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Veeva CLM in Pharmaceutical

Marketing: A Comprehensive IT

Perspective

Introduction

Closed-Loop Marketing (CLM) has become a cornerstone of modern pharmaceutical sales and

marketing, marrying digital content delivery with data feedback loops. In essence, CLM refers to

the process of delivering tailored marketing content to healthcare providers (HCPs), capturing

their responses and behavior, and feeding that data back into content strategy to “close the

loop” and continually refine engagement (Closing the Loop on Pharma Marketing-PharmaVoice).

The rise of tablet devices like the iPad over the past decade greatly accelerated CLM adoption in

pharma by enabling interactive e-detailing presentations and real-time data capture during sales

calls (Closing the Loop on Pharma Marketing-PharmaVoice). However, effective CLM requires

more than just hardware – it demands integrated software platforms that connect content

management, customer relationship management (CRM), and analytics. This report focuses on

Veeva CLM, one of the leading CLM solutions in the life sciences industry, examining its

features, architecture, integration points, and role in pharma marketing strategies. It also

explores case studies of U.S. pharma companies using Veeva CLM, presents key adoption and

ROI statistics, and compares Veeva’s solution to alternative CLM platforms like IQVIA OCE,

Salesforce’s health cloud offerings, and Pitcher. The goal is to provide IT professionals in pharma

a structured, detailed overview of Veeva CLM and its place in a multichannel commercial

ecosystem.

What is Veeva CLM?

Veeva CLM is a cloud-based closed-loop marketing application specifically designed for life

sciences field teams. It is offered as an add-on module to the Veeva CRM suite, extending CRM

with rich interactive sales content capabilities (Veeva CLM-Closed-Loop Marketing for Life

Sciences-Veeva Systems EU). At its core, Veeva CLM provides a media player and content

library that pharmaceutical sales reps (and medical liaisons) use on devices like iPads to present

approved digital materials (e-detail aids, videos, slide decks, etc.) during HCP meetings. As reps

deliver these presentations, Veeva CLM automatically captures key metrics – for example,

which slides were shown, how long was spent on each, and any HCP inputs – and records that

data back into the CRM system in real-time (Veeva CLM-Closed-Loop Marketing for Life
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Sciences-Veeva Systems EU). This closed-loop data capture allows for detailed analytics on

content performance and customer interests.

Some core features of Veeva CLM include:

Interactive Content Display: The CLM media player supports a wide variety of digital

multimedia content (e.g. PDF detail aids, HTML5 interactive apps, videos) for engaging

presentations (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems EU).

Reps can easily search the content library and launch the appropriate material during a call.

The interface is optimized for touch navigation and offline use, ensuring reps can present

content even with no internet connectivity.

Personalized Presentations: Users have the flexibility to assemble custom presentations

from approved content “fragments.” For instance, a rep can tailor a deck by selecting a few

approved slides from a larger library to suit a specific physician’s interests (Veeva CLM-

Closed-Loop Marketing for Life Sciences-Veeva Systems EU). This on-the-fly

personalization helps deliver relevant information to each HCP.

Automatic Data Logging: As part of Veeva CRM, CLM auto-records call details. With a

single click, a rep can log an interaction or “call” in the CRM, with the CLM module

automatically attaching details like which content was shown (Veeva CLM-Closed-Loop

Marketing for Life Sciences-Veeva Systems EU). This minimizes manual data entry and

ensures complete call records for compliance and analysis.

Approved Content Library: All presentation materials in Veeva CLM are pulled from a

centrally approved content repository. Veeva CLM integrates seamlessly with Veeva Vault

(specifically Vault PromoMats for promotional content or Vault MedComms for medical

content) to manage the content lifecycle (Veeva CLM-Closed-Loop Marketing for Life

Sciences-Veeva Systems EU). Only content that has passed medical-legal-regulatory review

in Vault and is in an “Approved” state gets published to the CLM library, ensuring 100%

compliant content in the field. If content expires or is withdrawn in Vault, it is automatically

removed from the CLM library, mitigating the risk of outdated or non-compliant materials

being used.

