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Executive Summary
This report provides an in-depth analysis of Veeva Application Managed Services (AMS) – third-party

platforms that handle the maintenance, support, and optimization of Veeva software (e.g. Vault, CRM, QMS) on

behalf of life sciences organizations. We examine the business models and pricing structures commonly used

for AMS (including retainer-based vs. time-and-materials models, service tiers, and SLA commitments), and

compare the trade-offs between in-house support and outsourced managed services for Veeva applications.

We also analyze the return on investment (ROI) of AMS, drawing on industry data and case examples.

Our findings show that, given the high cost of specialized in-house Veeva staff and the costly impact of system

downtime, many life sciences firms achieve net savings with AMS. For example, specialized Veeva consultants

earn median compensation around $133K/yr in the US ([1] www.glassdoor.com) (meaning $150K+ fully-loaded per

FTE), whereas AMS providers can leverage shared expertise at lower aggregate cost. Outsourcing yields

benefits cited by 63%–65% of large enterprises (improved cost control and focus on core activities) ([2]

explodingtopics.com). Managed service models (often monthly retainers covering a fixed volume of support

hours) can provide predictable budgets and higher service levels (e.g. 24×7 coverage, faster incident

response) than an in-house team. According to industry surveys, downtime now costs firms on the order of

$5,600 per minute ([3] solveforce.com) ([4] myfastech.com), so even modest uptime improvements or faster fixes

from AMS can quickly pay for themselves.

We outline several pricing models in use (flat monthly retainers, per-hour T&M, tiered support packages, etc.),

and explain how SLAs (response/resolution times, availability commitments) drive costs. For example,

guaranteeing a 30-minute response to critical issues on a 24×7 basis requires substantial staffing and thus a

premium price ([5] beringmckinley.com) ([6] beringmckinley.com). In general, more stringent SLAs lead to higher

fees. We compare cost factors for in-house vs outsourced support (salaries and overhead vs fixed fees), and

use sample scenarios to illustrate ROI. Case evidence (e.g. partners’ testimonials) suggests that companies

using AMS programs can significantly accelerate projects and efficiency – for instance, one provider notes it

enabled a pharmaceutical client to “fast-track the deployment of our AMS program, handling 27 applications

across four business sectors within just a few months” ([7] spotline.com).

The report concludes that for most mid-sized to large life sciences companies, a properly structured AMS

engagement (with clear SLAs and review metrics) yields strong ROI compared to building a large internal Veeva

support staff. Key recommendations include: tailoring support levels to business needs, negotiating tiered SLAs,

monitoring performance metrics, and conducting periodic ROI reviews. The future outlook is that demand for

AMS will continue growing (the global managed services market is projected to surpass $1 trillion by 2034 ([8]

solveforce.com)) as life sciences firms increasingly prioritize agility, compliance, and cloud operations over large

in-house support teams.

Introduction and Background
Veeva Systems is a leading provider of cloud-based software for the life sciences industry, offering

applications such as Veeva Vault (quality, regulatory, R&D), Veeva CRM (commercial operations), and Veeva

Network (master data) ([9] optiserves.com) ([10] www.casestudies.com). These platforms streamline complex,

regulated processes (e.g. clinical trials document management, pharmacovigilance, sales tracking) and are used

by hundreds of pharmaceutical, biotech, and medical device companies worldwide. In fact, Veeva reports it

serves “more than 450+ customers, ranging from the world’s largest pharmaceutical companies to emerging

biotechs” ([10] www.casestudies.com). The Veeva solution set is highly specialized, integrating with existing

systems and requiring rigorous validation to meet life-science compliance standards ([9] optiserves.com) ([11]
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content.edgar-online.com). As a result, maintaining Veeva deployments demands ongoing configuration, data

management, user training, and compliance monitoring – tasks that go well beyond the initial implementation.

Application Managed Services (AMS) refers to outsourcing the day-to-day operation and support of business

applications to a third-party provider (typically a Veeva partner or IT service firm). Rather than hiring only in-

house staff to handle system administration, issue resolution, and continuous improvement, a company

contracts an AMS provider to “drive operational efficiency” by managing maintenance, integration, upgrades,

and optimization of the software ([12] spotline.com). In practice, AMS engagements often include periodic or

continuous system administration, Tier 2/3 support escalation, custom development, and compliance (e.g. re-

validation) tasks. Some Veeva providers (including Veeva itself for certain product lines) market fully outsourced

packages – for example, Veeva’s MedTech managed services offering lets customers choose support levels

from assisting an internal administrator to “complete system admin” handled by Veeva’s team ([13]

www.veeva.com). Similarly, specialized consultancies (e.g. Spotline) advertise that their Veeva AMS teams ensure

applications “operate smoothly, meeting performance targets” while reducing clients’ operational costs ([12]

spotline.com).

The need for AMS has grown as Veeva adoption has proliferated. With multiple Vaults, CRMs, and global users,

pharmaceutical companies face constant change requests (e.g. adding new fields, updating workflows for

regulatory changes) and the risk of system incidents (downtime, integration failures). An in-house team may

struggle to cover all peaks: they might only offer 9×5 support, whereas issues can arise at any hour, and their

specialized skills (e.g. Vault development, data migration) can be scarce. By contrast, AMS providers typically

use a 24×7, ticket- or retainer-based model with dedicated experts who are experienced in Veeva’s multi-cloud

architecture. Veeva’s own SEC filing notes that “ongoing managed services, such as outsourced systems

administration” were a component of its services revenue in 2013 ([14] content.edgar-online.com), indicating that

even Veeva has recognized outsourced AMS as part of its ecosystem. In effect, AMS transforms system

management into a recurring service with structured SLAs, shifting burden and risk from the customer to the

provider.

This report explores the various business models and pricing strategies behind Veeva AMS, including classical

retainer models, SLAs, and mixed approaches. We compare the costs and benefits of maintaining Veeva support

in-house vs contracting AMS, analyzing factors such as staffing costs, service levels, and flexibility. Finally, we

present frameworks and data for evaluating the ROI of AMS – quantifying how improved uptime, outsourced

expertise, and predictable budgeting translate into financial and strategic value.By collating industry research,

expert commentary, and illustrative examples, this report aims to guide life sciences IT decision-makers in

crafting cost-effective AMS arrangements for their Veeva environments.

