a tool;
compliant and ethical usage is enabled by design, but it requires the organization to utilize those
features and maintain good governance. When done right, Health Cloud can turn compliance
from a pain point into a competitive strength — enabling innovation (like digital programs) while
staying within the guardrails of the law and ethical standards.

Case Studies and Real-World
Implementations

To ground the discussion in concrete outcomes, this section presents several case studies and
examples of how Salesforce Health Cloud (and Life Sciences Cloud) have been implemented in
practice by organizations in the biopharma and healthcare arena. These examples illustrate the
diverse applications of the platform — from supporting patients with rare diseases to streamlining
pharma sales processes — and the tangible benefits realized.

1. Specialty Pharmacy “MedBox" — Replacing Spreadsheets for Patient Management
Organization: MedBox (Specialty Pharmacy, partnered with pharma)

Use Case: Managing patient therapy onboarding and coordination across healthcare ecosystem
Challenge: MedBox, which serves patients with rare and chronic conditions, was using
spreadsheets to track patients, pharmacy interactions, referrals from doctors, and payer
communications. As the number of patients grew, this manual system became error-prone and
inefficient (penrod.co). Critical data was siloed, making it hard to get a full view of each patient’s
status or to share updates with partners (physicians, pharma companies).

Solution: Implemented Salesforce Health Cloud as a centralized platform for all patient data and
processes. Penrod (a Salesforce consulting partner) worked with MedBox to design a solution
that provides a 360° view of each patient, integrating clinical data, insurance information,
prescription status, and communication preferences into a unified dashboard (penrod.co).
Referral management was automated: when a physician refers a patient, MedBox can now log
that referral in Health Cloud, track the patient’s journey from initial “opportunity” (referral) to
active patient, and update the physician via an online portal (Salesforce Experience Cloud) about
the patient’s progress (penrod.co).

Outcome: MedBox achieved a single source of truth for each patient. They eliminated
duplicate data entry and could ensure that all team members (nurses, pharmacists, support
agents) were on the same page. The Health Cloud dashboards allowed proactive monitoring —
e.g., seeing which referrals are pending insurance approval, which patients are due for a follow-
up call, etc. This synchronization of data “ensured data is accessible and actionable”, improving
response times (penrod.co). The plan to extend an Experience Cloud provider portal means
referring physicians will have a self-service way to initiate and track referrals, cutting down
phone tag and delays (penrod.co). Qualitatively, MedBox noted that after adopting Health Cloud,
they could maintain their high-touch patient experience even as they scaled up their patient
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volume, something that would have been impossible with the previous spreadsheet system
(penrod.co) (penrod.co). In short, efficiency increased and patient care improved - no
patients falling through the cracks due to disorganized data, and staff freed from administrative
burden to focus on patient interaction.

2. Mirum Pharmaceuticals — In-House Patient Services for Rare Diseases

Organization: Mirum Pharma (Biotech company focusing on ultra-rare diseases)

Use Case: Centralizing patient services and improving patient adherence for an ultra-rare
disease therapy

Challenge: Mirum, dealing with ultra-rare conditions, likely has a small patient population
scattered geographically. They wanted to bring patient services “in-house,” meaning rather than
relying on third-party vendors or scattershot processes, they sought to manage patient support
directly via a unified system. The goals were to enhance patient enrollment into their support
program, gain better visibility into patient data, and improve drug adherence rates
(www.salesforce.com). Managing these in-house would allow Mirum to iterate and tailor services
quickly for their patient population’s needs.

Solution: Chose Salesforce Life Sciences Cloud (extension of Health Cloud) to power their
patient services hub. By doing so, they could integrate all aspects of patient support: enroliment
workflows, case management for patient inquiries, nurse support scheduling, and data tracking
(like lab results or adherence metrics). The system likely also connects with Mirum'’s specialty
pharmacy or distribution data to know when patients receive medication. Mirum's Patient Access
Strategy leader, Renée Shiota, said “We’re excited to use Life Sciences Cloud to bring our
patient services in-house with the goal of improving enrollment, patient data visibility, and drug
adherence for ultra-rare diseases.” (www.salesforce.com). This indicates that Mirum used the
platform to capture richer patient data (perhaps through integration with providers or direct
patient input) and to monitor adherence signals (like refill data, patient self-reports).

Outcome: While quantitative data wasn't given, the expected outcome includes higher
enrollment rates (since the process is more efficient and perhaps more patient-friendly, fewer
patients drop off during onboarding), and better adherence (due to timely interventions and
continuous support). Having all patient interactions logged in one place gives Mirum a feedback
loop to understand obstacles patients face. For instance, if many cases in the system show
patients having trouble with insurance, Mirum can proactively address that by adding more
reimbursement support. Improved data visibility means the company can generate reports
showing how patients are doing on therapy in real-world use — valuable for internal teams and
demonstrating outcomes to payers. Mirum's choice to invest in such a platform for a small
population underscores how critical patient success is for rare disease therapies (each patient’s
adherence and outcome is crucial). It also exemplifies a trend of biotechs adopting CRM early
to maximize the impact of their therapies even with limited patient numbers. Mirum'’s quote
implies confidence that Life Sciences Cloud will be a key enabler in “transforming” the way their
patients experience therapy, likely leading to better health outcomes and satisfaction.