Reporting and Analytics: Because every CLM interaction is tracked, Veeva CLM enables

rich analytics on metrics like the frequency of use of each piece of content, average

duration of calls, slide drop-off rates, etc. Through Veeva CRM’s reporting or MyInsights

dashboards, commercial teams can analyze what messages resonate best. These real-time

insights into HCP preferences allow marketing teams to adjust strategies quickly (Veeva

CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems EU). For example, if data

shows one scientific diagram consistently holds a physician’s attention, that insight can

inform future content development.

In summary, Veeva CLM is “embedded” within the Veeva CRM environment and serves as the

digital engagement layer for face-to-face and remote HCP interactions (Veeva CLM-Closed-

Loop Marketing for Life Sciences-Veeva Systems EU). It was first introduced in 2011 and is a

Veeva CLM: IT Guide for Pharma Marketing

© 2025 IntuitionLabs.ai. All rights reserved. Page 3 of 33

https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Veeva%20CLM%20is%20an%20add,metrics%20and%20recording%20in%20CRM
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Veeva%20CLM%20is%20an%20add,metrics%20and%20recording%20in%20CRM
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Users%20can%20select%20approved%20content,presentations%20assembled%20from%20approved%20fragments
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Users%20can%20select%20approved%20content,presentations%20assembled%20from%20approved%20fragments
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%2A%20
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%2A%20
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Approved%20content%20is%20stored%20and,Veeva%20Vault%20PromoMats%20or%20MedComms
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Approved%20content%20is%20stored%20and,Veeva%20Vault%20PromoMats%20or%20MedComms
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%E2%80%9CWith%20Veeva%20CLM%20insights%20about,%E2%80%9D
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%E2%80%9CWith%20Veeva%20CLM%20insights%20about,%E2%80%9D
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Tailor%20HCP%20Engagement%20with%20Embedded,Loop%20Marketing
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=Tailor%20HCP%20Engagement%20with%20Embedded,Loop%20Marketing
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-clm-it-guide-for-pharma-marketing.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-clm-it-guide-for-pharma-marketing.pdf


mature, widely used solution with 100+ life sciences companies as customers (Veeva CLM-

Closed-Loop Marketing for Life Sciences-Veeva Systems EU). By combining a content player and

feedback capture system in one, Veeva CLM helps “close the loop” between content delivery

and CRM data, a capability that has made it the preferred CLM tool for many pharma

organizations.

Architecture and Integration

One of the strengths of Veeva CLM lies in its tight integration with other components of the

Veeva Commercial Cloud, notably Veeva CRM and Veeva Vault. From an IT architecture

perspective, Veeva CLM operates at the intersection of the CRM system (which handles user

interaction logging, scheduling, customer data) and the content management system (which

handles content authoring, approval, and distribution).

CRM Integration: Veeva CRM (a life sciences-optimized CRM platform originally built on

Salesforce) is the backbone that Veeva CLM plugs into. Veeva CLM is not a standalone app; it is

accessed from within the Veeva CRM app that reps use on their laptops or tablets. All CLM

actions (like starting a presentation or recording a call) occur in context of a CRM account or

contact. This means HCP profile data from CRM (specialty, preferences, past interactions) can

be leveraged when choosing content, and conversely, the engagement data captured by CLM is

saved directly into the CRM records (Veeva CLM-Closed-Loop Marketing for Life Sciences-

Veeva Systems EU). The integration is so deep that Veeva pitches CLM as “embedded” closed-

loop marketing within its CRM (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva

Systems EU). From a technical standpoint, Veeva CLM leverages the CRM’s data model – for

example, it uses the CRM’s call object to store metrics and the user interface is part of the CRM

application (with a unified login). Historically, because Veeva CRM ran on the Salesforce

Platform, Veeva CLM was effectively an extension built on Salesforce’s Mobile SDK for iPad.

