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Best Practices for UX Design in HCP
Engagement Platforms

For a step-by-step guide to planning and building a custom HCP engagement portal, see our
companion article: Building a Custom HCP Engagement Portal.

This report reviews current trends, challenges, and evidence-based UX strategies for digital
platforms serving healthcare professionals (HCPs) in the US pharmaceutical industry. It covers
HCP engagement trends, common UX challenges in HCP portals/CRMs/education platforms,
best practices (personalization, responsiveness, information architecture, privacy/security,
accessibility), the role of data and behavioral insights in design, illustrative case studies, and
industry/regulatory considerations. All guidance is grounded in industry sources and research to
aid IT professionals in pharma.

Digital Engagement Trends Among US Healthcare
Professionals

The COVID-19 pandemic accelerated a shift to digital channels for engaging HCPs. Large
surveys show HCP preferences and behaviors leaning toward online and multichannel
engagement. For example, a recent McKinsey survey found over 25% of US physicians prefer
"less face-to-face and more digital pharma engagement” in coming years. 60% of physicians
said seamless integration of pharma interactions across channels is crucial. Likewise, pandemic-
era studies report 93% of physicians expect to use digital tools for clinical decision support,
and 90% expect equal or greater use of digital learning (e-detailing, eCME) post-pandemic.

HCPs spend significant time online: one analysis estimated 14% spend more than 4 hours/day
on social media and 42% spend over 2 hours. They increasingly turn to brand websites and
independent medical sites for information. In 2019, 46% of HCPs said professional brand
websites are a credible source of clinical/prescribing information (up from 27% in 2017).
However, an even higher share rely on independent sites: 82% of HCPs consider them “critical
or very important” sources of medical information vs 52% for pharma-branded sites. HCP
content preferences emphasize disease education over promotion: 72% of HCPs prioritize
disease information in digital content, compared to 48% who prioritize product information.
HCPs also favor non-promotional educational formats like accredited CME.

These trends imply that HCP engagement platforms must offer relevant, evidence-based
content and smooth experiences across digital channels. HCPs now expect personalized,
omnichannel interactions that complement (or even substitute) traditional sales rep visits. As
one industry analysis notes, “digital engagement will be essential to ... reduce suboptimal care
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delivery” and HCPs increasingly want a mix of channels beyond in-person meetings. Table 1
summarizes key HCP engagement statistics:

Engagement Metric

Physicians preferring
more digital detail

HCP use of social
media (daily)

HCP use of digital tools
(post-pandemic)

Credible source of
medical info (HCPs)

Content priority (HCPs)

Perception of pharma
marketing content

Multi-channel
integration importance

Value/Trend

>25% want more digital and less
face-to-face pharma engagement

42% spend >2 hours/day, 14% >4
hours/day on social media

93% expect to use digital clinical
tools; 90% expect = use of digital
learning

82% say independent medical sites
are critical; only 40% say brand
sites

72% prioritize disease info; 48%
prioritize product info

62% of HCPs feel pharma materials
are just ads

60% say integrating pharma
interactions across channels is
crucial

Source

McKinsey (2023)

McKinsey (2023)

McKinsey/EPG
(2022)

DrCom citing
EPG/DRG (2021)

DrCom (2022)

Viseven (2023)

McKinsey (2023)

Collectively, these data underscore that modern HCP platforms must deliver trusted, specialty-
tailored content via intuitive, mobile-friendly interfaces, with strong multi-channel support. Next
we examine UX challenges to achieving these goals.

UX Challenges in HCP-Focused Platforms

Pharma IT teams face several common UX pitfalls when building portals, CRMs, and education
platforms for HCPs:
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e Complex navigation and information overload: HCPs are busy and information-hungry. Overly
complex menus or excessive content can frustrate them. One industry blog warns against a
"labyrinthine maze of menus” and “overwhelming users with excessive content”. Poor site
architecture often leaves HCPs unable to find needed resources, reducing platform utility (e.g., one
pharma portal lacked search and had outdated info).

e Lack of user-centric design: Many platforms fail to account for HCP workflows and contexts. If the
system doesn’t match their needs (e.g. by specialty or practice size), HCPs disengage. As one expert
notes, HCP portals must be “tailored to their needs” and built on insights from usability studies.
Ignoring user research leads to generic, “one-size-fits-all” experiences that feel irrelevant.