3. Anonymous Pharma (via Penrod) — Streamlining a Rare Disease Clinical Trial
Organization: (Name confidential) Mid-sized Pharmaceutical company developing a therapy for
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a rare disease; partnered with Penrod for implementation

Use Case: Coordinating a complex Phase lI/lll clinical trial with dispersed patients and multiple
healthcare partners

Challenge: The company'’s trial involved patients with a life-threatening rare disease. They
needed to ensure that patients were identified and enrolled efficiently and then supported
throughout the trial. Key challenges were: finding patients (since rare diseases have few
patients, scattered across possibly many hospitals), verifying each patient’s eligibility (medical
criteria, insurance, etc.), scheduling their visits across different sites (some might travel to
academic centers), and keeping patients engaged so they wouldn't drop out of the trial
(penrod.co). Traditional trial management tools weren't handling the patient support aspect - for
instance, arranging travel or sending reminders was outside a typical EDC system’s scope.
Communication among the sponsor, trial sites, and patients/caregivers needed improvement.
Solution: Implemented a customized Salesforce Health Cloud instance to serve as a
“centralized platform designed to work seamlessly with healthcare partners.” (penrod.co) This
platform acts as a unified hub for all trial operations beyond pure data capture. Key features
included: a database of potential patients (some perhaps referred by physicians or identified via
advocacy groups) — Health Cloud would manage outreach and pre-screening; an eligibility
checklist and status tracker (integrated with maybe claims or EHR data to confirm if patients
meet criteria) (penrod.co); coordination tools to arrange appointments at trial sites, including
automated appointment reminders to patients; and communication automation to send updates
or health tips to patients during the trial (like what to do in preparation for a visit). Health Cloud
was integrated with existing claims systems (penrod.co) - this likely means they could, with
patient permission, check insurance data or prior health utilization to help verify eligibility (for
example, confirming a patient had the specific diagnosis code or lab result needed for inclusion).
The platform provided a comprehensive view of each patient for trial coordinators — showing
where in the trial process the patient was, what support they needed (transport, etc.), and any
issues encountered.

Outcome: Using Health Cloud, the company was able to securely centralize patient information
and make it accessible to the entire trial team (including external care coordinators, perhaps)
(penrod.co). This yielded a more “compassionate care” experience in the trial (penrod.co). In
tangible terms, compassionate care in a trial context might mean that patients felt more cared
for, not just as test subjects — they likely had direct lines for support questions, got personal
check-ins between study visits, and had a resource to contact through the platform any time.
The trial team could quickly identify who might be struggling — say a patient missed a visit, the
system flags it and the team can intervene. With Al capabilities, they could even predict which
patients might drop out and take preventative action. The immediate success measure was
probably reduced trial drop-out rates and smoother trial operations (fewer missed
appointments, faster enrollment). Long term, this can lead to the trial completing on schedule
and collecting high-quality data, accelerating the path to approval. The trust and ease built with
patients also mean they are more likely to stay on therapy if it gets approved (they've had a good
experience with the company), building an initial patient advocacy base. This case demonstrates
Salesforce's capability in an R&D setting, extending beyond traditional CRM into clinical
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operations, and shows that even complex, high-touch processes like rare disease trials can
benefit from CRM principles of tracking activities and nurturing relationships (here, patient
relationships).

4. Apitoria — Boosting Pharma Sales Efficiency with Al-Driven CRM

Organization: Apitoria (Pseudonym given, based on context - likely a pharmaceutical startup or
specialty pharma)

Use Case: Sales and account management for a pharmaceutical product launch

Challenge: Apitoria as a smaller company did not have a legacy CRM and was initially managing
sales leads, HCP accounts, and customer inquiries using basic tools (spreadsheets, simple
databases). This made it difficult to track opportunities or have visibility into sales pipeline and
customer interactions, resulting in missed follow-ups and inefficient use of sales reps’' time.
They needed to scale up their commercial operations in a smart way without massively
increasing headcount, which meant leveraging technology to automate tasks and prioritize
efforts.

Solution: Implemented Salesforce Life Sciences Cloud (for Customer Engagement) as their
unified sales and HCP management platform. By doing this, Apitoria could track all accounts,
contacts, and opportunities in one system (www.salesforce.com). They likely configured it with
their sales process — for example, tracking when an HCP expresses interest (opportunity
created), steps like product evaluation, formulary approval, and finally adoption/prescription
milestones. Importantly, they leveraged the “agentic, Al-first” capabilities of the platform
(www.salesforce.com). This included using Al assistants to reduce manual tasks: things like
automated data entry from emails (Einstein Activity Capture could log meetings and emails
automatically), prioritized call lists generated by propensity models (the Al might identify which
doctors are most likely to prescribe based on data signals, so reps focus on those), and perhaps
Al-driven next-best-action suggestions for opportunities (e.g., recommending to provide a
certain study reprint to a skeptical HCP). They also replaced spreadsheets used for monitoring
conversions with real-time dashboards in Salesforce, giving sales leadership better insight at any
moment into performance.

Outcome: According to Dr. Sanjay Chaturvedi, CEO of Apitoria, adopting the unified Salesforce
platform “allows us to reduce operating costs and increase conversions.”
(www.salesforce.com). Reduced operating costs come from several factors: reps spend less
time on admin and more on selling (Al and automation cut data entry and research time), the
company avoids the costs of lost opportunities (since follow-ups are systematically managed,
each lead is more likely to be converted), and economies of scale as the system can handle
more accounts without extra support staff. Increased conversions suggests that a higher
percentage of identified opportunities (or leads) turned into actual customers/prescribers. This
could be because the Al helped tailor approaches that resonated better with HCPs or ensured
timely follow-ups so interest didn’t wane. Essentially, Apitoria could do more with less - the
same team achieved better results by working smarter. The quote highlights replacing
spreadsheets with an “agentic, Al-first solution” (www.salesforce.com), showcasing how
modern Al-driven CRM can outperform basic tools by actively guiding users rather than just
storing data. This case, while focusing on sales outcomes, indirectly benefits patients too: more