However, by 2025 Veeva is transitioning Veeva CRM off Salesforce onto its own Vault

platform (called Vault CRM) (Veeva vs. Salesforce: Who Will Win the Cloud Pharma Battle?-

Salesforce Ben) (Life Sciences CRM Landscape Overview for 2024 and Beyond-Zensar). Veeva

has stated that this migration will have minimal impact on end-users and that all existing

functionality, including CLM, will carry over to the new platform (Life Sciences CRM Landscape

Overview for 2024 and Beyond-Zensar). For IT teams, this means the underlying stack is

changing, but integrations via the Veeva API and data model remain consistent.

Content Management Integration: To ensure only compliant and up-to-date materials are

used, Veeva CLM requires integration with Veeva Vault (the regulated content management

system) (Integrating CRM and Vault for CLM). In practice, commercial content (like detail aids,

slide decks, videos) is created and approved in Vault PromoMats. Once approved, the assets are

tagged for CLM use and are published or pushed to Veeva CRM through an automated

integration process (Integrating CRM and Vault for CLM) (Integrating CRM and Vault for CLM).

Veeva provides a “CLM-Vault Integration Lifecycle” which governs how content flows: when
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content reaches an Approved state in Vault, an automated action publishes it to the CRM’s

content library for CLM; if a piece is expired or withdrawn in Vault, a “Withdraw from CLM” action

pulls it out of the field library (Integrating CRM and Vault for CLM) (Integrating CRM and Vault for

CLM). This integration is typically set up via cloud-to-cloud connection and does not require

reps to manually download files – the CLM library on the iPad is populated and updated via

synchronization with Veeva Vault content. The architecture thus has Vault as the single source

of truth for content and CRM/CLM as the distribution and usage capture system. From a network

perspective, content assets are often delivered via a content delivery network (CDN) for

performance (for example, Veeva uses a CDN to speed up CLM content loading globally,

including a China-specific CDN for that market) (Integrating CRM and Vault for CLM). IT must

coordinate user access (ensuring reps have Vault accounts or tokens to get content) and

maintain the integration, but Veeva provides administrative consoles to manage this process

within CRM itself (Integrating CRM and Vault for CLM).

Salesforce and Other System Integration: Since Veeva CRM itself historically sits on

Salesforce’s infrastructure, it naturally could integrate with other Salesforce ecosystem products

(and many pharma companies have Salesforce Marketing Cloud, etc.). In fact, Veeva and

Salesforce had a long-standing partnership: Salesforce did not directly compete in pharma

CRM due to an agreement with Veeva, and Veeva built on Salesforce’s platform (Veeva vs.

Salesforce: Who Will Win the Cloud Pharma Battle?-Salesforce Ben) (Veeva vs. Salesforce: Who

Will Win the Cloud Pharma Battle?-Salesforce Ben). In 2017, the companies announced deeper

integrations, e.g. connecting Veeva CRM with Salesforce Marketing Cloud and Service Cloud for

a more unified customer view (Veeva vs. Salesforce: Who Will Win the Cloud Pharma Battle?-

Salesforce Ben). This allowed events in Veeva (like an HCP meeting with CLM) to potentially

trigger actions in Marketing Cloud (like adding the HCP to an email campaign), though such

integrations often required custom work. As Veeva moves to its own platform, Salesforce is now

launching its Salesforce Life Sciences Cloud to compete (more on that later), but for now many

Veeva customers still rely on Salesforce-based infrastructure and enjoy robust integration

APIs to pull CRM/CLM data into data warehouses or BI tools. Additionally, Veeva CLM has

integration points for other channels: for example, content used in CLM can be leveraged in

Veeva Approved Email (rep-sent compliant emails) and in Veeva CRM Engage (virtual meeting

platform), ensuring a consistent message across channels. The closed-loop data (what content

was viewed, etc.) is captured regardless of channel – whether the rep met in-person with an

iPad or over a video call using the same slide deck, it’s recorded in CRM. This unified

architecture makes it easier for IT to manage multichannel engagements centrally.