¢ Limited mobile optimization: HCPs often browse on mobile devices between patient visits. A
common mistake is not making the portal fully responsive. “Ignoring mobile optimization can be a
grave error” because HCPs are “constantly on the move". Without mobile-friendly design (or a
progressive web app version for offline access), usage drops.

¢ Value exchange and gated content: HCPs expect clear value from logging into a portal. If content is
mostly promotional or locked behind excessive authentication, they lose interest. Over 100% of
pharma execs admit that providing real value online is a challenge. One report suggests “creating a
clear and compelling value exchange” by curating up-to-date research, tools, and CME to keep HCPs
coming back. Conversely, hiding content behind onerous logins can deter usage.

¢ Regulatory and privacy friction: HCP platforms must comply with HIPAA and other regulations.
Excessive security steps (e.g. cumbersome authentication) or unclear privacy policies can hamper
adoption. Moreover, any breach or non-compliance erodes trust. As a UX guideline reminds: “Data
security is paramount in healthcare. Ignoring this can have dire consequences”.

¢ Lack of personalization: HCPs expect experiences tailored to their specialty, geography, and
preferences. Generic “cookie-cutter” interfaces fail to engage them. For example, an HCP portal that
shows irrelevant content (e.g. a cardiologist seeing dermatology ads) will frustrate users.

¢ Content maintenance issues: Even a well-designed platform flounders if content is outdated or
poorly managed. Multi-regional portals can struggle with localized content coherence. One case
noted that poor site architecture made it hard to update information across local sites.

e Accessibility gaps: Although HCPs are not patients, accessibility (e.g. for color vision, different
languages) still matters, especially for global portals or older users. However, this is often overlooked
in enterprise UX.

In summary, HCP platforms can stumble on both functional (e.g. search, mobile) and strategic
(value, personalization) UX fronts. The next section outlines best practices to overcome these
hurdles.

UX Best Practices for Engaging HCPs

Based on industry research and case examples, the following design principles are
recommended for HCP engagement platforms:
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1. Personalization and User-Centric Content

¢ Tailor content to HCP needs: Use segmentation by specialty, role, geography and past behavior to
deliver relevant information. Personalization can involve custom dashboards, specialty-specific
news feeds, or patient-case calculators. For instance, providing “specialty-focused content
experiences” through integrated user profiles greatly improved one portal’s relevance. Allow HCPs to
customize their view (bookmarks, saved searches) to give them a sense of ownership.

e Adaptive personalization: Leverage HCP data (see next section) to drive dynamic
recommendations. One expert advises using fit-for-purpose data, behavioral intelligence, and Al-
driven insights to anticipate how HCPs engage, delivering the right messages at the right time. For
example, sending personalized alerts on new research or conference events in an HCP's field keeps
them engaged.

e User research and feedback loops: Conduct surveys, interviews and usability tests specifically
with HCPs. Gather behavioral data (web analytics, click paths) and iterate the interface. A portal
project that followed SCRUM and phased releases continuously integrated user feedback, yielding
much higher adoption.

2. Responsive, Mobile-First Design

¢ Mobile responsiveness: Ensure the platform works seamlessly on smartphones and tablets. Given
that a large share of physicians are mobile-active, the portal interface should adapt fluidly to small
screens. Use responsive frameworks or develop a Progressive Web App (PWA) as one case study
did, so that key resources are "in HCP's hands whenever and wherever they need it". Testing on

actual devices is crucial.

¢ Fast load times: Keep pages lightweight (optimize images, scripts) so busy physicians aren’t kept
waiting. Even short delays can disrupt clinicians juggling patient care.

3. Clear Navigation and Information Architecture

¢ Simplify navigation: Design a clean, intuitive menu structure. Place the most important functions
(search, latest updates, account settings) prominently. As experts warn, avoid creating a “convoluted
maze of menus”. A top-level dashboard or home page should highlight key tools, and include a
persistent search bar.

¢ Logical content taxonomy: Organize content by meaningful categories (e.g. by therapeutic area,
guidelines, or patient population). Use clear labels (“Clinical Guidelines”, "Drug Info”, "Patient
Programs” etc.). Consistency across sections reduces cognitive load. If the portal spans multiple
brands or countries, implement a multi-site CMS strategy so content updates propagate centrally.