© 2025 IntuitionLabs.ai - North America's Leading Al Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 39 of 54


https://www.salesforce.com/news/stories/industry-leaders-choose-life-sciences-cloud/#:~:text=,Sanjay%20Chaturvedi%2C%20CEO%20at%20Apitoria
https://www.salesforce.com/news/stories/industry-leaders-choose-life-sciences-cloud/#:~:text=,Sanjay%20Chaturvedi%2C%20CEO%20at%20Apitoria
https://www.salesforce.com/news/stories/industry-leaders-choose-life-sciences-cloud/#:~:text=,Sanjay%20Chaturvedi%2C%20CEO%20at%20Apitoria
https://www.salesforce.com/news/stories/industry-leaders-choose-life-sciences-cloud/#:~:text=,Sanjay%20Chaturvedi%2C%20CEO%20at%20Apitoria
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=salesforce-health-cloud-for-biopharma-a-technical-guide.pdf
https://intuitionlabs.ai/articles/salesforce-health-cloud-biopharma?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=salesforce-health-cloud-for-biopharma-a-technical-guide.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=salesforce-health-cloud-for-biopharma-a-technical-guide.pdf

E IntuitionLabs  IntuitionLabs - Custom Al Software Development Salesforce Health Cloud fOr Biopharma: A Technical Guide

from the leading Al expert Adrien Laurent

efficient commercialization means the drug reaches more of the right patients sooner. It also
shows that even newer or smaller companies can quickly stand up sophisticated CRM
capabilities via cloud solutions, competing with larger firms in customer engagement quality.

5. Boehringer Ingelheim — Driving Innovation in Patient and HCP Experiences
Organization: Boehringer Ingelheim (BI, Top 20 global pharmaceutical company)

Use Case: Enterprise-wide digital transformation for customer engagement (patients and
providers) using Life Sciences Cloud

Challenge: As a large pharma, Bl has numerous therapeutic areas and operates in many
countries. They were likely using a mix of legacy systems and localized solutions for CRM. The
challenge was to innovate how they engage patients (especially in patient support programs)
and HCPs, ensuring a consistent, high-quality experience and to do so at scale. They wanted to
break down internal silos and leverage advanced technologies (Al, automation) to improve
outcomes and efficiency. Essentially, they needed a modern unified platform to support their
mission of improving human and animal health (Bl works in both).

Solution: Adopted Salesforce Life Sciences Cloud as a key component of their digital strategy
for customer engagement. Deb Reardon, VP of Patient Excellence at BI, indicated that they see
Life Sciences Cloud as “essential for driving our innovation in patient and healthcare provider
experiences” (www.salesforce.com). This means Bl is using the platform to enhance how they
connect with patients and HCPs across the board — from providing better support programs for
patients (likely through Health Cloud'’s patient services features) to giving HCPs faster access to
information and support (via integrated sales/medical tools). Bl's usage probably spans multiple
use cases: for instance, managing a global KOL network in one place (Medical Cloud),
orchestrating HCP outreach through multiple channels (Sales Cloud + Marketing), and running
patient programs for various products on Health Cloud. They likely integrate the platform with
Bl's existing data lakes, so that, say, real-time data from devices or apps flows in and triggers
patient interventions globally.

Outcome: While specific metrics aren’t public, the qualitative outcome is that Salesforce
supports Bl's “mission to transform lives today and for generations to come”
(www.salesforce.com) by enhancing engagement. For patients, this could mean Bl's support
programs are achieving higher satisfaction and adherence, indicated by internal metrics perhaps
improving post-implementation. For HCPs, Bl might have observed increased HCP engagement
scores or faster response times to inquiries. One can reasonably expect efficiency gains too:
maybe 91% positive ROl as Salesforce averages suggest (www.salesforce.com), or other
improvements like those metrics Salesforce markets (e.g., faster case resolution — they mention
29% faster case resolution with Service Al (www.salesforce.com), which could apply to solving
HCP or patient cases). Bl's early statement of excitement shows a commitment to staying at the
forefront of digital engagement. Because they are a large company, an outcome might also be
establishing a global standard platform. Instead of each country or brand having its own CRM
solution, they can unify on Salesforce, which reduces IT complexity and fosters best practice
sharing.
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6. Takeda — Connecting Clinical, Commercial, and Care Operations

(Combined example from industry news)

Organization: Takeda Pharmaceuticals (Japanese multinational pharma)

Use Case: Enterprise unification of data and Al for clinical trials, patient services, and
commercial execution

Challenge: Similar to Bl, Takeda likely had disparate systems and lacked a single platform
connecting their different functions. Particularly, Takeda is active in many cutting-edge areas
(oncology, rare diseases) where patient-centric approaches are crucial. They needed to leverage
Al to sift through large data volumes and help bring treatments to patients faster
(www.salesforce.com). With Veeva eventually phasing out for them, Takeda had to decide on a
future CRM strategy. The challenge was to ensure that whichever platform they use can handle
end-to-end needs - from assisting trial recruitment to informing sales reps to automating patient
support tasks — in a compliant manner.

Solution: Takeda decided to invest in Salesforce’s Life Sciences Cloud platform, as noted by
their inclusion among the industry leaders adopting it (www.salesforce.com). In the Salesforce
News Story, it's mentioned that over 70 industry leaders including Takeda have entrusted Life
Sciences Cloud to connect clinical, commercial, and patient care operations
(www.salesforce.com). Takeda's interest likely involves using Al for: optimizing trial recruitment
(especially in global trials), giving field reps better tools (like digital assistants for call planning),
and helping patient services automate processes like coverage analysis and adherence nudges
(www.salesforce.com).

