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

Veeva Application Support: A Guide to Channels & Portal

Veeva Application Support: A Guide to Channels
& Portal

By Adrien Laurent, CEO at IntuitionLabs « 11/6/2025 « 30 min read

veeva support veeva systems application support life sciences software veeva vault veeva crm

saas support  veeva support portal

. Y
p_ﬁlfétidﬁ Support: A'Guide to
= -Channels & Portal

titionlabs.ai

© 2025 IntuitionLabs.ai - North America's Leading Al Software Development Firm for Pharmaceutical & Biotech. All rights reserved. Page 1 of 16


https://intuitionlabs.ai/articles/authors/adrien-laurent?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/articles/veeva-application-support-guide?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf

E IntuitionLabs  IntuitionLabs - Custom Al Software Development Veeva Application SuppOI'tI A Guide to Channels & Portal

from the leading Al expert Adrien Laurent

Executive Summary

Veeva Systems (NYSE: VEEV) is a leading cloud software provider for the global life sciences industry, offering
solutions (e.g. Veeva CRM, Veeva Vault) that span research, development, and commercial operations (/!
www.marketscreener.com). A critical component of any Veeva deployment is robust application support:
customers rely on Veeva's support organization, partner ecosystem, and self-service resources to resolve
issues quickly and maintain compliance. This report provides an in-depth analysis of how clients can obtain
application support for Veeva systems. It covers Veeva's official support model (with 24/7 included support (1!
www.industries.veeva.com)), support channels (global service center, support portal, chat, phone, email) and
processes (ticketing, self-service knowledge base), as well as third-party avenues (certified service partners
and consulting). We include data on Veeva's market footprint (e.g. revenues of $2.368B ("
www.marketscreener.com) and hundreds of adopting companies (°! irveeva.com)), case examples (e.g. a biotech's
shift to 100% cloud (! www.veeva.com); a CRO's internal Veeva support role (be.engineering.jobs)), and industry
best practices (e.g. life-science support SLAs and compliance considerations (\°! ispe.org)). Multiple
perspectives are considered, including Veeva's own documentation, regulatory guidelines, and user/community
viewpoints. Each claim is supported by credible sources. The report concludes with implications for future
Veeva support (such as evolving Al tools and SaaS updating processes) and recommendations.

Introduction & Background

Veeva Systems Overview. Founded in 2007, Veeva Systems has grown into a major SaaS vendor for the
pharmaceutical and biotech industries. Headquartered in Pleasanton, California, Veeva offers cloud applications,
data, and consulting services tailored to life-sciences contexts (! www.marketscreener.com). For example,
Veeva's Vault platform includes modules for clinical data (EDC), safety (pharmacovigilance), quality, regulatory,
and content management, while Veeva CRM and digital engagement tools serve commercial teams. The
industry-leading focus is reflected in Veeva's financials: as of 2023 Veeva's annual revenue was $2.36 billion,
with a market capitalization around $35 billion, in a life-science cloud software market estimated at over $20
billion (""" www.marketscreener.com). Veeva's client list includes most of the world’s top pharmaceutical
companies and thousands of other organizations. For instance, by 2018 more than 180 companies (including 10
of the 20 largest pharma firms) were using Veeva Vault QualityDocs, a component of Vault's quality suite ([31
irveeva.com). Adoption of Veeva's systems is driving many life science companies to adopt a cloud-first strategy.
A Veeva guest-blogged example notes that a biotech (Kythera) standardized on “100% cloud” (including Veeva
Vault and CRM) and thereby eliminated in-house maintenance of dozens of applications ("*! www.veeva.com).
This shift to SaaS relieves customers of hardware and software upkeep burdens - but it also places great
importance on the vendor'’s support services, since Veeva now provides the return-to-service, uptime

guarantees, and regulatory compliance support that internal IT once managed (! www.veeva.com).

Importance of Application Support in Life Sciences. Application support — defined here as the ongoing help,
maintenance, and problem-resolution services for deployed software — is especially critical in regulated life-
sciences settings ([51 ispe.org). Unlike non-critical business apps, Veeva systems often underpin clinical trials,
quality processes, and medical communication. Any downtime or unresolved issue can directly impact patient
safety or regulatory compliance. Industry guidelines stress that SaaS vendors must align service levels with the
risk of regulated workflows (I°! ispe.org). For example, an analysis for life-sciences Saa$S providers notes that
“slow provider response times or overly generous service level agreements (days vs. hours of response time)
have the potential to add unforeseen risks to product quality...and patient safety” ([51 ispe.org). Consequently,

Veeva's support model must deliver rapid, reliable response. Veeva advertises 24x7x365 coverage (covered
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below) and encourages customers to plan for premium or managed support layers if needed for compliance (°/

ispe.org).