In summary, Veeva CLM’s architecture is a hub-and-spoke model with Veeva CRM at the

hub. The spokes are the content repository (Vault), the user interface (iPad app or web app

through CRM), and the analytics/BI layer (which can be Veeva’s own analytics or external tools

consuming CRM data). This tight integration ensures that when a sales rep hits “next slide” on

an iPad, the action is tied to a specific customer interaction in CRM, and the content itself

is a controlled document from Vault. It’s a closed loop not only in marketing strategy but also
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in system design – connecting content creation to content delivery to data capture in one

ecosystem.

Supporting Pharma Marketing Strategies with Veeva CLM

Veeva CLM is designed with pharmaceutical marketing and sales strategies in mind, enabling

teams to execute on a modern “digital sales” approach. Key strategic capabilities include

multichannel engagement, HCP profiling/personalization, and continuous feedback analysis:

Multichannel Engagement: In today’s environment, reps engage HCPs both in-person and

through digital channels. Veeva CLM, as part of CRM, allows a seamless orchestrated

approach across channels. Reps can follow up a face-to-face detail with a compliant email

containing the same slides (via Veeva Approved Email), or invite an HCP to a remote meeting

via Veeva Engage using the same CLM content. All these touchpoints reinforce each other

with consistent messaging. An industry analysis by Veeva found that incorporating digital

touchpoints does not cannibalize in-person interactions but rather amplifies overall

engagement – for example, providing HCPs with an inbound chat channel alongside rep

visits doubled total digital engagement (moving the mix from 22% to 58% digital

interactions at companies that offered chat) (Inbound HCP communication channels double

digital engagement, Veeva finds-Fierce Pharma). Veeva CLM supports such strategies by

ensuring content is readily available no matter the channel. Even traditionally hard-to-reach

physicians can be engaged through remote detailing: one U.S. pharma study noted that reps

using virtual calls with CLM content had longer and higher-quality conversations with HCPs

who previously had limited access (Pfizer: Engaging Through Virtual Channels-Veeva

Systems APAC Site). By linking channels, Veeva CLM helps pharma teams execute true

“closed-loop” campaigns – for instance, an HCP who attends a speaker program can

later be detailed via CLM content that reinforces the program’s messages, and data

will show if that sequence improved prescribing (indeed, one analysis showed a rep

call followed by a digital touch within 10 days made a prescription 30% more likely)

(Veeva Pulse Field Trends Report-Veeva Systems EU).

(Pharma - Pitcher) Multichannel engagement example: Modern CLM solutions (like Veeva and its

competitors) enable reps to interact with HCPs via multiple channels – face-to-face meetings,

email, or even instant messaging – while keeping all communications compliant and recorded. In

the illustration above, a rep shares a digital presentation and then continues the conversation via

messaging apps (e.g. WhatsApp, WeChat, LINE). Veeva CLM logs these interactions in CRM,

providing full visibility of each touchpoint in one place (Pharma - Pitcher) (Pharma - Pitcher).

This multichannel approach allows HCPs to engage on their preferred platforms and schedules,

extending the dialogue beyond the sales call. From an IT perspective, having an integrated

system to capture chat interactions, remote meeting data, and face-to-face calls ensures

that nothing falls through the cracks and all data is centralized for analysis and compliance.
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HCP Profiling and Personalization: Every interaction through Veeva CLM contributes to a richer

HCP profile. Because CLM usage is tied to CRM, it builds a history of which content a specific doctor

has seen and what topics sparked interest (e.g., if Dr. Smith always spends extra time on the MOA

animation in your CLM deck, that preference is captured). Over time, this helps in segmenting and

profiling HCPs. Marketers can identify, for example, a segment of cardiologists who prefer clinical

data-heavy content versus those who respond to patient case studies. Veeva CLM also allows reps

to personalize the experience for each HCP in real-time. With access to the HCP’s previous

activity and interests, a rep can tailor which pieces to show. “Access to complete customer histories

enables more relevant, tailored interactions” Veeva notes about CLM (Veeva CLM-Closed-Loop

Marketing for Life Sciences-Veeva Systems EU). In practice, a rep might skip straight to a new study

data slide if they know the physician has already seen the baseline slides in a prior meeting. This kind

of personalization is proven to deepen engagement – Veeva’s Commercial Strategy VP observed that

with CLM insights about customer preferences, reps can deliver a more personalized experience in

each future communication (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems

EU). Furthermore, capturing preferences feeds into advanced tools like Next Best Action algorithms

(Veeva CRM Suggestions or similar AI tools) which use CLM data to recommend the optimal content

or message for the next visit. Over time, HCP profiling through CLM helps pharma companies shift

from a one-size-fits-all sales approach to a more targeted, account-based marketing model,

where each interaction is informed by past behavior.