Outcome: While Takeda's specific outcomes are not published yet (since these initiatives are
ongoing), we can anticipate the benefits align with those key improvements Salesforce
highlights: using Al to cut through noise and simplify engagements, thereby freeing up time to
be spent on patients (www.salesforce.com). For example, if a previously manual process took 5
steps for a patient’s insurance verification, now an Al agent might do it in 1 step automatically —
freeing the support staff to talk to patients about their concerns instead of paperwork. Another
expected result is improved speed to market for trials — if Al and integrated data reduce trial
recruitment by even a few months, that's huge. Takeda's participation signals confidence that
linking all these operations on one platform is the future. The news piece indicates that through
such an approach, HCPs and patients get the right information at the right time, “ultimately
improving access to therapies.” (www.salesforce.com). For a company like Takeda, that could
translate into tangible metrics like more patients enrolled per trial site, faster physician
onboarding for new product launches, or higher therapy uptake rates post-launch due to
seamless handover from clinical development to patient support programs.

These case studies collectively demonstrate that Salesforce Health Cloud and its Life Sciences
extensions are being applied successfully across the spectrum of biopharma activities. Table 1
below provides a summary of these examples in terms of their focus and outcomes:
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Organization & Context

MedBox (Specialty
Pharmacy) - Scaling
patient support
operations

Mirum Pharma
(Biotech) - Ultra-rare
disease patient services
in-house

Rare Disease Trial
(Pharma) -
Compassionate patient
engagement during
clinical trial

Apitoria (Pharma
startup) - Sales and
HCP relationship
management

Boehringer Ingelheim -
Global digital
engagement
transformation

Takeda - Unified
clinical-commercial
operations with Al

IntuitionLabs - Custom AI Software Development
from the leading Al expert Adrien Laurent

Salesforce Health Cloud
Use

Centralized patient info;
Automated referrals; 360°
patient view shared with
providers

Life Sciences Cloud for
patient support:
enrollment, data tracking,
adherence monitoring

Custom Health Cloud for
trial recruitment &
coordination; integrated
claims/EHR data;
automated patient comms

Salesforce CRM with Al for
sales: account tracking, Al-
driven call planning &
follow-up, pipeline
dashboards

Life Sciences Cloud across
patient & HCP
engagement, integrated Al
and analytics

Life Sciences Cloud for Al-
driven trial ops, HCP
engagement, patient
service automation

Salesforce Health Cloud for Biopharma: A Technical Guide

Key Outcomes/Benefits

- Replaced spreadsheets with
unified platform

- Faster, seamless patient
onboarding & referrals

- Maintained high-quality,
personalized service even at higher
volume

- Higher patient enroliment in
support program

- Improved data visibility (holistic
patient insights)

- Better adherence rates for ultra-
rare disease therapy, via proactive
support

- Faster patient identification &
enrollment in trial

- Reduced drop-outs via
personalized follow-ups

- Centralized, compliant data
sharing among trial team, enabling
compassionate, patient-centric trial
experience

- ~459% ROl in one case (reported)
due to efficiency gains
(www.capminds.com)

- Lower operating costs by
automating tasks

- Higher conversion rate of leads to
customers (more HCPs prescribing)
thanks to guided selling and timely
follow-ups

- Enhanced patient and HCP
experience (more personalized,
responsive interactions)

- Enterprise-wide consistency and
innovation in engagement practices
- Platform seen as "“essential” to
mission, indicating strong
ROl/internal buy-in

- Integration of data silos leading to
improved cross-functional insights
- Al assistants automating
processes (e.g., trial candidate
matching, coverage checks),
freeing staff for higher-value work
- Ultimately, faster access to
therapies for patients via efficiency
gains in development and delivery

Source

[Penrod case] [5] (penrod.co)
(penrod.co)

[Salesforce news] [34]
(www.salesforce.com)

[Penrod case] [7] (penrod.co)
(penrod.co)

[Salesforce news] [34]
(www.salesforce.com) (ROI ref:
CapMinds

(www.capminds.com))

[Salesforce news quote] [34]
(www.salesforce.com)

[Salesforce news] [32]
(www.salesforce.com)
(www.salesforce.com)

Table 1: Selected Case Studies of Salesforce Health Cloud/Life Sciences Cloud Implementations

in Biopharma and Related Healthcare Settings.
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These diverse examples underscore a common theme: the deep integration of data and
processes via Salesforce Health Cloud leads to improved outcomes, whether those
outcomes are measured in time saved, higher rates of patient adherence, better physician
satisfaction, or revenue growth. The cases also highlight scalability — from a small biotech to a
pharma giant, the platform adapts to different scales and needs. Each organization leveraged
the core strengths of Health Cloud (unified data, automation, and Al) to solve their specific pain
points:

* MedBox solved data silo and referral inefficiencies, directly benefitting patient care.

e Mirum tackled the challenge of supporting rare disease patients intimately, improving
adherence which is critical for lifecycle management of their therapy.

e The anonymous pharma used it in trials, bridging a gap between pure data capture and
patient relationship management, resulting in a more robust trial (which is essential for drug
approval).

o Apitoria proved that even sales teams can dramatically enhance performance with Al-driven
CRM, which translates to more prescriptions — a key business outcome.

e Boehringer and Takeda demonstrate strategic, enterprise-level adoption, aiming for
competitive edge and modernization across their global operations.

In each, the ROI (return on investment) is reflected either explicitly or implicitly. For instance, the
CapMinds reference to “459% ROI on Health Cloud” in one case study (www.capminds.com)
shows the scale of potential financial benefit when these systems streamline operations and
improve productivity. Even if not every case yields that high a number, the consistency of
positive impact is notable.

It's also worth noting the intangible but important outcomes like innovation, agility, and improved
stakeholder trust. Companies using Health Cloud are often seen as more forward-thinking by
HCPs and patients. For example, patients in the trial or in support programs experienced more
compassionate, coordinated care; this not only helps them medically but builds goodwill towards
the company (important for reputation in an era where pharma wants to be seen as patient-
centric). HCPs receiving quick, knowledgeable responses and personalized support from reps or
MSLs via these tools likely perceive those companies as more partner-like and attentive.