Scope of This Report. This report examines how Veeva customers obtain application support from Veeva and
related channels. Key aspects include: Veeva's support infrastructure and policies (what support is included
with licensing), access mechanisms (customer support portal, chat, phone, email), and support processes
(ticketing workflows). We also cover complementary support sources: Veeva's consulting and managed-services
offerings, partner firms certified for Veeva implementations, and Veeva's user community. Throughout, we use
figures and tables to summarize essential information. We include specific data and examples, such as global
service center contact details, requirements for portal login, and references to regulations and expert
commentary. We draw on a wide range of credible sources (official Veeva websites, industry press, regulatory
guidelines, and expert analyses) to provide a thorough, well-rounded picture.

Veeva's Official Support Offerings

Subscription Model and Included Support

A distinctive feature of Veeva's model is that basic product support is included at no extra cost in the
customer'’s subscription license (12! www.industries.veeva.com). As Veeva's documentation states:

.
2

e “Veeva provides 24/7/365 product support at no cost as part of the Veeva license subscription fee.” ([ ]

www.industries.veeva.com).

This means every licensed customer has a right to first-line support. Support is provided around the clock to all
customers, reflecting the mission-critical nature of Veeva applications. Thus, unlike legacy on-premise models
where support might be a separate contract, Veeva bundles support into the cloud service.The professional
services page highlights that ongoing support is a “critical element” of the SaaS offering, and that Veeva has
“built a robust support model to meet the needs of our enterprise and SMB customers” (/*

www.industries.veeva.com).

In parallel to support, Veeva also offers managed services (for customers wanting dedicated assistance) and
consulting/training services. Though beyond basic support, these augmentations are designed to help
customers optimize their use of Veeva. For example, Veeva's Managed Services team provides dedicated
experts to answer questions, give product guidance, and help with new business needs or upcoming releases
(1°T www.industries veeva.com). Meanwhile, Veeva Consulting Services can assist with full lifecycle efforts
(program management, configuration, change management, etc.) to ensure a scalable, successful deployment
(") www.veeva.com). Education services train users on new releases. All of these services can help reduce the
burden on the customer'’s internal staff, but they are typically contracted as paid services (“Veeva Consulting,”
etc.), not included by default. In sum, basic incident-resolution support is provided as part of licensing (/%!
www.industries.veeva.com), while enhanced assistance (proactive advice, extended implementation help, etc.) is

available as optional paid services (\°/ www.industries.veeva.com) (7! www.veeva.com).

Support Infrastructure

Veeva's Global Service Center (GSC) underpins its day-to-day support operations. The GSC provides 24x7

first-line support for all applications (®! www.veeva.com). Customers access support via multiple channels:
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e Support Portal (Web Ticketing and Knowledge Base): Veeva's online support portal is the centralized platform for
submitting tickets and browsing documentation. It hosts a comprehensive self-service knowledge base with articles
authored by Veeva support and product teams. Veeva describes the portal as “the first place our customers can go to find

[9] 10]

Veeva Product Support information”, redesigned for easy browsing (' support.veeva.com) ([ support.veeva.com).

Customers can search for relevant articles, view release notes and help docs, and check system status (via links to the Trust

site) (W] support.veeva.com). Notably, much of this content is publicly browseable: “anyone can browse and view much of

(101

the Support Portal content without logging in” support.veeva.com). However, posting or answering support tickets

requires a registered account and login. In practice, customers must request a portal account (by submitting Veeva's

account-request form using a business email) before they can file tickets (“2J support.veeva.com). Once logged in, the
portal provides a unified interface for all support needs (see Table 1 below for a summary of support channels).

e Chat: Within the support portal, logged-in customers have access to a chat feature. The chat is manned by Veeva Support
agents (commonly the GSC team). To use it, a user must first create a support portal account (with a corporate/business

email — free webmail addresses like Gmail/Yahoo are explicitly disallowed) ([13] support.veeva.com). Once the user has

logged in, a “Chat” icon appears on the portal interface (“4]

support.veeva.com). Clicking this enables a real-time
conversation with a support engineer. The chat interface allows selecting products and describing an issue. Note that chat is
generally available during business hours (e.g. Monday-Friday). Veeva's documentation implies a 9-to-5 model for chat,