Business Models for Veeva AMS
Veeva Application Managed Services are delivered under various business models. The most common

approaches are:
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Retainer (Fixed monthly subscription) Model: The customer pays a fixed fee (often monthly) for a stipulated level of

support, typically defined in terms of a number of hours or tasks per month. This “subscription” style model provides

predictable budgeting and ensures resource availability. Each month, the scope of work can be adjusted within the allotted

hours. As one AMS provider explains, “Managed Services and Retainers are essentially the same thing: an agreement

for a set number of months of consulting service at an established level of hours per month.” The provider and client

review priorities monthly, executing tasks flexibly as an “Agile project management” sprint ([15]

optimalbusinessconsulting.com). In practice, these retainers may range from a few hours to tens of hours per month. For

example, a consultancy might offer retainer packages of 10–30 fixed hours per month ([16]

optimalbusinessconsulting.com). Clients appreciate that tasks are flexible (“hours are fixed but tasks are not”) ([16]

optimalbusinessconsulting.com), covering urgent fixes as well as strategic improvements. Notably, longer-term retainers

often come with discounts: one provider notes that extending a retainer beyond a single month yields “a lower rate and the

ability to dive deeper” into system optimization ([17] optimalbusinessconsulting.com). In summary, the retainer model
balances strategic planning with hands-on execution on a rolling monthly basis.

Time-and-Materials (Hourly) Model: Under this model, the AMS provider bills the customer for the actual time spent on

support tasks (usually at a set hourly rate). This is essentially a “break/fix” or on-demand support arrangement: the

customer initiates a ticket or project, and the provider logs hours against it. Time & materials gives maximal flexibility (no

unused hours are locked), but cost can vary month-to-month depending on how many issues arise. Veeva’s IPO filing

confirms that Veeva traditionally billed its service engagements on a time-and-materials basis ([11] content.edgar-

online.com), reflecting standard industry practice. Time-and-materials is suitable for ad-hoc support or one-off projects

(e.g. major upgrades), but clients find it harder to budget and may incur overtime costs or price overruns on complex tasks.

Tiered/Package Model: Many providers offer tiered support packages that combine fixed and variable elements. For

example, an MSP might sell “silver/gold/platinum” plans, where each tier bundles a certain SLA and support entitlements.

Bering McKinley (an MSP consultancy) gives a hypothetical example:

Basic: 9-to-5 support with 12-hour issue resolution (e.g. next-business-day fix) for $99/month.

Enhanced: 24×7 support with 6-hour resolution for $249/month.

Premium: Dedicated engineer with 1-hour response for $499/month ([18] beringmckinley.com).

In such models, higher tiers promise faster response and more dedicated resources, and thus cost significantly

more. These tiered offerings simplify choices for clients by packaging SLAs and support scope into clear plans.

In practice, Veeva AMS packages might include, for instance, a “Bronze” plan that covers only critical fixes and

administrative tasks, and “Silver/Gold” plans adding proactive improvements or routine administration.

Staff-Augmentation (Dedicated Resource) Model: In some cases, a company may contract an AMS provider for a

dedicated resource or team. This is akin to “outsourced staff”: the MSP provides one or more consultants who effectively

work as semi-integrated members of the customer’s IT organization. Billing might still be a fixed fee (e.g. one consultant on

a 40-hour/week retainer) or T&M. The advantage is seat-of-the-pants scaling: as needs change, the client can swap or add

digital staff. However, this model can be costly if the vendor marks up salaries, and can blur the lines of responsibility (since

the person is embedded in both organizations).

Outcome-Based/Value-Based Model: Less common in AMS, some forward-looking contracts tie payments to performance

outcomes (e.g. “we pay only if 99.9% uptime is met” or “bonus if cycle time is reduced by X%”). These models require clear

metrics and trust, and are rarely offered by MSPs due to risk. Occasionally, a “consumption” model may surface (e.g. priced

per user or per vault instance), but since AMS work is labor-intensive, fixed-hour or subscription models predominate.

The pricing structure thus largely depends on the selected business model. In the retainer and tiered

scenarios, providers typically negotiate a flat monthly or annual fee. Time-and-materials engagements bill at an

hourly rate (e.g. $150–$300/hour depending on expertise level). Some hybrid models exist too; for example, a

client might reserve a block of 100 hours at a discounted rate (with additional hours billed T&M). The Service-

Level Agreement (SLA) — discussed in the next section — is a major determinant of the pricing. Strict SLAs

(fast response, 24×7 coverage) demand more resources and hence higher fees, whereas lenient SLAs allow a

lower cost. In practice, an AMS agreement will spell out the combination of retainer hours (or hours bucket), SLA

metrics, and overage rates if the work exceeds the covered scope.
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The table below summarizes common managed-service pricing models:

Pricing

Model
Billing Structure Example Key Pros Key Cons

Retainer

(Fixed

MRR)

Fixed monthly fee for a set

support package (e.g. X

hours)**

20 hours/month for

$5,000/Mo

Predictable cost; guaranteed resource

availability; aligned to ongoing priorities

([15] optimalbusinessconsulting.com)

May pay for

unused time if

demand drops;

requires

forecasting

demand

Time &

Materials

(T&M)

Client pays for actual

hours used at agreed

hourly rates

$200/hr for

engineering work

(billed for each

ticket)

Total flexibility; pay only for work done

Unpredictable

costs; hard to

budget for spikes

Tiered

Support

Package

Fixed fee for level of

service (e.g.

Bronze/Silver/Gold) ([18]

beringmckinley.com)

Basic: $10K/yr (9-

5 support, 12h

SLAs); Premium:

$25K/yr (24×7, 1h

SLAs)

Simple plans; easy to scale up/down via

tiers ([18] beringmckinley.com)

May force one-

size-fits-all; gaps

if needs don’t

match tiers

Dedicated

Resource

(Staffing)

Fixed fee for dedicated

consultant/team (flat or

hourly)

Full-time Veeva

Admin at

$15K/month

Integrated support; continuity of

personnel

Similar cost to FTE

plus vendor

margin; less

flexible scaling

Outcome-

Based

Fees tied to performance

metrics (uptime,

compliance, etc.)