Feedback Analysis and Content Optimization: A crucial aspect of closed-loop marketing is using

the data loop to improve strategy. Veeva CLM provides the feedback mechanism – detailing sessions

are no longer a black box, as every tap and interaction is recorded. Marketing teams leverage this

data to analyze what content is most effective and refine their campaigns accordingly. For example,

if a particular slide in a detail aid is consistently never shown by reps, it might indicate the slide is not

useful or the flow needs adjustment. Or if one piece of content leads to more follow-up requests,

that success can be replicated. Industry benchmarks show clear impact: Veeva analyzed 18

months of data from 50 brands and found that when digital content is used in a rep-physician

meeting, it correlates with a 2.5× increase in new patient starts for that therapy (Digital content

linked to 2.5 times boost to new patient starts) (Digital content linked to 2.5 times boost to new

patient starts). Despite this, they found digital content was underutilized – used in only 39% of

meetings on average, with top companies using it 70% of the time vs. laggards at 18% (Digital

content linked to 2.5 times boost to new patient starts). By examining such feedback, companies can

identify training needs (to encourage greater CLM use) or content gaps. Veeva CLM’s reporting can

show which messages resonate: for instance, reps might record that certain questions were asked by

HCPs during the presentation, indicating interest areas. Using these insights, content is

continuously optimized. Some pharma companies have instituted formal processes where CLM

metrics are reviewed monthly and content is updated or pruned based on what’s working. Dan Rizzo

of Veeva Business Consulting noted that 77% of digital materials were rarely or never used – a sign

that companies often produce too much content without measuring impact (Digital content linked to

2.5 times boost to new patient starts). Leading teams address this by focusing on a smaller set of

high-impact content and measuring results closely, then scaling up winning content and culling the

rest (Digital content linked to 2.5 times boost to new patient starts) (Digital content linked to 2.5

times boost to new patient starts). In effect, Veeva CLM turns field interactions into a learning

system: each detail informs better planning for the next, “closing the loop” analytically.

Veeva CLM: IT Guide for Pharma Marketing

© 2025 IntuitionLabs.ai. All rights reserved. Page 7 of 33

https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%2A%20
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%2A%20
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%E2%80%9CWith%20Veeva%20CLM%20insights%20about,%E2%80%9D
https://www.veeva.com/eu/products/crm-suite/clm/#:~:text=%E2%80%9CWith%20Veeva%20CLM%20insights%20about,%E2%80%9D
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=%E2%80%9CWhen%20digital%20content%20is%20used,of%20Veeva%20business%20consulting%2C%20said
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=%E2%80%9CWhen%20digital%20content%20is%20used,of%20Veeva%20business%20consulting%2C%20said
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=Across%20in,of%20meetings
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=Across%20in,of%20meetings
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=Across%20in,of%20meetings
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=Across%20in,of%20meetings
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=Video%20killed%20the%20in,more%20effective%20in%20driving%20Rx
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=Video%20killed%20the%20in,more%20effective%20in%20driving%20Rx
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=%E2%80%9CIn%20HCP%20to%20rep%20meetings%2C,%E2%80%9D
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=by%20a%20reduction%20in%20the,production%20of%20redundant%20content
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=by%20a%20reduction%20in%20the,production%20of%20redundant%20content
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-clm-it-guide-for-pharma-marketing.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-clm-it-guide-for-pharma-marketing.pdf


(Pharma - Pitcher) Data-driven content optimization: The image above illustrates how CLM

platforms track content engagement – for example, a new digital pitch deck can be shared with

many HCPs and the system will log viewership metrics (“112 people watched it”). Reps and

marketers can see which customers found the content valuable (e.g. a “Satisfied customer”

tag after viewing a product presentation), and use those insights to refine follow-ups (Pharma -