These case studies validate many of the points made in earlier sections, by showing real-world
validation of Health Cloud’s benefits:

o Data integration and a 360° view leading to efficiency and better decisions (MedBox, Trial
case).

o Patient engagement efforts boosting adherence and satisfaction (Mirum, MedBox).

¢ Al and automation improving sales productivity (Apitoria).

» Interoperability and cross-functional integration speeding up complex processes (Trial case,
Takeda).
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e Scalability from a small org to global enterprise (Apitoria vs. Boehringer).

They also prove that these improvements are not just theoretical; companies are publicly
vouching for them and expanding usage. This sets the stage for our final discussions on what
this means for the future of the biopharma industry.

Discussion: Implications and Future
Directions

The deployment of Salesforce Health Cloud in the biopharma realm carries significant
implications for how the industry operates now and in the future. As we have seen, implementing
a unified, intelligent platform can yield measurable improvements in efficiency, stakeholder
engagement, and data-driven decision making. In this discussion section, we zoom out to
consider what these developments mean for the biopharma industry at large — including how
they might influence business models, patient outcomes, and the competitive landscape. We
also examine emerging trends and how Salesforce Health Cloud (and similar platforms) are
poised to evolve, especially in an era of rapid technological advancement marked by Al and
increasing patient empowerment.

Breaking Down Silos and Fostering a Patient-Centric Culture:

One of the most profound implications of using Health Cloud is the cultural and organizational
shift towards patient-centricity and data sharing. Traditionally, pharma companies had fairly
separated divisions: commercial vs. R&D vs. medical, each focusing on different “customers”
(HCPs, regulators, patients indirectly, etc.) and often guarded their data. A unified platform
forces (and enables) these divisions to collaborate and see the bigger picture. For instance,
commercial teams can learn from real-world outcomes data that R&D or medical might generate,
adjusting their strategies accordingly. Medical affairs can see what questions sales reps are
getting frequently and feed that into medical education strategy. When everyone is looking at a
shared dashboard of how patients are doing on therapy, it anchors the company around patient
outcomes rather than siloed targets. This is a non-technical but very real transformation: Health
Cloud can act as a catalyst for a more integrated organizational mindset, aligning incentives
across departments to improve patient and HCP satisfaction. In effect, it operationalizes the oft-
stated mission of pharma companies to be “patient-focused” by providing the tools to actually
do so day-to-day.

Improved Health Outcomes and Real-World Evidence:

The ultimate test for any healthcare innovation is whether it improves patient health outcomes.
By facilitating better adherence, timely interventions, and more informed care decisions, Health
Cloud has the potential to improve outcomes on a broad scale. Consider, as a hypothetical, if
widespread use of such platforms raised the average adherence rate for chronic medications by
even a few percentage points (say from 50% to 60% for a given disease) — that could mean
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significantly fewer hospitalizations and complications, as medication non-adherence is a major
driver of poor outcomes (www.salesforce.com). Early data like Salesforce’s cited 27% increase in
adherence with connected care strategies (www.salesforce.com) is promising. If these results
are sustained in larger populations, we could see tangible improvements in population health
metrics for patients enrolled in these programs vs. those who are not. Biopharma companies are
increasingly being asked by payers and health systems to demonstrate the real-world value of
their therapies. The real-world evidence (RWE) collected through Health Cloud (with consent
and proper anonymization) can bolster the case that a therapy truly makes a difference when
coupled with strong patient support. We might see companies presenting to payers not just
clinical trial data, but also “beyond the pill" data — e.g., "Our drug, when supported by our Health
Cloud-driven patient program, showed X% higher persistence at one year and Y% reduction in
ER visits” — which could justify premium pricing or preferred formulary status by showing overall
health system savings. This integration of therapy + service outcome might become a norm. It
aligns with the trend of pharma providing not just a product but a service ecosystem around
the product (the "beyond the pill” concept (www.salesforce.com)). In chronic diseases or rare
diseases, such ecosystems can drastically improve quality of life, effectively making the
medication more effective in practice than it would be on its own.

Personalization at Scale and Patient Empowerment:

We are entering an era where patients expect personalized experiences akin to other sectors
(retail, banking). Health Cloud enables personalization at scale — for example, tailoring
outreach based on an individual's condition, behavior, and preferences. Over time, with machine
learning, these personalizations will get even more fine-tuned (e.g., determining the optimal time
of day to send a text reminder to each patient, or which motivational messages resonate best).
This is essentially mass customization in healthcare, which historically treated patients more
uniformly. The implication is a shift in patient expectations: patients might come to prefer
pharmaceutical companies that offer these supportive experiences and even choose one
therapy over another because "the support program is better.” We have anecdotal evidence of
this in highly competitive therapeutic areas: for instance, multiple sclerosis drugs, where all have
support programs, sometimes patients stick to a therapy because the support (nurse calls,
financial help, etc.) made them feel comfortable, whereas a slightly more efficacious drug with
poor support might be less favored. With Health Cloud, companies are trying to differentiate
not just on the molecule, but on the experience. In the long run, this could pressure all
companies to raise the bar, so patient support becomes a standard part of therapy offering
globally, not an optional add-on.

Simultaneously, patient empowerment is boosted by things like portals and access to
information. If a patient can easily get information or help through a portal or app (powered by
Health Cloud behind the scenes), they gain more control. For instance, being able to see their
own care plan and progress can motivate patients to improve adherence (people often do better
when they can visualize their goals and progress). Also, by logging their own data (like
symptoms, side effects) into these systems, patients become active participants in their care,
not passive recipients. This continues the paradigm shift towards participatory medicine.
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Business Process Automation and Workforce Implications:

The introduction of bots and Al for many tasks raises the question: what happens to roles that
used to do those tasks manually? For example, if prior authorizations can be largely automated,
does a support hub need fewer staff? Possibly yes, or those staff can be redeployed to more
patient-facing activities that automation can't handle (like nuanced counseling for a patient in
distress). The workforce might need reskilling — support staff might become more like health
coaches rather than paperwork processors. Sales reps, armed with Al, might become more like
“consultants” to HCPs, using insights to advise on patient management, rather than just detailing
product features. We might also see new roles emerging: for example, “patient journey
analysts” who monitor the data in Health Cloud across thousands of patients to identify trends
and optimize the program continuously (a blend of clinical knowledge and data science,
perhaps). The technology could also allow smaller companies to operate effectively with leaner
teams, which could increase competition as barriers to entry in terms of operational capability
are lowered.