Bonus/penalty for

99.9% uptime
Aligns incentives on results

Difficult to design;

high risk for

provider

Table 1. Typical pricing models for Veeva Application Managed Services. (MRR = monthly recurring

revenue.)

Each model has its own appeal based on the client’s priorities. Retainers offer a blend of stability and

adaptability, and are very common in practice. Tiered packages make sense for clients who want clear “silver

medal” choices. Hourly T&M is common for small ad-hoc tasks or when the scope is unclear. In all cases, clients

should carefully define included services and any “out-of-scope” work. As one AWS managed services guide

advises, avoid “set-and-forget scopes” – even retainer agreements should be reviewed and adjusted regularly

([15] optimalbusinessconsulting.com) ([18] beringmckinley.com).

Service-Level Agreements (SLAs)
A critical element of any managed services engagement is the Service-Level Agreement (SLA). SLAs are

formal contracts that specify the service standards the provider guarantees – including response times,

resolution times, availability, and other performance metrics. In the Veeva context, an SLA might say: “Tier 1

incidents will be acknowledged within 30 minutes and resolved within 6 hours,” or “99.9% uptime on the Vault

production environment.” SLAs align expectations between the customer and provider, and directly influence

pricing: stricter SLAs typically cost more because they require higher staffing and infrastructure.

Key SLA components often include:

Response Time (Initial Acknowledgement): How quickly the provider must first respond to an incident. For critical

(Severity 1) issues, some MSP SLAs guarantee a response in minutes (e.g. 15–30 minutes) ([19] beringmckinley.com) ([5]

beringmckinley.com). Less urgent issues (e.g. questions or minor bugs) may have longer response windows (e.g. a few

hours or next-business-day). Faster response requires on-call staffing, which raises costs.
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Resolution Time: The commitment for how soon the problem should be fully fixed or workarounds provided. SLAs might

promise, for example, 4-hour resolution for critical issues, 24-hour for high-priority, etc. Achieving aggressive resolution

(like “1-hour fix” on any problem) generally necessitates high headcount or overtime availability, and thus premium pricing.

Uptime/Availability: The percentage of time the service is guaranteed to be operational (often relevant more to platform

hosting than support, but some MSP contracts include SLAs on total downtime or bug fix rates). For Veeva SaaS, Veeva itself

typically assures around 99.8–99.9% uptime, but AMS contracts might include targets such as “<1% system downtime due

to configuration issues.” Attaining better uptime (e.g. multi-nines) usually requires redundant tools and proactive monitoring,

adding to cost.

Support Hours/Coverage: Whether support is offered 24×7×365 or limited to business hours. 24×7 coverage is inherently

more expensive: it may require night shift teams or outsourcing across timezones. According to one analysis, 24×7 SLAs

“drive up costs in staffing and infrastructure,” whereas restricting to “standard business hours” is cheaper ([6]

beringmckinley.com). Many life sciences firms opt for 24×7 Tier 3 (critical fix) support but limit Tier 1 helpdesk to 9×5 to

balance cost and coverage.

Severity Levels: Problems are typically classified (e.g. Severity 1 = system down, S2 = major issue affecting many users, S3

= minor issue, S4 = change request). SLAs usually define separate response/resolution targets per severity. For example, an

SLA might require a critical (S1) issue to be acknowledged in 15 minutes and resolved in 4 hours, whereas a low-level (S4)

might be ack’d in 1 day and completed within 10 days. Tighter guarantees for S1/S2 mean the MSP must staff accordingly.

Metrics/KPIs: The SLA may include measurable metrics such as ticket clearance rate, customer satisfaction scores, or

compliance audit results. Penalties or credits might apply if targets aren’t met (e.g. a refund for every 1% below uptime

promise). These are negotiated case-by-case.

It is important to recognize how SLAs drive pricing. Bering McKinley, a consulting firm for MSPs, observes that

an SLA “is much more than a technical document – it is a crucial piece of your pricing strategy.” For instance,

guaranteeing a 15-minute response for critical Veeva outages “will require a larger, more agile support team,”

and 24/7 availability “necessitates shift scheduling, overtime wages, or outsourcing” ([20] beringmckinley.com)

([6] beringmckinley.com). To balance cost and service, MSPs frequently offer tiered SLA plans (as in Table 1). A

client needing only weekend on-call support can opt for a lower-cost plan, whereas a client requiring round-the-

clock rapid response will pay significantly more.

SLAs also define the scope of work. For example, some managed services contracts only cover “administrative

support” and require separate quotes for development or validation. Others include periodic health checks,

patch management, or project work. When negotiating SLAs for Veeva AMS, clients should carefully spell out

what kinds of incidents count (software bugs vs user errors), how scheduled maintenance is handled, and the

expected escalation process (e.g. who is contacted when SLA timers start).

In summary, SLAs and pricing are deeply intertwined. Every SLA clause effectively translates into an

operational cost for the provider. Ensuring a 30-minute response 24×7 will logically produce higher per-month

pricing than a 4-hour response 9–5 model. As such, clients and vendors often use a tiered approach: basic

packages with “standard” SLAs at one price, and premium packages with aggressive SLAs at a premium price

([18] beringmckinley.com). This allows flexibility: customers pick the service level that matches their risk tolerance

and budget. A best practice is to review and tailor SLAs periodically; one expert notes that “not all clients are

created equal,” so distinguishing fast-paced, high-risk businesses from more static ones can avoid overpayment

([21] beringmckinley.com).

Pricing Structures and Considerations
The pricing of Veeva AMS typically reflects a combination of factors: the chosen service model (retainer vs

hourly), the scope of coverage, the SLA commitments, the geographic region, and the complexity/scale of the

client’s Veeva environment. In the broad managed IT-services market, analysts report very wide ranges: for

example, one source estimates that managed IT services cost between $75 to $400 per user per month, or
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roughly $1,000 to $10,000+ per month overall depending on company size ([22] www.cloudavize.com). Small

businesses with 10–25 users might pay on the order of $1K–$3K monthly for basic managed services, while

large enterprises could easily exceed $10K–$15K per month ([22] www.cloudavize.com) ([23] www.cloudavize.com).