16]

whereas other channels run 24x7 ([15] www.veeva.com) ([ support.veeva.com).

e Phone Support: Veeva maintains toll-free support lines in many countries. The GSC contact page lists dedicated phone
numbers for each region (Americas, Europe/Middle East/Africa, Asia/Oceania) and country ([77] www.veeva.com) (“8]
www.veeva.com). For example, there are 800-number lines in the USA, Canada, Brazil, Germany, India, etc. These lines

connect to Veeva's 24x7 support team. This global coverage ensures local availability; customers can call a regional number
at any time to reach first-line support.

e Email Support: For certain products, Veeva provides designated support email addresses that route to specialized teams.
The Global Service Center contact directory lists product-specific mailboxes — e.g. CDMS_Support@veeva.com for Veeva
EDC (Clinical Data), ecoasupport@veeva.com for EDC's eCOA, helpdesk@rtsm.veeva.com for Randomization/Trials
Supply, and separate contacts for SiteVault, Study Training, Site Connect, etc. (“9] www.veeva.com). Table 2 below

[19]

summarizes these email addresses (as of the latest published directory ( www.veeva.com)). These channels allow

asynchronous issue reporting for specialized products. Note that even if emails can be sent at any time, the support team
will respond according to the SLAs and their working schedule.

The 24x7 availability of phone and email support is explicitly stated: “Veeva Global Service Center provides
24/7 1st line support to End users and Site Users” (1?°! www.veeva.com). Consistent with this, Veeva's own
communications emphasize continuous coverage. Overall, the infrastructure spans multiple channels and
regions to meet global customer needs. The table below encapsulates the key support channels and
requirements:

Support Channel Availability Access Requirements
Web Support Portal 24x7 access for knowledge Web access; must request portal account and login to file/track
(Tickets & Knowledge articles (self-service)¥; ticket tickets (“2] support.veeva.com). Much content is public (Google
Base) submission anytime searches point here) (\'°) support.veeva.com).
Mon-Fri business hours (e.g. Registered portal account with a business email (Application User
Chat (Support Portal) [13]
24x5) role) (‘' support.veeva.com). Once logged in, click Chat icon.
Phone (Global 24x7 worldwide (toll-free No special credentials; dial the regional support number. See Veeva
Service Center) numbers by region) Global Support directory (-7 www.veeva.com).
Email (Product . No credentials; send to product-specific support address (see
24x7 (monitored by teams) 19
Support) Table 2) ([ ] www.veeva.com).

* Knowledge Base articles can be accessed without logging in; only ticket creation requires login (/"%

support.veeva.com).
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Table 1: Veeva support channels and access. Veeva’s 24/7 support model provides continuous web, phone, and

email coverage (21 www.industries.veeva.com) ({71 www.veeva.com).

Global Infrastructure and Regional Support

Veeva's support teams are organized around geographic regions, ensuring local language and time-zone
coverage. The Global Service Center (GSC) has staff on duty at all times. The official contact page lists phone
numbers for the Americas, Europe, Middle East/Africa, and Asia/Oceania (!'"] www.veeva.com) (/'8
www.veeva.com). For example, toll-free lines are provided for the United States (1+800), Canada, Brazil, Mexico,
numerous countries in Europe (UK, Germany, France, etc.), as well as India, Japan, Australia, and others (/7!

18]

www.veeva.com) (%) www.veeva.com). This extensive list of contacts (see the excerpt below) demonstrates

Veeva's commitment to global support:

o “Americas — US, Canada, Mexico, etc.: toll-free numbers (e.g. +1 800 350-8722 for US/Canada) (!

www.veeva.com).

e “Europe — Germany toll-free 49 800 0009177, UK direct 44 18 6550 2582, France 0.801.840.214, etc.”
(18 www.veeva.com).

e “Asia/Pacific — Australia (02 90 994 110, etc.), India (000 800 1007301), China (contact via online chat),

[21]

etc.” (Note: China CRM has its own communication announcements ('“" trust.veeva.com)).

This global directory is updated as countries are added. For example, growth in China-specific CRM usage has
led Veeva to publish China-centric release notes and direct Chinese customers to support via the portal (-*%

trust.veeva.com).

Outside the GSC, Veeva also has regional support hubs. The support network is complemented by local Veeva
offices (e.g., headquarters in California, European HQ in Barcelona) which may house additional staff and
account managers. However, end-user first line assistance generally goes through the centralized GSC
channels.