Competitive Landscape and Industry Dynamics:

From a competitive standpoint, the increased adoption of platforms like Health Cloud could level
the playing field in some respects. Historically, big pharma had an advantage of huge sales
forces and budgets to engage doctors and patients. But with digital tools, a smaller company
can punch above its weight by automating intelligently and focusing effort where it yields the
best returns (like Apitoria did). If everyone uses advanced CRM and analytics, then competitive
advantage shifts to who uses the insights better and who integrates it more deeply into strategy,
rather than just who has more feet on the ground. There is also competition among tech
providers: Salesforce vs. others (like Microsoft’s Cloud for Healthcare, or emerging vertical CRM
players, etc.). As mentioned, Veeva and Salesforce's "break-up” (www.cnbc.com) means we
could see increased innovation as each tries to outdo the other in life sciences CRM. Salesforce
is adding industry-specific features (as we saw with medical inquiry management, etc.) that
might have previously been the domain of specialized pharma software. In turn, companies like
Veeva might innovate in ways to differentiate (they might emphasize even more specialized
functionalities or integrate more deeply with content and data sources specific to pharma).

For healthcare providers and payers, the influx of pharma-driven digital engagement could be
either a boon or a burden. Optimistically, it means e.g. a doctor gets better information and
patient support from pharma — making their job easier (less time prior auth, better educated
patients). However, if not coordinated, it could also mean numerous portals and systems trying
to get their attention. Here, standards and interoperability become crucial. If Health Cloud
integrates well with provider systems (FHIR, etc.), it could create synergy (e.g., information
flowing seamlessly to the doctor’s EHR reducing double documentation). If done poorly (e.g.,
forcing doctors to log into separate systems for every pharma program), it could create fatigue.
The trend, however, suggests increased integration — note how provider, payer, pharma
boundaries are blurring with collaborations. In the future, we might see, for example, a provider's
care management platform directly hooking into pharma’s Health Cloud environment for certain
tasks, essentially outsourcing some patient follow-up to the pharma support program in a
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transparent way. That kind of collaboration can only happen if technology on both sides is open
and interoperable, which is exactly what using common standards like FHIR enables.

Policy and Ethical Considerations:

With great data comes great responsibility. As pharma companies gather more patient data
directly, they enter an arena that has ethical pitfalls. Privacy concerns are paramount — patients
might trust their doctor more than a pharma company, so pharma has to earn that trust by being
transparent and secure with data. Regulatory bodies may impose new rules; for instance, could
there be a requirement in the future that support program outcomes data be reported or used to
inform regulatory decisions? Possibly, if it's considered part of a drug’s risk-benefit profile. Or
regulators might scrutinize Al in this context — e.g., if Al is recommending interventions, is it fair
and unbiased? Is it accessible to all patients equally (digital divide issues)? Companies will need
governance for their Al: e.g., to ensure the predictive models are not inadvertently discriminating
or that they're validated (like making sure an adherence prediction model actually correlates
with outcomes and doesn’t suggest counterproductive actions). The FDA has started looking
at software as a medical device (though CRM likely doesn't fall under that, certain patient-
facing elements might if they claim a health benefit directly).

Another consideration: how will the economics shape out? Many of these enhanced services are
provided free by pharma as part of marketing/ patient support. If they demonstrably improve
outcomes, payers might want to encourage them, or might even reimburse for certain digital
health interventions. It's not far-fetched that in some arrangements, the line between pharma's
support and healthcare provider services blurs, potentially leading to novel reimbursement
models. Already, value-based contracts exist where pharma gets paid more if patients have
better outcomes. Health Cloud data could serve as evidence in those contracts. For example, a
contract might stipulate that a drug will have an adherence of X% and hospitalization rate below
Y, or rebates apply. The pharma would heavily rely on their CRM and support program to meet
those targets. So, essentially technology might enable and drive outcome-based healthcare
financing.

Future Technological Developments:
Looking ahead, we expect Salesforce to enhance the platform in several ways:

o Deeper Al and possibly Generative Al: Imagine an Al that not only identifies a patient at
risk of non-adherence but actually generates a tailored coaching plan for them, or
composes a motivating message drawing on that patient’s profile (in a compliant way). We
already see early signs: Salesforce’s Einstein and the concept of “agentic Al" suggests more
autonomous agents might handle routine tasks (e.g., automatically initiating a refill process
when time comes, or an Al agent conversing with a patient in a chat to answer common
questions 24/7). Generative Al could also help MSLs by summarizing new research findings
into HCP-friendly digests on the fly, or help reps by prepping call scripts that incorporate
the latest data and the specific doc's preferences.
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e Enhanced loT and remote capabilities: As telemedicine and remote monitoring become
permanent fixtures, Health Cloud might incorporate more plug-and-play loT integrations.
Salesforce might even partner with device makers so that connecting a patient’s device data
to Health Cloud is configuration rather than custom work. For instance, linking continuous
glucose monitor data directly into a diabetes support program CRM.

o Patient community integration: Perhaps integrating more social features, like moderated
patient communities. Patients often create Facebook groups, etc.; pharma could facilitate
safe communities via Experience Cloud that tie into the support program, with proper
compliance oversight. That fosters peer support (a known factor in adherence).