These figures provide context but are not specific to Veeva AMS; Veeva support tends to be more specialized

(hence pricier) than generic IT support.

Key factors driving AMS pricing include:

Number of Veeva Environments/Users: Some AMS providers scale fees with the number of Vault instances or total users,

on the theory that more users lead to more support requests. Others base pricing on the number of concurrent projects or

integrations supported. However, unlike commodity IT services (e.g. networking) it is uncommon to price Veeva AMS simply

per-user – it is usually a package or headcount-based fee.

Service Scope: A broader scope (e.g. covering Vault and CRM and CDMS) commands a higher price. Similarly, new feature

development or custom integration work adds to cost versus mere maintenance. For example, an AMS contract might outline

a monthly retainer that covers admin tasks and routine enhancements, with additional T&M for major projects. Volatility in

scope can be managed by including hourly allowances in the contract.

SLAs and Hours: As noted, stricter SLAs (faster response, guaranteed coverage hours) increase price. A retainer contract

might have different fee tiers for “8×5 support” vs “24×7 support.” Additionally, any overtime or premium labor (e.g.

weekend work) will be billable if beyond the base agreement.

Complexity of Configuration: Highly customized or integrated Veeva implementations require more expertise (and possibly

more manual work) for upgrades and support. If the customer’s Veeva environment is heavily tailored, the MSP likely

charges more to cover the engineering effort.

Geographical Location and Labor Rates: Providers in high-cost regions (e.g. North America) will charge more than those

leveraging global delivery centers or offshore teams. Some customers deliberately hire offshore AMS to cut personnel

expenses. (According to one outsourcing index, countries like India, Malaysia, and the Philippines offer large labor cost

arbitrage ([24] explodingtopics.com) ([25] explodingtopics.com).)

Duration and Commitment: Longer contract terms or multi-year plans may get a discount. Conversely, a month-to-month

plan might carry a premium for flexibility.

Typical pricing structures that emerge from these factors include:

Flat Monthly Retainer: A single fixed fee per month (or per year) covering an agreed set of services. For example, an AMS

provider might quote $15,000 per month to cover unlimited Tier-1 helpdesk and 40 retainer hours of Tier-2/3 work under

certain SLAs. Flat fees simplify budgeting, but they rely on accurate scoping of services. Cloudavize notes that flat-rate

pricing “offers a predictable cost structure” for budgeting ([26] www.cloudavize.com).

T&M Billing: Often used for any work beyond a retainer, or when the retainer is used up. Here the rate might range (for

example) $150–$250/hr for Veeva consultants, depending on skill and location. If a new project is needed (e.g. building a

complex report), it may fall outside a retainer and be billed per hour.

Metered/Per-Unit Fees: Rare, but some vendors price by units like “per Vault instance” or “per 10 users.” This is a form of

usage-conscious pricing. However, because AMS effort does not scale linearly with user count, per-user pricing is

infrequent.

Tiered Options: As above, offering Basic/Plus/Premium packages at different fixed fees, each with defined inclusions (for

example, Basic might include only support for up to 10 users at 9×5, Silver might cover 50 users and 24×7, etc.). An

illustration from MSP pricing (tech companies) shows simple package pricing: e.g. $500/mo, $1000/mo, $2000/mo for

ascending support levels ([23] www.cloudavize.com). These specific numbers are for general IT; Veeva AMS packages

would be higher but follow a similar tier logic.

Project-Based Engagements: Sometimes AMS providers will offer a fully managed project at a fixed cost (e.g. migrating to

a new Vault version or migrating data). This is essentially a professional-services model with a defined scope and fixed

price, separate from the ongoing support contract.
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Let us consider an illustrative example: suppose a mid-sized pharmaceutical company has 50 Veeva Vault users.

They might sign an AMS contract of $4,000 per month for up to 20 support hours (and unlimited remote

helpdesk), with extra hours at $250/hr. Alternatively, they could opt for a tier that splits costs: $3,000/mo for

standard 9×5 support, or $6,000/mo for full 24×7 coverage (both with SLAs of 1-day resolution). The actual

proposals would depend on negotiations, but these pieces help align pricing with service. Critically, clients

should ensure clarity on what is included – for instance, whether that retainer covers only break-fix or also minor

enhancements and administrative tasks.

In short, pricing structures in Veeva AMS tend to adapt typical MSP patterns. Cloudavize summarizes: factors

such as number of users/devices, SLAs, and infrastructure complexity heavily influence costs ([27]

www.cloudavize.com). One can infer that a heavily customized, high-SLA environment could cost several times

more than a vanilla, low-SLA setup. It is imperative for buyers to map out their firm’s service needs and

understand what drives provider costs. Transparency is key: experts recommend that MSPs “break down [their]

pricing structure” and explain how SLA promises translate into resources ([28] beringmckinley.com) ([29]

beringmckinley.com).

In-House vs Outsourced Support: A Comparative

Analysis
A core decision for any organization deploying Veeva is whether to maintain support internally or outsource it.

Both approaches have merits and trade-offs. Here we compare in-house IT support versus outsourced

managed services along several dimensions, drawing on industry analysis and expert commentary.

Cost and Budget Predictability. In-house support requires hiring or allocating dedicated Veeva

administrators, architects, and developers. Specialized Veeva skillsets command high salaries. For example,

Glassdoor reports a median total pay of $133K/year for a Veeva Vault Consultant in the U.S. ([1]

www.glassdoor.com). Accounting for benefits and overhead (often about 1.5–2× base salary ([30]

myfastech.com) ([31] myfastech.com)), a single Vault specialist can cost $200–250K fully loaded annually. A

team of several experts might thus approach $500K+/yr in personnel expense alone. In addition, the

company must bear recruiting costs, training budgets, and tools/licenses for the team ([32] myfastech.com).

These expenditures are fixed and often underutilized during slow periods.

By contrast, outsourced AMS is typically a variable or fixed service fee. An AMS retainer allows a company to

lock in, say, $100K/year for certain support levels. If the workload is light, the company still pays the agreed fee

but gains unused slack capacity from the MSP; if workload spikes, the MSP can (within limits) reallocate

personnel without the client incurring overtime. Outsourcing can thus transform capital (headcount) expense

into predictable operating expense. Industry data underscores cost benefits: in Deloitte’s 2024 Global

Outsourcing Survey, 63% of executives cited cost-cutting as a key outsourcing benefit ([2] explodingtopics.com).