¢ Progressive disclosure: Avoid overwhelming new users. Show only core features initially; allow
users to “drill down" into more detailed content as needed (e.g. collapsible sections, “learn more”
links). This aligns with advice to guard against “overwhelming users with excessive content”.
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o Effective search and filtering: Implement a powerful search engine (preferably with
autocomplete/Al suggestions) and robust filters (by date, topic, content type). Many HCPs will
search keywords. Poor searchability was cited as a major pain point in one pharma portal case.
Analytics can identify common search terms and missing content to address.

4. Privacy, Security, and Compliance by Design

e HIPAA and data protection: Architect the platform to meet HIPAA (US) and GDPR (EU)
requirements. Encrypt all protected health information and HCP personal data in transit and at rest.
As one guideline emphasizes, “Rigorously protect sensitive data... Ensure compliance with...HIPAA".
Use strong authentication (2FA) and implement role-based access controls. Conduct regular security
audits and penetration tests.

¢ Regulatory compliance: Ensure that any medical claims or drug data presented are consistent with
FDA-approved labeling and messaging. While formal FDA social media guidelines are limited, any
digital promotional content must follow FDA's promotion rules (e.g. including fair balance and
disclaimers). If the portal includes e-forms (as in patient enrollment), ensure any e-signature solution
meets FDA 21 CFR Part 11 requirements.

e Transparent consent: Clearly communicate data use policies to HCPs. Obtain opt-in consent for
communications (email, push notifications), respecting evolving privacy laws. A “single privacy
policy” covering all channels is best practice for a unified strategy.

e Demonstrate trust: Include trust signals (e.g. security certificates, NIH/ADA logos, compliance
badges). One UX tip notes that ignoring security “can have dire consequences, eroding trust”.
Conversely, visible commitment to safety can enhance credibility.

5. Accessibility and Usability

e Accessibility features: Design per WCAG best practices so all HCPs can use the site comfortably.
This includes adjustable font sizes, high-contrast text, and support for screen readers or
translations. The portal should adapt to users' needs, with options like dark mode or simplified
layouts for low-vision or color-blind users. For global portals, provide multilingual content or guides.

¢ Intuitive language and icons: Use clear, concise wording that matches medical parlance (avoid
jargon where possible). A UX study advises “concise language that mimics natural conversation” and
well-placed icons. Labels should use clinically familiar terms.

¢ Feedback and confirmations: Where appropriate, provide confirmation messages (e.g. for form
submissions) and help guidance (tooltips, FAQs). Make error messages clear and actionable.

¢ Load test with HCPs: Include busy practitioners in usability testing. Simulate common tasks (finding
dosing guidelines, downloading a form) to ensure efficiency.

6. Content Strategy and Value Proposition
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e Keep content fresh and relevant: Regularly update clinical guidelines, trial results, and practice
resources. The portal should serve as a “trusted source of specialized information”. Assign clear
ownership to keep info current. Out-of-date content erodes usage.

e Balance educational vs promotional content: Focus on peer-reviewed research, treatment
guidelines, and patient case studies, not just product marketing. The 2019 "“Taking the Pulse” survey
found HCPs value disease education far more than drug pitches. If branding is included, it should be
subtle and clearly educational. One case study noted most pharma site visitors prefer CME and
independent materials over branded detail aids.

¢ Interactive tools: Incorporate calculators, risk stratifiers, or interactive flowcharts that assist clinical
work. These add practical value and differentiate the platform from static sites.

¢ Multimedia and modular content: Use a mix of media (slides, videos, infographics) and “snackable”
content blocks to accommodate busy HCPs. For example, converting dense articles into animated
data stories can improve retention. Enable bookmarking or emailing of content for later review.

¢ Notification and scheduling features: Alert users to new content or events. The case study portal
added notification widgets after launch, encouraging repeat visits. For time-critical updates (e.g.
new safety info), use push notifications or email digests based on user preferences.

Leveraging Data and Behavioral Insights

Data-driven design is key to effective HCP UX. Collecting and analyzing HCP behavior informs
personalization and continuous improvement:

e Customer Data Platforms (CDPs): Consolidate HCP data (demographics, prescription data,
engagement history) into a unified profile. As one analysis explains, “granular data” combined into
“"connected intelligence” enables mapping each HCP's exact behavior and preferences. For example,
integrating CRM records, online activity, and claim data in a CDP empowers precise personalization.