o Global health cloud ecosystems: We might see cross-company data sharing for improved
care. For example, if a patient is on multiple support programs (for multiple conditions from
different pharmas), could there be a way in the future to coordinate those for the patient's
convenience? It's tricky legally but technically possible. Perhaps through third-party health
management apps that pull data from multiple CRMs via secure APIs if patient authorizes. In
any case, Salesforce's widespread use could make it an unofficial “network” if they ever
allowed inter-org connections (currently each company's instance is separate for privacy,
but maybe via some consented data sharing hub).

o Life Sciences Cloud Evolution: By 2025, Salesforce will have Life Sciences Cloud generally
available (www.salesforce.com). We'll likely see rapid iteration after that — possibly adding
modules for manufacturing (maybe integrate with their Manufacturing Cloud for supply
chain forecasting specific to pharma), or a researcher interface for R&D data (less likely as
they won't go into lab systems, but maybe integration with LabVantage or others).

Challenges and Limitations:

It's important to temper the discussion with awareness of potential limitations. Implementation of
Health Cloud can be complex: data migration, user adoption, integration issues can derail
projects if not managed well. Not all companies have seen success; some might struggle to get
their teams to fully utilize the system (change management is big — sales reps or nurses might
be set in old ways). There can also be data overload — having all this data is great, but
interpreting it and acting on it timely is key. Companies will need strong analytics teams to
translate dashboards into actions. Another risk is scope creep — trying to do everything at once.
Best practice has been to roll out in phases (e.g., start with one therapeutic area's patient
program, learn, then expand).

Cost is also non-trivial; however ROI cases suggest it pays off, but smaller companies especially
need to be judicious in how they implement to ensure they're getting value.

Regulatory risk: If a company uses Health Cloud data to do something like target patients
directly (beyond permissible support, say veering into promotion), they could get into
compliance trouble. It's crucial the technology is used in ethically and legally sound ways, e.g.,
support programs must be non-promotional and equally offered; CRMs should not be used to
interfere with physician judgment, etc. These lines can blur if not careful.
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The Human Element:

Finally, no matter how advanced the technology, the human element remains critical. The best
outcome is achieved when technology empowers humans (care coordinators, reps, MSLs,
patients themselves) rather than replaces the human touch. The case studies suggest that using
Health Cloud freed up humans to do what they do best — empathize, problem solve creatively,
and connect - by offloading rote work to the system. Continuing that balance is important. For
example, an Al might flag a patient, but a nurse still needs to call and have a heartfelt
conversation that convinces the patient to keep taking their medicine. As Kevin Riley of
Salesforce noted, it's about giving tools to “empower providers, payers, care coordinators and
pharmaceutical companies to deliver care for patients wherever they are.” (www.salesforce.com)
The people in those roles are the ones delivering care; the tech just ensures they have the right
information and can act at the right time.

Future Vision:
Given current trajectories, one can envision a future state maybe a decade from now where:

o Every patient with a serious chronic condition is offered an interactive support program, and
most of those are powered by platforms like Health Cloud behind the scenes.

e Pharma sales and medical teams are so data-informed that each HCP engagement is highly
personalized and value-adding, potentially changing the pharma-HCP relationship to be
more collaborative (with pharma being a partner in care).

¢ Clinical trials become more patient-friendly and faster because a lot of it is coordinated via
digital means (thus more patients willing to join, faster results).

* The boundaries between pharma, provider, and patient tech ecosystems blur, with seamless
data flows ensuring, for example, that the moment a patient is prescribed a new specialty
drug, the pharma’'s support team is alerted via their CRM and begins outreach within hours -
a process that might take weeks or be missed entirely today.

o Patients control much of their data and consent through unified portals (perhaps
government or third-party run, as an intermediary) and allow pharma to use it for specific
helpful purposes — an environment of data sharing built on trust and clear value (the patient
sees that by sharing data they got better service and outcome).

e Al becomes a commonplace co-worker — maybe an Einstein Al agent handles 50% of routine
patient inquiries or internal data analysis tasks, leaving human experts to focus on complex
cases and strategy.

Overall, the increased depth of data and communication promised by Health Cloud suggests
that biopharma companies will operate less like isolated manufacturers and more like
integrated healthcare service providers. This could lead to improved health outcomes at a
population level and a more responsive, learning healthcare system where feedback loops (from
patient to pharma to research) are much tighter. It aligns with the broader movement in
healthcare towards outcomes-based, patient-centered care.
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However, to achieve these future benefits, companies must continue to invest in and refine these
systems, share best practices (perhaps via consortia or user groups, many exist for industries on
Salesforce), and keep the focus on the end goal: better health for patients. The technology is a
means to that end, and as the case studies have shown, when used thoughtfully, it indeed can
bring us closer to that end.

Conclusion

Salesforce Health Cloud'’s deep dive in the biopharma context reveals a transformative potential
for the industry. What began a few years ago as a healthcare adaptation of a CRM platform has
matured into a comprehensive suite — the Salesforce Life Sciences Cloud — capable of
supporting the pharmaceutical and biotech enterprise from R&D through commercialization and
patient support. This report has explored how Health Cloud enables a holistic, patient-centric
approach in biopharma by unifying data, automating workflows, and leveraging artificial
intelligence.

We have seen that historically siloed processes - such as clinical trial recruitment, HCP
marketing, and patient services — can be harmonized on a single platform. The result is improved
efficiency (manual tasks minimized, information readily accessible), enhanced stakeholder
experiences (patients feel supported, doctors receive timely information, pharma reps and
researchers gain actionable insights), and ultimately better health outcomes (through higher
adherence, more responsive care, and data-informed decision making throughout the product
lifecycle). These outcomes are not just theoretical: case studies from specialty pharmacy
implementations to global pharma rollouts attest to significant ROl and qualitative benefits like
greater agility and innovation.