Similarly, one analysis found that hidden in-house IT costs can make internal teams ~40% more expensive than

necessary when all factors are counted ([33] myfastech.com).

Staffing Overhead and Hidden Costs. Maintaining an in-house IT department incurs many hidden overheads. Fastech

notes that on top of salaries (for example, sysadmin $82K–124K in IT roles ([30] myfastech.com)), employers pay benefits,

taxes, training and more – often doubling the actual cost per engineer ([31] myfastech.com). Turnover and knowledge silos

are additional risks. In outsourcing, these HR and training burdens shift to the provider. The MSP handles hiring, skill

development, and backfills, which can be especially valuable in the tight labor market for life-science IT skills. Thus,

outsourcing often yields total-cost-of-ownership savings, not just lower wages.
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Expertise and Specialization. Life sciences IT demands depth of expertise: compliance with 21 CFR, data migration, and

integrated workflows. An outsourced AMS firm typically has a team of certified Veeva consultants and developers with

experience across many projects. This concentration of expertise is difficult (and expensive) for most companies to replicate

internally. Outsourcers also tend to stay current on best practices and upgrades. As one MSP blog notes, external providers

can offer “a specialized skill set and knowledge, for a fraction of the cost” (www.emerald-group.co.uk) of in-house. In-house

teams, by comparison, may be strong in certain core competencies but lack breadth (e.g. a CRM admin may not also know

Vault, RIM, and integration engines).

Service Coverage and Scalability. In-house teams often struggle with scaling. They may provide good day-shift coverage,

but handling nights/weekends or surges (e.g. urgent compliance changes) requires extra hires or overtime. Outsourced AMS

providers typically offer extended coverage by rotating staff or global follow-the-sun models. This means problems can be

addressed faster and outside normal hours. MSC 360Quadrants reports that 90% of companies seek cloud/outsourcing to

“enable focus on core functions” ([2] explodingtopics.com), recognizing that 24×7 expertise is better handled externally.

Control and Customization. With in-house support, management has full control over IT processes, policies, and tools, and

can quickly direct resources to urgent needs. Direct collaboration (e.g. an admin overhearing a conversation and

spontaneously offering help) can lead to faster fixes. As one source notes, internal teams understand the “specific business

processes and industry-specific challenges” intimately ([34] www.trinitynetworx.com). In contrast, outsourced teams serve

multiple clients and may follow standardized processes. Even though they aim to be responsive, outsourcing does reduce

some control. For example, the Emerald Group cautions that MSPs may need to “prioritize each business’s faults,” meaning a

trivial ticket could wait if more critical issues exist elsewhere (www.emerald-group.co.uk). Companies also relinquish full

authority over staffing and technology choices when outsourcing.

Flexibility vs. Commitment. An internal team is fixed – employees are committed full-time. Outsourcing can be more

flexible: an AMS agreement can be scaled up or down as needs change, and contracts can (in theory) be exited if service is

poor. However, multi-year AMS contracts can become sunk costs if not managed, whereas in-house headcount can be

redeployed. The decision often comes down to strategic focus. Deloitte’s survey found 65% of companies say outsourcing

helps them “focus on core functions” ([2] explodingtopics.com) – for many life sciences firms, core means drug

development and marketing, not being a software support house.

Security and Compliance. Life sciences data is highly regulated. Some organizations fear that giving external parties

access may risk data security or compliance lapses. Internal teams, conversely, are bound by employee policies and can be

closely managed. However, good AMS providers implement strict controls, background checks, and can sometimes be even

more diligent than small in-house teams. Many firms manage this by restricting AMS staff to test environments or by

carefully auditing their work.

Total Effectiveness and Innovation. Outsourced AMS can free internal IT to work on strategic innovation, new tool trials, or

digital transformation. In-house teams, when burdened by “firefighting” tickets, have less time for proactive projects.

Providers argue that AMS allows companies to reallocate resources to higher-value tasks, improving overall ROI. For

example, Solveforce reports that shifting to proactive managed services often cuts helpdesk tickets by ~35% and recovers

substantial employee productivity ([35] myfastech.com).

The table below summarizes these trade-offs:

Aspect In-House Support Outsourced AMS Support

Cost Structure

Fixed salaries, benefits, training, and overhead.

Often up-front headcount budget (e.g. $130K+

per specialist) ([1] www.glassdoor.com) ([31]

myfastech.com). Potential hidden costs can

inflate IT spend ~40% ([33] myfastech.com).

Recurring fees or hourly rates. Pay only for

contracted support. Potential 20–30% cost

reduction due to elimination of staff overhead

(www.emerald-group.co.uk) ([31] myfastech.com).

Expertise Depth

Specialized in-house knowledge of company’s

systems. However, depth may be narrow (e.g.

one Vault admin might not cover CRM).

Broad expertise across many clients. Teams fluent

in Veeva best practices and diverse projects

(www.emerald-group.co.uk). Ready access to

certified consultants.

Scalability/Flexibility Limited by team size. Scaling up requires

recruiting or overtime. Coverage usually 9×5.

Can quickly reprioritize internal tasks.

Can rapidly scale support with multiple engineers.

Provides 24×7 coverage if needed. Adjust scope
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Aspect In-House Support Outsourced AMS Support

by changing contract terms (though often with

notice).

Control &

Collaboration

Full managerial control over priorities, security,

tech stack. High-touch collaboration (in-office

presence).

Some loss of direct oversight. Communications

managed via ticketing. Possible SLA

queues/prioritization delays (www.emerald-

group.co.uk), but defined governance.

Hidden

Risks/Overheads

Must manage employee turnover, keep skills

current (certifications), and survive single

points of failure. Internal hurdles take

management time.

Requires vendor management. Risk of vendor lock-

in or service degradation if provider

underperforms. Proper SLAs must guard

compliance.

ROI Considerations

Potentially high opportunity cost if specialists

are underutilized or bogged down in reactive

work. High capital investment (salaries,

recruiting).