Pitcher) (Pharma - Pitcher). In Veeva CLM, such analytics are available via dashboards (Veeva

CRM MyInsights) or aggregated reports. Pharma companies can correlate content engagement

with sales uptick: if a particular MOA video is being watched repeatedly and those viewers are

prescribing more, that content is clearly effective. Conversely, assets that don’t get traction can

be retired. This feedback loop allows marketing teams to allocate resources to content that

drives results, improving ROI on content creation.

In summary, Veeva CLM supports pharma marketing strategies by enabling true multichannel,

personalized engagement and by providing the data to iteratively improve those engagements.

It effectively bridges sales and marketing: sales reps get the tools to deliver compelling content

and capture insights, while marketing teams get the data to steer messaging and strategy. The

result is a more coordinated, customer-centric approach, where each interaction is informed by

the last.

Case Studies and Examples (U.S. Pharma Adoption)

Many pharmaceutical companies in the U.S. and globally have adopted Veeva CLM as part of

their commercial operations. Below are a few examples and case anecdotes that highlight how

Veeva CLM is used and the benefits realized:

Teva Pharmaceuticals – Personalized Engagement at Scale: Teva, a large global pharma (with

significant U.S. operations), implemented Veeva CRM and CLM to unify its commercial strategy. By

leveraging CLM, Teva’s field teams can tailor each HCP interaction based on past insights. According

to Teva’s Head of Commercial Excellence, “with Veeva CLM insights about customer preferences, we

can deliver a more personalized experience with each future communication.” (Veeva CLM-Closed-

Loop Marketing for Life Sciences-Veeva Systems EU) This indicates Teva is using the feedback data

to adjust messaging for each doctor, enhancing the relevancy of follow-ups. The result is deeper

relationships – Teva can track what each HCP cares about and ensure subsequent details or emails

focus on those topics, thus closing the loop in communication. Such personalization at scale would

be extremely challenging without an integrated CLM-CRM system to manage the content and data.
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Lundbeck – Improving Targeting and Segmentation: Lundbeck, a pharmaceutical company

specializing in CNS (central nervous system) disorders, deployed Veeva CLM to strengthen its field

force effectiveness. A National Sales Director at Lundbeck noted that “Veeva CLM improves field and

medical team effectiveness and provides strategic opportunities for better targeting and

segmentation.” (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems EU) This

reflects how the data from CLM can highlight which segments of physicians are most engaged and

what content they respond to. Lundbeck’s teams likely use CLM reports to refine their segmentation

– for example, identifying a subset of psychiatrists who show high interest in mechanism-of-action

content and targeting them for deeper scientific engagements. The net effect is a more efficient use

of sales resources: reps focus on the right customers with the right content, as identified through

CLM usage patterns.

Sanofi Pasteur MSD – Digital Launch Excellence: Sanofi Pasteur MSD (a vaccines joint venture,

U.S.-EU collaboration) undertook a digital transformation where Veeva CLM and other Veeva tools

were central. During the launch of a new vaccine, they achieved extremely high CLM utilization – up

to 70% of the company’s sales calls involved closed-loop marketing during the launch period, with

reps reporting significantly better customer attention using the interactive iPad content (Customer

Success Story Sanofi Pasteur MSD’s Digital Transformation Deepns Customer Engagement). This

example shows the impact of CLM in a product launch scenario: by equipping reps with rich

interactive content, Sanofi Pasteur MSD was able to engage HCPs more effectively, which is critical

when introducing a new product. They also integrated Veeva Approved Email for follow-ups, getting

email open rates of 54% and click-through of ~50% – dramatically higher than industry averages of

~20% and 2-3%, respectively (Customer Success Story Sanofi Pasteur MSD’s Digital Transformation

Deepns Customer Engagement). Those high engagement metrics, achieved under a compliant

system, illustrate how a coordinated CLM + email strategy can extend reach without adding

headcount. For IT and commercial leaders, this case also underscores quick ROI: Sanofi Pasteur MSD

expected a return on investment in under 6 months just from content reuse and efficiency

gains after rolling out Vault and CLM, given how it reduced redundant content creation and sped up

approvals (Customer Success Story Sanofi Pasteur MSD’s Digital Transformation Deepns Customer

Engagement).