Importantly, Salesforce Health Cloud serves as a catalyst for cultural change within biopharma
organizations. By centering operations around a 360-degree view of the patient and the
provider, companies naturally shift towards a more collaborative and outcome-focused mindset.
The technology encourages breaking down barriers between departments, promoting a more
agile "one team" approach to address the needs of patients and healthcare partners. In a sense,
Health Cloud operationalizes the patient-centric ethos that biopharma has been aspiring to — it
provides the concrete tools to make that ethos a day-to-day reality in interactions with patients
and providers.

The current state of Health Cloud usage in biopharma is one of rapid adoption and integration.
Many leading companies (Pfizer, Takeda, Boehringer Ingelheim, etc.) are in the process of
implementing or expanding these systems, aiming to create a competitive edge through superior
engagement and data capabilities. Meanwhile, smaller biotech firms are leveraging the platform
to punch above their weight, deploying advanced CRM and Al without needing large
infrastructures. The competitive landscape is thus evolving: excellence in digital engagement
and real-world data utilization is becoming as critical as excellence in drug discovery and clinical
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development. Those companies that embrace these tools effectively are likely to differentiate
themselves in how they deliver value to patients and communicate value to payers and
providers. Conversely, companies that lag in digital transformation risk falling behind in an
environment where personalized support and data-driven outcomes are increasingly expected.

In terms of future implications, we anticipate several key developments:

o Al-Driven Personalization and Automation: The infusion of more sophisticated Al
(including predictive analytics and generative Al) will further streamline operations and tailor
experiences. Routine patient and physician queries may be handled by intelligent chatbots,
while human staff focus on high-impact consultations. Predictive models will improve,
perhaps anticipating issues like non-adherence or side-effect management even before they
manifest, allowing truly proactive care.

* Integrated Care Ecosystems: The lines between pharma-driven patient support and
traditional healthcare delivery will continue to blur. We may see closer partnerships between
pharma companies and healthcare providers facilitated by shared platforms — for example, a
hospital care manager and a pharma support nurse collaborating via Health Cloud on a
patient’s care plan. This integrated approach can enhance continuity of care and overall
treatment success.

o Greater Emphasis on Outcomes and Value: As Health Cloud helps collect robust real-
world evidence, biopharma companies will be better positioned to engage in value-based
contracts and outcome-based pricing. They can more confidently guarantee certain results
(like improved adherence or reduced hospitalizations) because they have the infrastructure
to monitor and influence those metrics. This could lead to a healthcare system where
payment for therapies is more tightly linked to the real-world value delivered, aligning
incentives across pharma, payers, and providers.

e Regulatory Evolution: Regulators will likely provide more guidance on digital patient
support and data usage. Done correctly, regulators may view such platforms as extensions
of care that benefit public health. However, vigilance is needed to ensure patient data
privacy and to prevent any potential misuse (for instance, digital engagement must never
cross into inappropriate promotion or pressure on patients). Industry standards and possibly
new regulations will develop to cover these digital engagement practices, and companies
using Health Cloud will need to stay ahead of compliance requirements — a challenge that,
as we discussed, the platform is well-equipped to meet through its existing compliance
features.

e Inclusion and Access: A hopeful implication is that these technologies could improve
inclusion in care. Automated, scalable systems can reach more patients, including those in
remote areas via tele-support, or those who historically might have been under-served.
Likewise, for clinical trials, better data can identify and recruit more diverse participants,
addressing a long-standing issue of representation. The key will be ensuring that digital
initiatives are designed to be inclusive (for example, offering multi-language support,
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supporting those with limited internet access via alternative channels, etc.). If so, Health
Cloud could help narrow gaps in care and information.

As with any major change, there are challenges to navigate. Implementations require investment
and careful change management; not every organization will immediately realize the full potential
if they treat it as just an IT project rather than a strategic initiative. Data interoperability, while
much improved with standards like FHIR, still requires cooperation and technical work between
many parties. Privacy and ethical considerations must remain front-and-center — patient trust,
once lost, is hard to regain. Moreover, the human touch in healthcare is irreplaceable, so
companies must use technology to augment, not substitute, genuine human empathy and
judgment in patient care.

In conclusion, the “deep dive” into Salesforce Health Cloud for biopharma reveals it as a
powerful enabler of a more connected, efficient, and patient-centered healthcare ecosystem. It
bridges the traditionally separate domains of pharma, providers, and patients, creating pathways
for information and engagement that simply did not exist at scale a decade ago. The evidence so
far — from improved adherence metrics to enthusiastic user testimonials — suggests that when
leveraged properly, Health Cloud can enhance both health outcomes and business outcomes,
aligning the two in a win-win scenario for patients and companies alike.

Biopharma companies are fundamentally in the business of improving lives through medicine.
Tools like Salesforce Health Cloud amplify their ability to do so — not by changing the molecules,
but by changing the surrounding experience and support structure. This holistic approach to
delivering therapy + support is likely to become a standard expectation in the healthcare of
tomorrow. Companies that embrace this approach early will help shape that future and likely
emerge as leaders in the industry’s next chapter.

Ultimately, it's fitting to circle back to the core theme: building relationships, not just records.
Salesforce Health Cloud was introduced with the tagline of "building patient relationships, not
records” (www.salesforce.com), and the biopharma use cases we've explored truly underscore
the importance of strong, data-informed relationships — with patients, with healthcare providers,
and across the healthcare ecosystem. Strengthening these relationships via intelligent
technology is enabling biopharma to deliver on the promise of their therapies more fully,
ensuring that medicines are not only discovered and produced, but also effectively delivered and
utilized in the real world. As biopharma continues to innovate in the laboratory, parallel
innovation in patient engagement and data analytics through platforms like Health Cloud will be
crucial to translate scientific advances into meaningful health improvements on a global scale.
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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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