¢ Behavioral analytics: Use analytics to track user journeys (e.g. most-clicked pages, drop-off
points). This reveals pain points and content gaps. In one portal, ongoing analytics led to feature
updates and drove traffic to 45,000 unique visits per year. A/B testing can optimize layouts and
wording.

¢ Predictive modeling and Al: Apply machine learning to predict what content or channel will most
engage each HCP. Modern “predictive storytelling” approaches combine data, Al, and behavioral
science to craft communications that “reduce uncertainty, build confidence and drive action”. For
instance, models may identify HCPs likely to attend a clinical webinar and target them accordingly, or
suggest content at the optimal time of day.

¢ Reducing fatigue with relevance: To combat HCP “digital fatigue” it's crucial to only send
communications that analytics deem relevant. Pharmaceutical marketing experts advise using
“granular data about the physicians... coupled with robust analytics to determine what messages to
send”. This means respecting opt-outs and frequency: multiple irrelevant emails will drive HCPs

away.
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e Actionable metrics: Define and track UX KPIs (Table 2). These may include registration/completion

rates, time on task, NPS/CSAT scores, and features used. For example, in one portal implementation
an agile engagement campaign increased registrations over 10-fold after optimizing outreach

channels. Continuous monitoring of such metrics guides iterative design improvements.

Metric

Registration Rate

Unique Visitors

Time on Page/Task

Form Completion Rate

Content Consumption

Satisfaction Score

Mobile Access Share

Table 2: Example UX and
engagement metrics for HCP
platforms. Case study values from
implementers.

Description

% of target HCPs
signing up within a
period

Number of distinct
HCP users

Average duration on
key tasks (e.g. form
completion)

% of initiated forms
fully submitted

% of target HCPs
accessing new
resources (e.g.
guideline)

Survey-based UX
satisfaction or NPS

% of visits from mobile
devices

Example from case
studies

Grew 10x in 2 weeks
after engagement
campaign

45,000 unique HCP
visits in one year

Improved by
autosave/auto-fill

features

In summary, a data-driven approach means treating UX design as an iterative, evidence-based

process. Continuous analysis of HCP behavior allows the platform to evolve responsively.
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Case Studies

Pharma HCP Portal with Auto-Fill Forms: A global pharma IT team enhanced its HCP portal by
enabling auto-population of enrollment forms using a unified profile (CIAM) and integrating e-
signature. Features like form autosave were added to save physicians' inputs mid-session. The
outcome was a substantial reduction in manual data entry and a “superior user experience”
for HCPs. Physicians could complete forms faster and focus more on patient care, illustrating
how thoughtful UX features (auto-fill, autosave) directly improve efficiency and satisfaction.

Latin America Pharma Content Hub: A major pharma company replaced a fragmented portal
for 8+ countries. Initially, HCPs struggled to find content due to poor search and outdated info.
The redesign used a centralized CMS (Adobe AEM) with multi-site management and context-
driven personalization. Key features included Active Directory integration and a Progressive Web
App for mobile access. The revamped portal became "a trusted source of specialized
information”. Analytics were implemented (with Amazon DynamoDB) to track usage, enabling
ongoing UX refinement. As a result, the site saw over 45,000 unique visits in a year,
demonstrating strong HCP engagement.

Global HCP Engagement Platform: In another example, a digital agency developed a global
HCP portal for a top pharma client using a phased, agile approach. They first deployed a
Minimum Viable Product for key markets, then iteratively added features. Critically, they coupled
launch with a multi-channel outreach campaign (not just reps) and saw portal registrations
soar. Initially 309 HCPs registered in pilot markets; after a 2-week digital campaign, 436 more
signed up (60% of all subscribers). Ongoing promotion increased monthly registrations by over
10x the pre-launch rate. This underscores the importance of combining UX with strategic
change management: a well-designed portal still requires effective communication and multi-
channel promotion to reach HCPs.

These case studies highlight several best practices in action: leveraging user data (pre-filling
forms), ensuring mobile access (PWA), personalizing content by specialty, using analytics to
drive improvements, and promoting platforms omnichannel. Such examples show that investing
in HCP-centric UX can yield measurable engagement gains.