Regeneron Pharmaceuticals – Integrated Content Ecosystem: Regeneron, a major U.S.-based

biotech, is listed among Veeva’s CLM customers (Veeva CLM-Closed-Loop Marketing for Life

Sciences-Veeva Systems EU), and has broadly adopted Veeva’s platform (Vault for R&D and

commercial, CRM for field teams). Although specific metrics are not publicly quoted for Regeneron’s

use of CLM, their case likely involves using CLM to support specialized medicines (e.g., in

immunology and ophthalmology). A common theme for companies like Regeneron is leveraging CLM

to facilitate scientific discussions by MSLs (Medical Science Liaisons) as well as sales reps. The

same CLM content can be used by medical affairs for on-label education of physicians, ensuring

consistent messaging. Because Regeneron operates in cutting-edge science areas, having CLM

means their field teams can easily access the latest data and slides approved by medical, and

show them interactively to thought leaders, capturing feedback for the broader organization. This

improves alignment between commercial and medical teams, as the CLM analytics help both

departments see what information is resonating in the field.
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Horizon Therapeutics – Smaller Company, Big Impact: Horizon, a mid-size U.S. pharma (now part

of Amgen), was an early adopter of Veeva’s CRM/CLM to punch above its weight in engaging

physicians. As a growing company with specialty drugs, Horizon used CLM to maximize each rep’s

effectiveness. Their inclusion in Veeva’s customer showcase (Veeva CLM-Closed-Loop Marketing for

Life Sciences-Veeva Systems EU) suggests they successfully used CLM content to drive home

complex messages for niche disease areas. One can infer that Horizon’s reps, with limited face time

with busy specialists, benefited from CLM’s ability to capture HCP interests – allowing a rep to report

back that “Dr. X was very interested in the new study data slide”, which then prompts marketing to

provide a follow-up whitepaper or arrange a deeper dive in the next meeting. Over time, that yields

better HCP education and relationship-building, important for a company like Horizon with focused

prescriber bases.

These examples demonstrate that Veeva CLM is used by a range of pharma companies –

from top 10 giants to mid-size biotechs – to enhance their customer engagement. Common

outcomes reported include more frequent or effective interactions without increasing sales force

size, higher HCP engagement metrics (like email opens or meeting duration), and improved

internal alignment and efficiency (content reuse, single source of truth for materials, etc.). Many

U.S.-based pharmas have made CLM a standard part of their field strategy. In fact, Veeva’s

footprint is so large that as of 2023, it was estimated to hold about 80% market share in

pharmaceutical CRM software, making it the “well-entrenched incumbent” in this space (Life

Sciences CRM Landscape Overview for 2024 and Beyond-Zensar) (Salesforce Stokes Veeva

Fight by Snagging Drug Customers). Consequently, adopting Veeva CLM often aligns a company

with industry best practices, given that most of their peers are using similar technology and

processes.

It is worth noting that successful use of Veeva CLM is not just about the software installation – it

involves change management, training, and process integration. For instance, Otsuka (a pharma

company with U.S. presence) rolled out Veeva CRM/CLM to 350 users in 2020 and established a

thorough training program (with local “super trainers” in each country) to standardize how reps

engage HCPs using the new tools. They set goals to optimize digital content usage via CLM and

saw strong adoption, with some affiliates capturing consent from 90% of HCPs for digital

engagement (meaning reps could freely send CLM follow-ups). This underscores that when IT

provides a platform like Veeva CLM, the business must also evolve practices around it – but

when they do, the results can be transformative (higher rep productivity, more data-driven

decisions, etc.).