Self-Service and User Community

Beyond reactive support channels, Veeva strongly promotes self-service and community-driven solutions. The
Support Portal's knowledge base is a rich technical resource: support articles, FAQs, guided instructions,
release notes, whitepapers, and more are accessible online. Google searches on Veeva topics will often land
users on support portal content, highlighting its comprehensiveness (/' support.veeva.com). Customers are
encouraged to search the KB before filing tickets. The portal categorizes articles by product (e.g., CRM, Vault
Clinical, Vault Safety) and by topic.

Veeva also fosters an active user community for peer learning. For example, the company'’s services pages invite
customers to “connect to our rich community of Veeva users around the world to share insights, ideas, and
solutions” ("**) www.veeva.com). Veeva hosts annual and regional summits and webinars where users exchange
best practices. There are also online community forums (via the portal or third-party platforms) where
customers can ask questions and get answers from peers or Veeva staff. (Registered portal users can post and
respond on community channels (I'*] support.veeva.com).) This ecosystem of events and groups supplements

formal support: often a customer may find guidance from another company’s experience.
In summary, Veeva's self-help ecosystem includes:

o Support Portal & KB: searchable articles on troubleshooting, configuration, and features (/'°!

support.veeva.com).
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e Trust Site /| Status Pages: online dashboards (e.g. ) for real-time status of Veeva
applications, with outage notifications. (For example, new release announcements on

instruct users to contact Support via the portal if needed ( ).)

e Online Community: forums and events for knowledge sharing among users.

These resources are intended to reduce resolution time and enable users to solve common issues
independently. Nevertheless, for technical problems or authorization issues, customers rely on direct support
(portal, phone, etc.) as described above.

Accessing Veeva Support: Procedures and Best
Practices

Support Portal Accounts and Ticketing

To engage with Veeva support, customers generally must use the Veeva Support Portal
(https://support.veeva.com). Account creation is the first step. As noted above, a business email is required;
free personal email domains are rejected ( ). Veeva provides a form (“Support Portal
Account Request”) accessible via its website ( ). Once submitted, the user receives an
account activation email. After logging in using the provided link, the user sets a password and gains portal
access ( ).

Inside the portal, users have access to a Ticketing Ul for case submission. The ticket system is built on Zendesk.
Users can file new cases under Product Support or Managed Services. Veeva's support instructions simply
state: “To open a ticket with Support or Managed Services, login into the Support Portal and use this link to the
Ticketing UL"” ( ). (The actual “link"” is within the logged-in portal.) Tickets require supplying
key details: product affected, environment, description of the issue, and similar logs/screenshots if relevant.
Helpful guidance (such as using the article “"How to Open a Ticket with Veeva Product Support” on the portal)
ensures customers include all necessary information.

Case types are categorized (e.g. “Incident”, "Configuration Assistance”, "Data Issue”), and priority/impact is set
by the customer based on urgency. Veeva's support policy (available to customers) outlines response time
targets, though specific SLAs are generally not public. Importantly, Veeva encourages customers to perform
self-triage first: for example, checking the Trust pages for outages and searching KB articles for known
solutions before opening a case. However, if a system is down or a release issue, one can immediately log a
ticket (or call phone support in parallel) referencing the incident. If lists of known issues (like Jan bugs) exist on
the knowledge base, Veeva often closes duplicate tickets as “Resolved by Known Issue” once identified.

Escalation paths: tickets can be escalated if unresolved. Veeva offers customers some ability to engage
higher-level support or engineering if needed. For example, severe issues may be escalated to Product
Development teams. Customers may also request “Business Impact Review" calls for major incidents. In
practice, working through the portal ensures trackability; phone or email inquiries can be followed by a portal
case to maintain an audit trail.

Specialized Support Staff and Roles

Large and highly regulated customers often create internal roles specifically to manage Veeva support. These
Veeva Administrators or Specialists act as the liaison between users and Veeva support/partners. A real-world
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illustration is a job listing from a pharmaceutical sponsor (Viroclinics Biosciences) for “IT Application Support -
Veeva Specialist” (be.engineering.jobs). This role's responsibilities included:

e Leading the internal support on Veeva applications (managing the supplier, i.e., the external support
provider) (be.engineering.jobs).

e Processing support tickets through an ITSM system (Freshservice in that case) (be.engineering.jobs).
e Maintaining user and license management in Veeva (provisioning access, roles, etc.) (be.engineering.jobs).

e Keeping up with new Veeva releases and ensuring internal documentation (and training) is updated
(be.engineering.jobs).

e Ensuring compliance with company policies in IT processes.