Demonstrated high ROI: 63% of executives cite

cost-cutting as a benefit of managed services,

65% cite focus on core ([2]

explodingtopics.com). Reduces downtime

(estimated $5,600/min cost ([3] solveforce.com)).
Predictable OPEX budgeting.

Table 2. Comparison between in-house Veeva support vs. outsourced managed services.

In summary, outsourced AMS often delivers comparable or better service levels at lower apparent cost,

due to shared infrastructure and specialization. Analyst surveys underscore this: “outsourcing IT services helps

the SME make use of specialists for a smaller cost than employing a team” (www.emerald-group.co.uk).

However, large enterprises sometimes prefer hybrid models – retaining critical skill in-house (for instance, a

CTO or key architect) while outsourcing routine support. The right balance depends on business size,

complexity, and strategic priorities.

Service-Level Agreement (SLA) Impacts on

Pricing
[This section was inadvertently included earlier under “Service-Level Agreements (SLAs)”; see that section

above for detailed discussion. SLAs critically shape the pricing as they define the

response/resolution/productivity obligations of the provider, which in turn determine staffing levels and costs

([20] beringmckinley.com) ([5] beringmckinley.com).]

ROI Analysis of Managed Services
Evaluating the Return on Investment (ROI) of Veeva Managed Services requires comparing the costs and

benefits of outsourcing support versus keeping it in-house, along with intangible gains. The basic ROI formula

is:

\ [ \text{ROI} = \frac{\text{Net Benefit (Savings) from Service}}{\text{Cost of Service}} \times 100%.]

In practice, companies measure both hard and soft returns. Hard returns include direct cost savings (e.g.

reduced headcount or lower overtime), whereas soft returns include risk avoidance (downtime mitigation),

efficiency gains (faster deployments), and strategic focus (staff redeployed to innovation).

Cost Savings: The most obvious ROI driver is cost reduction. As discussed, outsourcing typically eliminates

many fixed costs of in-house staff. For example, instead of two full-time Veeva admins (~$150K each with
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overhead ~$360K total ([1] www.glassdoor.com) ([31] myfastech.com)), a company might pay an AMS provider

$20K/month ($240K/yr) for round-the-clock coverage – yielding a direct saving of $120K/year (33%). Add in

savings from not buying training, spare capacity, or tools, and the financial benefit grows. Industry benchmarks

suggest outsourcing can cut labor costs by 20–30% on average compared to equivalent in-house teams ([2]

explodingtopics.com) ([33] myfastech.com) (the cited 63% of companies emphasizing cost reduction ([2]

explodingtopics.com) implies many see significant savings). While actual figures depend on region and

negotiation, even a conservative 10–20% ongoing cost reduction is meaningful in IT budgets.

Downtime Avoidance and Productivity Gains: Perhaps more significant is the mitigation of expensive

downtime. Modern enterprises can lose thousands of dollars for every minute of application outage. Solveforce

and Fastech both reference a figure around $5,600 per minute of downtime ([3] solveforce.com) ([4]

myfastech.com). Supposing a critical Vault issue causes 1 hour of outage, that could easily cost $336,000! By

having AMS with robust SLAs and experienced staff, companies reduce incident frequency and duration. If

outsourcing slashes just a few critical outages per year, the “avoided cost” alone can repay the AMS investment.

For example, an internal team might take a full business day to restore a complex issue, whereas an AMS can

often fix it overnight. As an illustration, if AMS cuts downtime 10 minutes on one critical event, that’s $56,000

saved – more than the monthly fee of many AMS contracts. Therefore, the ROI formula must include (downtime

costs avoided + user productivity gains).

Fastech notes that proactive managed services can “reduce help desk tickets by up to 35%” and recover nearly

45 minutes of productivity per user per week ([35] myfastech.com). Though we lack Veeva-specific data, similar

logic applies: fewer support disruptions means more effective work by sales reps, operations, etc. If a

pharmaceutical sales force of 100 avoids even 0.5 days of downtime annually, that’s hundreds of thousands in

gained sales time. Quantifying these gains is challenging but cannot be ignored in ROI.

Hidden and Opportunity Costs: Additional ROI factors include: not having to hire and train (which frees HR

budget), accelerating feature delivery (getting new Vault functionalities to market faster), and focusing staff on

revenue-generating projects instead of mundane tasks. For instance, if the internal Veeva admin is freed up to

enable a new eTMF rollout, that could shorten a clinical trial by months – enabling earlier drug approval and

revenue. While such strategic ROI is hard to express in $, it is often cited by executives as rationale for AMS ([2]

explodingtopics.com).

Quantitative Example: Consider a mid-size biotech with 2 FTE admins vs AMS:

In-house scenario: 2 Specialists at $133K median each ([1] www.glassdoor.com), plus 25% benefits &

overhead ~$333K total labor. Add training ($10K/yr), software tools ($20K), and incidental travel/consulting

($30K). Total = $393K/year.

Outsourced scenario: AMS contract at $25K/month ($300K/year) covering all Tier-1/2 tickets, updates,

and 24×7 support. Minimal extra costs. Net savings = $93K per year. ROI = (93K / 300K) ≈ 31%.

If instead the AMS eliminates one moderate outage per year (valued at, say, $50K), the effective return is larger

(savings 93K + 50K downtime / 300K cost ≈ 48% ROI). If productivity gains or faster release cycles are added,

ROI climbs even higher.

Finally, these calculations align with broader industry findings. A managed IT analysis claims: “Managed

services deliver dramatic cost reductions while improving… capabilities” (Fastech) ([36] myfastech.com).

Deloitte’s survey and others consistently report that a majority of companies achieve their ROI goals through

outsourcing (63% mention cost savings, 65% emphasize non-financial gains ([2] explodingtopics.com)). Even in

HR functions, outsourcing yields ~27.2% ROI ([37] explodingtopics.com), suggesting similar orders of magnitude

for IT.

In conclusion, the ROI of Veeva AMS comes from a combination of direct cost avoidance (staff and downtime

savings) and indirect value (risk mitigation and operational focus). With careful contracting, firms can quantify
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payback periods: in many cases, the AMS program pays for itself in 1–2 years through these combined benefits.

Periodic measurement is advised: track metrics like average resolution time, system uptime, and support cost

trend to ensure the managed service continues to meet ROI expectations.