Industry Benchmarks and Regulatory Considerations

¢ Engagement Benchmarks: While benchmarks vary, the above cases provide performance indicators
(e.g. tens of thousands of visits, registration rates). Industry reports note that sustained traffic
growth and repeat usage are key metrics for portal success. For example, achieving high adoption
(10x increase) post-launch is cited as an indication of an “optimized, highly engaging HCP portal”.
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e Data Security & Privacy: Over 500 U.S. healthcare organizations suffered data breaches in the past
year, affecting 112 million patient records (average cost ~$500 per record). This underscores the
imperative of HIPAA compliance in any HCP platform. All systems must incorporate encryption,
access controls, audit trails, and breach response plans. US firms should also consider FDA guidance
on digital information: for example, communications about scientific information must follow FDA's
rules (21 CFR Part 314.81(b)(3) and the recent SIU guidance). While pharma portals often target
HCPs, any patient data (even de-identified) must be handled per HIPAA.

¢ Regulatory Content: HCP portals that provide medical or promotional content must align with FDA
regulations and professional codes (PhRMA Code). This means ensuring fair balance, using approved
terminology, and properly disclosing risks. For instance, if a portal hosts e-detailing content, it must
present indications and safety per labeling. Any advice or guidelines should cite peer-reviewed
sources to maintain credibility.

e Accessibility Standards: Although not specifically mandated for pharma portals, following WCAG
2.1 AA guidelines (and Section 508 for government contracts) is best practice. This improves
usability for all HCP users, including those with disabilities or language preferences.

¢ Industry Initiatives: Organizations like the Council for Medical Specialty Societies (CMSS) have
published principles for “digital communication” to HCPs, emphasizing accuracy, relevance, and
consent. While not a formal law, adherence to these and PhRMA code (which covers online
promotion) is expected for compliance.

In conclusion, HCP engagement platforms sit at the intersection of UX design and regulated
content. Best practice is to embed compliance into the design process: treat security, privacy,
and medical accuracy as integral UX requirements, not afterthoughts.

UX Design Principles (Table)

Design Principle Description Sources/Examples

Involve HCPs early: use

. interviews, surveys, and Tailored portals

User-Centric Research . .
testing to understand improved engagement

workflows and needs.

Streamline navigation; . L
. Avoid "labyrinthine”

Simplicity & Clarity clear labels; minimal clicks
' menus
to key info.
Personalization Deliver content and alerts  Personalized
based on specialty, dashboards and

notifications
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Design Principle

Mobile Optimization

Content Relevance

Accessibility

Security & Compliance

Analytics & Iteration

Table 3: Core UX design
principles for HCP
engagement platforms, with
supporting insights.

Description

behavior, and
preferences.

Design responsive or PWA
interfaces for mobile
devices (small screens).

Provide up-to-date clinical
resources and CME;
balance disease vs
product info.

Support varied needs
(adjustable text, high
contrast, multi-language).

Encrypt data; implement
access controls; comply
with HIPAA/FDA rules.

Use analytics to refine UX
(e.g. track usage, A/B test
layouts).

UX Best Practices for HCP Engagement Platforms

Sources/Examples

"Go Where They Go":
optimize for mobile

HCPs prioritize disease
info over ads

Adaptable

fonts/contrast for HCPs

"Data security is
paramount” in
healthcare

360° user data to drive
improvements

These principles should guide the design and development of HCP portals, CRMs, and

educational platforms. While the implementation details may vary by project, adherence to these
fundamentals will help ensure the platform meets HCPs' expectations.

Conclusion

As the pharma industry pivots toward digital-first engagement with clinicians, UX designis a

critical enabler. HCPs demand relevant, streamlined, and secure digital experiences that
support their clinical work. By following evidence-backed practices — user-centric
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personalization, mobile-friendly responsive design, clear information architecture, robust data
use, and strict compliance — IT teams can build platforms that truly engage HCPs.

This report has synthesized research and case studies to outline how to meet these challenges.
In practice, success comes from continuous iteration: measure HCP behavior (e.g. adoption,
satisfaction), iterate the UX, and align with regulatory norms. A well-designed HCP platform not
only improves user satisfaction but can lead to measurable business benefits — higher
engagement, deeper brand trust, and ultimately better patient outcomes through informed

clinical decisions.

Sources: Industry reports and case studies from McKinsey, Pharmaceutical Executive, DrCom,
Viseven, and other experts were used. Citations are provided throughout. Each source is
denoted by its reference number (e.g. ) according to the guidelines.
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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 an Al software development company specializing in helping life-science companies
implement and leverage artificial intelligence solutions. Founded in 2023 by Adrien Laurent and based in
San Jose, California.

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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