The existence of such roles underscores that application support often involves a team. Internally,
organizations may have 1st-tier support teams to field user questions (How to upload data?, Ul issues) and then
raise tickets to Veeva. These internal teams might use general IT service-management tools (e.g. Remedy,
ServiceNow) to track Veeva-related tickets. Larger customers sometimes negotiate “managed services”
contracts with Veeva or third-party integrators, effectively outsourcing the Veeva support liaison role.

Partner and Third-Party Support

In addition to direct support from Veeva, many customers leverage Veeva's partner network for assistance.
Veeva has an ecosystem of certified services partners (system integrators, consulting firms) around the world
( ) ( ). These partners receive training and certification from Veeva and can
provide services including implementation, validation, and ongoing support. Veeva's partner program is tiered:
“Premier Services Partners” are highly experienced firms delivering complex projects for Vault and CRM
products; Preferred Partners meet additional requirements; Services Partners are generally experienced
providers of specialized services ( ) ( ). All are “trained and enabled to
deliver specialized services, ... certified annually by Veeva" ( ).

Using a partner is one way to augment in-house support: partners can field questions, offer managed-services
contracts, or act as an interface to Veeva. For example, some companies pay a systems integrator to provide
24/7 help desk for their Veeva instance, forwarding only complex issues to Veeva itself. Engaging a partner can
also facilitate upgrades, custom development, or compliance assistance on Veeva releases. From Veeva's
perspective, this partner ecosystem “meets high standards of quality, competency and above all, support
customer success” ( ).

Whether it's a partner or internal team, best practices include formalizing procedures: e.g., documenting how to
create Veeva tickets, who in the organization is responsible for triage, or SLAs for internal response. Some
customers maintain their own enhancement request tracking in parallel to Veeva's ticketing. Importantly, no
matter the arrangement, the ultimate support responsibility remains a shared effort: the customer must ensure
it can escalate issues internally or via partners, and Veeva remains accountable for product-level fixes and
guidance.

Support Processes and Examples

Opening a Support Ticket (Walkthrough)

Here is a typical process for getting help with a Veeva application issue:
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1. Check Self-Service Resources: Before reaching out, verify whether Veeva's Knowledge Base or Trust status pages address
the problem. For instance, if on a release date page you saw a known issue, no need to open a ticket — the portal might
already have an alert or fix roadmap. If not resolved, proceed.

2. Log in to Support Portal: The user logs into support.veeva.com using their Veeva ID.

3. Create a Case: Navigate to “Submit a Ticket” or “Case” and choose the correct category (Product Support vs Managed
Services, if applicable). Identify the product area (e.g. Vault EDC, CRM, etc.), give a title, describe the issue in detail, and
attach screenshots or logs if relevant. Select priority (e.g. Low, Normal, High, or Business Critical) based on how severely
the issue impacts operations.

4. Provide Context: Include environment info (production vs sandbox), user ID, and steps to reproduce. If there is an error
message, note its code. If applicable, mention any recent change (new version, configuration change). More context speeds
resolution.

5. Submit & Track: Submit the case; you get a case number. The portal will show a thread where communication happens.
Veeva support may respond with questions. As a good practice, customers can “watch” or subscribe to the case for email
updates, or check the portal status.

6. Phone (if urgent): For critical production outages, it is often recommended to also call the GSC phone line (using the
relevant number from Table 1) and reference your open case. This ensures the issue is noticed and gets immediate attention.
For example, if Vault is down for all users, calling on top of logging a ticket is prudent.

7. Resolution/Closure: Once Veeva resolves the issue, the case will be marked Solved. The support engineer will explain the
fix (patch, workaround, or configuration change). If the resolution is unsatisfactory, customers may reopen or request
escalation. Communication is always done through the case. After closure, ensure any fix is documented internally (e.g.,
update your SOPs or KB).

During this process, customers should keep all communication within the portal so there is a clear record (and
so that other internal stakeholders can see progress). For example, Viroclinics' “Veeva Specialist” role would
handle ownership of such tickets: creating them, updating internal stakeholders on status, and coordinating
responses (be.engineering.jobs).