Data Analysis and Evidence
To ground our analysis, we summarize key data points from industry reports and case studies:

Outsourcing Prevalence & Perceived Benefits: An industry poll found that 92% of the top 2000 global companies had

active IT outsourcing contracts in 2019 ([38] explodingtopics.com). The top cited benefits were “focus on core business”

(65%) and “cost-cutting” (63%) ([2] explodingtopics.com). These high rates of outsourcing in leading firms underscore the

strategic value many derive. Since Veeva is mission-critical to life sciences firms, applying this broadly accepted model to

Veeva support is logical.

Cost of In-House IT: A detailed analysis by Fastech highlights hidden in-house costs. For example, a systems

administrator’s base salary ($82K–$124K) essentially doubles when fully burdened ([30] myfastech.com) ([31]

myfastech.com). Therefore, a $45/hr base pay staffer can cost $90/hr all-in ([31] myfastech.com). Further, standard

“break/fix” approaches often consume ~70% of IT budgets on maintenance ([35] myfastech.com). This shows how
managed services can reclaim that sunk maintenance spend toward innovation.

Downtime Costs: Both Solveforce and Fastech cite $5,600 per minute of downtime as the average cost for a company ([3]

solveforce.com) ([4] myfastech.com). Translating, each hour of outage can be $336,000 on average. Enterprises with

thousands of users or high transaction volumes may see far more – “millions per hour” for large firms ([4] myfastech.com).
This stark number provides a baseline: even small improvements in uptime (fractions of a percent) can justify the AMS

investment.

Pricing Benchmarks: Cloudavize (Oct 2025) suggests flat-rate MSP pricing around $500–$3,000/month for small

businesses, and $3,000–$7,000 for mid-sized ones ([23] www.cloudavize.com). While Veeva-specific pricing is higher, this

gives an order-of-magnitude. Vendr’s benchmarking (for Veeva licensing) shows a median contract ~$212K/year ([39]

www.vendr.com). If we apply a rule-of-thumb that maintenance/support is ~15% of license spend, that implies ~$32K/year,

which seems low – in reality, specialized AMS could be 20–30% of license cost for high-touch environments.

Expert Opinions: Industry experts emphasize managed services’ ROI. For instance, Resolute Software’s Solveforce report

notes proactive MSPs allow management to “redirect focus to core business goals and innovation” while the MSP prevents

downtime ([40] solveforce.com) ([3] solveforce.com). Similarly, an IT outsourcing firm observes that sharing IT support

among external clients yields higher expertise for less cost compared to internal-only staffing (www.emerald-group.co.uk).

Case Example (Vendor): While independent case studies on Veeva AMS are scarce in public literature, vendor claims

provide anecdotal evidence. Spotline, a Veeva partner, reports that a managed services engagement dramatically

accelerated a pharma client’s digital projects. They state that their team “fast-tracked the deployment of our AMS program,

efficiently handling 27 applications across four business sectors within just a few months” ([7] spotline.com). Though
qualitative, this suggests that consolidated, professional AMS can achieve speed and scale hard to match with a small

internal team.

Overall, the data consistently support that outsourcing leads to substantial efficiency gains. The combination of:

(a) high in-house labor costs, (b) extreme expense of downtime, and © widespread adoption of outsourcing

profile, indicates that a well-managed AMS contract typically pays for itself. In our analysis, even assuming

conservative estimates (e.g. 10–20% direct cost savings and modest downtime avoidance), the ROI is positive

within a year or two. As a result, many organizations view AMS not as an expense but as an investment in risk

reduction and agility.

Discussion: Implications and Future Directions
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The strategic choice between in-house and outsourced Veeva support has significant implications:

Risk Management: Outsourcing with clear SLAs can mitigate the risk of critical failures. Conversely, reliance on a single

internal expert is a risk (e.g. if they leave or are unavailable). AMS spreads risk across a team and formal agreements.

Continuous Improvement: A dedicated AMS team often provides ongoing system optimizations and training. Instead of

only reacting to errors, they may proactively suggest new features or best practices. This can accelerate ROI by enabling

new business capabilities sooner.

Vendor Lock-In vs. Flexibility: While AMS can create a dependency on the provider, reputable vendors mitigate this

through knowledge transfer and flexible terms (e.g. periodic reviews, exit clauses). Firms should negotiate knowledge

repatriation (documentation, handover) to avoid being trapped.

Cloud Evolution: As Veeva and other life-sciences clouds evolve (with AI/automation features), AMS providers will also

adapt. For example, AI-powered monitoring tools could allow early detection of Vault issues. Future AMS offerings may

include predictive analytics (as hinted by Spotline’s mention of machine-learning solutions) and DevOps pipelines for faster

releases.

Market Trends: The managed services market is booming. Forrester’s analyst team estimates managed services market will

exceed $1 trillion by 2034 ([8] solveforce.com). Within life sciences, more companies (especially biotechs without big IT

departments) are likely to adopt AMS for Veeva. We may also see more vertical specialization: some MSPs focusing on Veeva

applications in particular, bundling regulatory knowledge with IT support.

Portfolio Considerations: Companies using multiple SaaS/Cloud products (not just Veeva) might either sign up for multi-

vendor MSPs or multiple niche providers. As an aside, the decision calculus for Veeva AMS resembles that for Salesforce or

other enterprise SaaS. Best practice is to evaluate total IT strategy: e.g. an integrated outsourcing contract covering Veeva,

MuleSoft, etc. vs. separate deals.

Economic Factors: Currency and regional labor rates affect pricing. With globalization and remote work, a US pharma might

easily contract AMS staff in Eastern Europe or India to cut costs. However, data sovereignty and compliance may limit

offshoring in some life-science contexts, keeping costs higher.

For future directions, we anticipate:

1. AI and Automation Integration: AMS tools will use AI for log analysis, automatic troubleshooting, and predictive

maintenance. Clients should expect intelligent monitoring dashboards from MSPs, reducing reaction times.

2. Outcome-Based Contracts: We might see more innovative contracts (e.g. risk-sharing models) if reliable metrics (like

system ROI) can be agreed. For now, fixed-fee/SLAs dominate.