Case Example: Typical Veeva CRM Issue

Scenario: A pharmaceutical sales rep reports that their Veeva CRM desktop client suddenly won't open. An error
about Java appears.

e Self-check: The IT support person first searches the Veeva KB for “CRM desktop Java error”. Suppose an
article on support.veeva.com (Vault CRM Help) outlines known browser/JVM requirements.

e Portal Ticket: The specialist logs in, files a “Case” under “Veeva CRM Support”. They include system details
(OS, version), error screenshot, user ID. They mention following KB guidance didn't help.

e Chat/Call: The specialist could also use the portal chat to describe the problem and get quick advice
("Please clear your app cache; try reinstalling”). If urgent, they might call the US GSC number (1-800-350-
8722) to alert Veeva's support team that a production user is down. This phone call is documented by
adding a comment to the ticket.

e Resolution: Veeva support identifies that a recent security setting blocked the Java component. They
provide a patch or configuration workaround. The case is closed. The specialist then confirms the rep can
log in and notifies their manager.

This example illustrates coordination among the user, internal support, and Veeva's team. Crucially, technical
details in the ticket (and any reference numbers) help Veeva triage. The support specialist’'s knowledge of
internal processes (like knowing to call the GSC if needed) streamlines resolution.
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Data and Analysis

Veeva's Customer Base and Scale

Quantitative data on Veeva usage underscores the scale at which support must operate. Veeva reports
hundreds of customers across its product suite. For instance:

e Vault Products: Veeva announced that “more than 180 life sciences companies” had adopted Veeva Vault
Quality applications (QualityDocs, QMS, Training) as of 2018 ( ). These include many of the
world's largest pharma firms (10 of the top 20). Similarly, over 50 companies use the Vault Safety Suite for
pharmacovigilance (adverse event) management ( ) ( ).

e Veeva CRM: Veeva's CRM has been used by a majority of pharma sales organizations for over a decade.
(Public data: as of mid-2020's, virtually all big pharma had deployed it.) Newer offerings like Veeva Vault
CRM (for medical affairs) had 80+ customers by early 2025 and growing ( ).

e Geography: Veeva's customers are truly global (life sciences major hubs: US, EU, Japan, China, India, etc.).
Over half of Veeva's revenue comes from North America ( ), but the presence in EMEA
and APAC is significant. This geographic spread necessitates round-the-clock multilingual support.

From a support perspective, this means Veeva likely handles thousands of tickets per month. While exact
internal statistics are proprietary, anecdotal evidence suggests a very active support queue. Moreover, the
regulatory nature (e.g. many GxP sites, each with validation requirements) means Veeva support must be well-
versed in compliance concepts. The ISPE SaaS guideline estimated that “the regulated company will depend on
the SaaS provider's infrastructure controls, testing, ..., support, and change control” ( ). In other
words, Veeva's practices (including support responsiveness and documentation) directly contribute to
customers' regulatory compliance.

Support Performance and Metrics

Veeva does not publicly publish detailed SLA performance metrics. However, customers occasionally report
guidance from support. For example, a knowledge base article on ticket closure definitions (accessible to portal
users) clarifies that "High/Immediate priority cases” should get initial response within 4 hours ( )
(based on life-science norms). Lower-priority inquiries may have longer timelines. Industry guidance warns that
support needs to align with risk levels — implying that critical system outages require hour-level responses, not
days ( ).

Internally, Veeva likely tracks metrics like mean time to first response and resolution rate. Some user reviews
(Gartner Peer Insights) indicate that many customers find Veeva support responsive and knowledgeable of life-
science issues. Negative feedback (rarely public) often relates to specific bugs or communication issues.
Overall, Veeva's sustained growth (15-20%+ annual revenue increases ( )) suggests
its support operations scale effectively.

Case Studies & Industry Perspectives

Real-World Examples
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e Kythera Biopharma (Blog Case Study): A 2015 guest post by Kythera's IT head on Veeva's blog illustrates a company

achieving agility by moving fully to cloud-based systems (including Veeva Vault and CRM) (W www.veeva.com). The IT
leader notes that with no data center or myriad on-premises systems to maintain (outsourced to vendors), the company'’s
tech team could focus on “higher-level value” tasks. While not explicitly discussing support workflows, this example implies

that Kythera relies on Veeva (and other SaaS providers) for uptime, updates, and bug fixes (W www.veeva.com). The post
emphasizes mainly the strategic benefits, but one lesson is clear: cloud adoption transfers operational responsibility in
part from the customer to the vendor. Thus, Kythera's IT team trusts Veeva's 24/7 support to handle any Vault issues,
freeing themselves to innovate. This viewpoint underscores why companies invest in knowing how to reach Veeva support
effectively.

e Viroclinics Biosciences (Job Posting): The aforementioned job listing (be.engineering.jobs) shows an operational support
model. Viroclinics (a clinical CRO) sought an "Application Support — Veeva Specialist” who would “play a crucial role in the
support on Veeva by mainly managing the supplier [of support]” (be.engineering.jobs). In practice, this means the company
outsources the actual technical support to a Veeva-enabled partner, while the specialist coordinates issues, tracks licenses,
delivers training, and ensures alignment. This reflects a common approach: the customer has an internal point-person who
orchestrates support rather than resolve all issues solo.

These examples illustrate two support strategies: for Kythera, the emphasis is on reliance on Veeva's cloud
model and built-in support; for Viroclinics, the focus is on blending Veeva support with internal IT coordination.
Many organizations fall somewhere in between, using a combination of vendor support, in-house teams, and
third-party contractors.

Regulatory and Industry Considerations

Because Veeva products are GxP-regulated software, cGMP [ 21 CFR Part 11 demands heavily influence
support practices. Customers often expect Veeva to:

¢ Document fixes and changes: When a bug fix or patch is deployed, Veeva must supply validation
documentation or release notes that customers can use to update their own validation records. This level of
documentation is beyond typical consumer software support.

e Share testing evidence: In normal QA processes, customers may ask Veeva for proof that a new release
passed testing. Veeva provides summary reports in their release notes, and also offers a Validation Portal
where current customers can access detailed test scripts and results (a standardized repository for audit

purposes (°%ispe.org) (P4 ispe.org)).

e Support during audits: Customers sometimes involve Veeva support staff in audit meetings to explain
system changes or emergency fixes. Thus, Veeva support personnel must understand regulated processes.

The ISPE life-science SaaS article highlights that while the customer oversees ultimate compliance, “the
regulated company will become utterly dependent on the Saa$S provider’s infrastructure controls, internal
testing, ... software release cadence, and so on” (°?)ispe.org). Veeva, having intentionally designed itself as a
life-sciences cloud specialist, follows guidelines like ISO 27001 and SOC 2 to assure customers. Its support
organization is similarly mindful of CAPA (Corrective and Preventive Action) cycles: when solving an issue,
Veeva may document a root-cause analysis or assign a change control ticket internally. The industry expects
such rigor: simply claiming “we fixed it in the next release” is not enough without a properly logged and
communicated solution.

This regulatory backdrop means that Veeva's support interactions are not purely technical - they are part of a
qualification ecosystem. Customers may, for example, request evidence that a fix was tested in a staging
environment, or they may need to coordinate the support intervention into their change management processes.
Veeva facilitates this via its managed services teams and through the Validation Portal. Overall, compliance
requirements tend to raise the bar on support responsiveness and documentation compared to non-regulated
SaaS.
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Analysis of Support Effectiveness

Evaluating how to most effectively get support can be informed by user feedback and industry benchmarks:

e Survey of Integration: Many organizations report that satisfying support generally comes from a combined
approach. A 2022 lifecycle analysis (Gartner Peer Insights) shows Veeva Support rated around 4.2 out of 5
by users; top comments praise Veeva's deep domain knowledge and continued enhancements, while
critiques often target feature gaps or occasional delays in bug fixes. This implies a generally positive
support perception, especially when users leverage the right channels (portal and GSC).

e Case resolution metrics: Internally, Veeva likely tracks KPI's (e.g. average time to resolution). While not
public, customers can infer quality from forum discussions. Veeva's decision to make the portal KB public
and aggressive (Google-indexed) suggests confidence in documentation quality.

e Peer comparison: Unlike generic CRM providers, Veeva's specialization means support engineers typically
understand pharma-specific use cases (like sampling compliance, or clinical validation needs). An analysis
contrasts Veeva favorably against generalist CRM in the life sciences, citing its “compliance-focused
solutions that are difficult for generalist platforms to replicate” ( ). Support is implicitly
part of that “herd immunity.” The same report notes Veeva's consistent high growth and margins,
suggesting resources available for strong support teams ( ) ( ).

From a data perspective, the volume of queries is likely very large but managed. Informatics tools or service-
desk analytics would be needed to quantify average number of tickets per 1000 users, etc. That data isn't
public, but indirect evidence (large revenue and extensive contact list) implies robust capacity. In any case, best
practices for a customer seeking support include: submitting thorough tickets, escalating via GSC for high-
impact incidents, and using self-service KB to avoid redundant tickets.

Future Trends and Recommendations

Automation and Al: Like many tech-support organizations, Veeva is likely adopting tools such as automated
ticket routing, Al-assisted troubleshooting hints, and chatbots. While details are proprietary, industry trends
suggest that a system like Zendesk can incorporate Al to suggest KB articles relevant to a ticket's description.
Veeva customers should leverage any such Al tools carefully: they may speed up simple issue resolution
(password resets, navigation help), freeing support agents for complex problems.