3. Customer-Centric Flexibility: Providers will likely offer more boutique/holistic services (e.g. combining AMS with end-user

training or business analytics) to deepen partnerships and justify cost.

4. Focus on Compliance: With increasing regulatory scrutiny (e.g. data privacy, audit trails), AMS providers will need to further

integrate compliance services (validation testing, audit support). This could become an upsell in pricing.

5. Competitive Pricing Pressures: As more MSPs enter the Veeva support arena, competitive pricing or more diverse models

(e.g. pay-as-you-go credits) may emerge. Indeed, some vendors might bundle AMS with customer success or premium

support tiers.

6. Customer Demand for Transparency: Clients increasingly demand transparency (as Bering notes) ([28]

beringmckinley.com). Clear service catalogs and ROI tracking will likely become standard contract appendices.

Overall, the state of Veeva AMS is part of a broader shift toward “everything-as-a-service.” Life sciences

organizations benefit from commodity IT thinking applied to their specialized tools. The evidence suggests that

managed application support is here to stay and will continue evolving in sophistication. Firms should stay

informed and treat their AMS provider as a strategic partner, not just a vendor.
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Conclusion
Veeva Application Managed Services represent a mature outsourcing solution for life sciences companies

needing to sustain and optimize their Veeva platforms. The business models (retainers, SLA-based tiers, etc.)

allow tailored support arrangements. Pricing structures vary from fixed monthly fees to hybrid bills, with costs

driven by service levels and commitments.

Our analysis shows that outsourcing Veeva support often yields a strong ROI compared to running a purely

in-house team, when all factors are considered. High in-house labor costs (often 1.5–2× base salary for benefits

([30] myfastech.com) ([31] myfastech.com)), plus the steep price of downtime ($5.6K/min ([3] solveforce.com)),

mean that even incremental improvements in efficiency or uptime can pay for managed services. Industry data

confirms that a majority of firms see cost reduction as a key benefit of outsourcing ([2] explodingtopics.com), and

MSPs emphasize that they eliminate hidden expenses (training, space, overstaffing) present in in-house IT

(www.emerald-group.co.uk) ([33] myfastech.com).

The comparison tables and data we reviewed indicate that organizations should conduct a thorough TCO/ROI

analysis before deciding. Factors such as current support costs, the value of uptime, and strategic focus all

weigh into the decision. Often a hybrid approach works best: critical roles (e.g. Veeva architect) remain

internal, while day-to-day tasks and Tier-3 support are handled by the AMS partner.

Going forward, life sciences enterprises will benefit from carefully negotiated AMS contracts with clear SLAs,

periodic performance reviews, and cost-and-value metrics tied to business outcomes. By treating managed

services as a strategic investment, rather than a mere expense, companies can leverage external expertise while

maintaining agility and cost control. In the dynamic technology landscape, the margin advantage often belongs

to those who deploy the right mix of internal talent and managed services.

References: Industry reports, company documents, and expert analyses were consulted to support this report.

Key sources include Veeva Systems filings ([11] content.edgar-online.com) ([41] content.edgar-online.com), managed

services pricing guides ([5] beringmckinley.com) ([22] www.cloudavize.com), and outsourcing statistics ([38]

explodingtopics.com) ([4] myfastech.com). All claims and data points are backed by reputable sources as cited

inline.
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IntuitionLabs - Industry Leadership & Services

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

market in custom AI software development and pharma implementations with proven results across public

biotech and pharmaceutical companies.

Elite Client Portfolio: Trusted by NASDAQ-listed pharmaceutical companies.

Regulatory Excellence: Only US AI consultancy with comprehensive FDA, EMA, and 21 CFR Part 11 compliance

expertise for pharmaceutical drug development and commercialization.

Founder Excellence: Led by Adrien Laurent, San Francisco Bay Area-based AI expert with 20+ years in software

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

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

ERP systems with advanced analytics and regulatory compliance capabilities.

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

infrastructure for pharmaceutical companies requiring data isolation and compliance.

Document Processing Systems: Advanced PDF parsing, unstructured to structured data conversion,

automated document analysis, and intelligent data extraction from clinical and regulatory documents.

Custom CRM Development: Build tailored pharmaceutical CRM solutions, Veeva integrations, and custom field

force applications with advanced analytics and reporting capabilities.

AI Chatbot Development: Create intelligent medical information chatbots, GenAI sales assistants, and

automated customer service solutions for pharma companies.

Custom ERP Development: Design and develop pharmaceutical-specific ERP systems, inventory management

solutions, and regulatory compliance platforms.

Big Data & Analytics: Large-scale data processing, predictive modeling, clinical trial analytics, and real-time

pharmaceutical market intelligence systems.

Dashboard & Visualization: Interactive business intelligence dashboards, real-time KPI monitoring, and custom

data visualization solutions for pharmaceutical insights.

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

implementation guidance for pharmaceutical organizations adopting AI technologies.

Contact founder Adrien Laurent and team at https://intuitionlabs.ai/contact for a consultation.
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DISCLAIMER

The information contained in this document is provided for educational and informational purposes only. We make no

representations or warranties of any kind, express or implied, about the completeness, accuracy, reliability, suitability, or

availability of the information contained herein.

Any reliance you place on such information is strictly at your own risk. In no event will IntuitionLabs.ai or its representatives

be liable for any loss or damage including without limitation, indirect or consequential loss or damage, or any loss or

damage whatsoever arising from the use of information presented in this document.

This document may contain content generated with the assistance of artificial intelligence technologies. AI-generated

content may contain errors, omissions, or inaccuracies. Readers are advised to independently verify any critical information

before acting upon it.

All product names, logos, brands, trademarks, and registered trademarks mentioned in this document are the property of

their respective owners. All company, product, and service names used in this document are for identification purposes

only. Use of these names, logos, trademarks, and brands does not imply endorsement by the respective trademark holders.

IntuitionLabs.ai is North America's leading AI software development firm specializing exclusively in pharmaceutical and

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

commercialization, we deliver cutting-edge custom AI applications, private LLM infrastructure, document processing

systems, custom CRM/ERP development, and regulatory compliance software. Founded in 2023 by Adrien Laurent, a top AI

expert and multiple-exit founder with 20 years of software development experience and patent holder, based in the San

Francisco Bay Area.

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

please consult with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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