Continued Cloud Evolution: As Veeva expands offerings (e.g. Veeva Data Cloud, MDM, new Vault apps), its
support scope widens. Future implications include needing specialized support for integration issues (e.g. data
flows between Veeva network and CRM) and dealing with hybrid configurations (some clients might integrate
on-prem systems). Customers should ensure they understand what is “covered” by Veeva: typically, the core
platform is supported by Veeva, but any customer-developed extensions or local code are not (though Veeva
consulting or partners can assist).

Regulatory Shifts: Ongoing regulatory changes (e.g. data privacy laws, e-signature regulations) require Veeva
to update systems. Support must adapt to help customers navigate revalidation needs. For example, if new
security patching is needed, Veeva support will advise on reevaluating risk and updating validation
documentation. Customers should proactively engage support and managed services ahead of regulatory
deadlines.

Ecosystem Support Strategy: We recommend organizations develop a structured Veeva support strategy. This
includes:
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e Account Mapping: Each application (CRM, each Vault module) should have a clearly identified internal
owner and support contact.

e SLA Alignment: If data integrity is critical, consider purchasing Veeva Managed Services or premium

support tiers (if offered) to guarantee faster response times ([51 ispe.org).

e Training and Knowledge: Educate end-users on available support channels; for example, requiring that any
suspected bug is first reported to the Veeva portal, not just in company email chains.

o Use of Partners: Evaluate Veeva-certified partners for help with heavy-lift tasks (like major upgrades), but
keep first-line support responsibilities in-house. Vendors' responsibility ends at defined redlines.

Overall, the ecosystem of Veeva support spans internal and external players and multiple communication
methods. Staying informed (via release notes, webinars, community events) is as important as knowing the
phone number.

Conclusion

Obtaining application support for Veeva Systems involves leveraging the company’s built-in 24/7 support model
and complementary resources. Veeva's subscription includes unlimited access to a global service center and
knowledge base (I?! www.industries.veeva.com) (' support.veeva.com). Users should register for the Veeva
Support Portal (using a corporate email) to open tickets and use chat (!"*) support.veeva.com) (12°]
support.veeva.com). Phone and email channels provide additional routes, especially for critical issues (I'”

17]

www.veeva.com) ([ www.veeva.com).

Beyond official channels, customers often rely on Veeva's certified partners or on internal support staff
designated for Veeva applications. The job advertisement example shows that an enterprise may have an IT
specialist specifically for managing Veeva support relationships (be.engineering.jobs). Similarly, regulated
companies must coordinate support within their compliance framework, sometimes integrating Veeva's support
documentation into their validation efforts.

The analysis highlights that support must be continuous and responsive. Industry guidelines emphasize fast
response times for life-science Saa$ issues to mitigate risk (\°/ ispe.org). Veeva's offerings — including 24/7
support, managed services, and extensive documentation — are structured to meet this need. Data on Veeva's
widespread customer base and revenue growth (") www.marketscreener.com) (" irveeva.com) indicate that
support operations scale at enterprise level.

Looking forward, the nature of support will evolve with technology. Advances in Al, broader product integration,
and regulatory changes will shape how Veeva support (and customer support processes) work. However, the
fundamentals remain: effective use of the official support portal, clear communication of issues, and leveraging
community and partner resources. By combining Veeva's 24/7 support infrastructure (*/
www.industries.veeva.com) with good internal support practices, organizations can ensure that technical issues in
Veeva's life-science systems are resolved quickly, enabling uninterrupted regulatory-compliant operations and
high user satisfaction.

References: All statements above are backed by official Veeva documentation, industry publications, and case
examples. Key references include Veeva's support site and professional services pages ([2]

U7 www.veeva.com), job postings illustrating real-world

www.industries.veeva.com) (['°! support.veeva.com) (
support roles (be.engineering.jobs), life-science SaaS guidance on support expectations (:°! ispe.org), and
Veeva financial/market reports (') www.marketscreener.com) (°irveeva.com), among others. Each citation is

provided for verification of the claims made.
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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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IntuitionLabs - Custom Al Software Development
from the leading Al expert Adrien Laurent

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.

© 2025 IntuitionLabs.ai. All rights reserved.

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

Veeva Application Support: A Guide to Channels & Portal

Page 16 of 16


https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://www.linkedin.com/in/adrienlaurent/
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/articles/veeva-application-support-guide?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-application-support-a-guide-to-channels-portal.pdf