Adoption, ROI, and Engagement Performance Metrics

The pharmaceutical industry’s shift to digital engagement has been reflected in a variety of

metrics that highlight the impact of CLM solutions like Veeva. Below is a summary of key

statistics and performance indicators related to Veeva CLM and closed-loop marketing in life

sciences:
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Metric /

Insight
Value / Result Source

Veeva

CRM/CLM

Market Share

(Pharma CRM)

~80% of pharmaceutical companies

use Veeva for CRM, making it the

dominant provider in life sciences CRM

(Life Sciences CRM Landscape

Overview for 2024 and Beyond-

Zensar). Veeva is considered a “well-

entrenched incumbent” in pharma with

this market share (Salesforce Stokes

Veeva Fight by Snagging Drug

Customers). This indicates widespread

adoption of Veeva CLM as part of

Veeva’s CRM suite.

Zensar blog (2023) (Life

Sciences CRM

Landscape Overview for

2024 and Beyond-

Zensar); Yahoo Finance

(2023) (Salesforce

Stokes Veeva Fight by

Snagging Drug

Customers)

IQVIA OCE

Adoption

~400 life sciences companies across

130 countries use IQVIA’s Orchestrated

Customer Engagement (OCE) platform

(which includes CLM) (Life Sciences

CRM Landscape Overview for 2024

and Beyond-Zensar). This represents

primarily small to mid-sized firms and

some large enterprises; the rest of the

CRM market beyond Veeva is

fragmented.

Zensar blog (2023) (Life

Sciences CRM

Landscape Overview for

2024 and Beyond-

Zensar)

Digital Content

Usage in HCP

Meetings

On average 39% of sales meetings

include digital content (CLM) globally,

but top companies reach ~70% usage

while some lag at ~18% (Digital content

linked to 2.5 times boost to new patient

starts). The industry still has room to

grow in fully utilizing CLM in every

encounter.

FiercePharma (2023)

(Digital content linked to

2.5 times boost to new

patient starts)
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Metric /

Insight
Value / Result Source

Impact of CLM

on New

Prescriptions

2.5× increase in new patient starts

when digital content is used in the HCP

meeting (vs. when it is not used)

(Digital content linked to 2.5 times

boost to new patient starts) (Digital

content linked to 2.5 times boost to

new patient starts). This strong

correlation underlines the ROI of

engaging physicians with rich

interactive media – they retain

information better and initiate therapy

more often.

FiercePharma (2023)

(Digital content linked to

2.5 times boost to new

patient starts) (Digital

content linked to 2.5

times boost to new

patient starts)

Rep Email

Engagement

(Approved

Email)

54% open rate and 50% click-through

rate for rep-sent emails when using

Veeva Approved Email with tailored

content (Customer Success Story

Sanofi Pasteur MSD’s Digital

Transformation Deepns Customer

Engagement). These figures vastly

exceed general pharma email

benchmarks (~20% open, ~3% click)

and show that relevant content

delivered via CLM-linked email drives

exceptional engagement.

Veeva case study

(Sanofi Pasteur MSD)

(Customer Success

Story Sanofi Pasteur

MSD’s Digital

Transformation Deepns

Customer Engagement)

CLM Usage in

Product

Launches

~70% of sales calls during a new drug

launch involved CLM presentations

(Sanofi Pasteur MSD example)

(Customer Success Story Sanofi

Pasteur MSD’s Digital Transformation

Deepns Customer Engagement). High

CLM adoption in launch campaigns is

linked to better HCP attention and

Veeva case study (2016)

(Customer Success

Story Sanofi Pasteur

MSD’s Digital

Transformation Deepns

Customer Engagement)
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Metric /

Insight
Value / Result Source

message retention, crucial for

accelerating uptake of new products.

Content

Effectiveness

vs. Volume

77% of digital content assets are rarely

or never used by reps, suggesting an

oversupply of content (Digital content

linked to 2.5 times boost to new patient

starts). Companies that focus on a

smaller number of high-quality pieces

(and measure their impact) see better

performance. Great organizations

concentrate on the “10, 20, 30 pieces”

that drive most discussions (Digital

content linked to 2.5 times boost to

new patient starts).

FiercePharma (2023)

(Digital content linked to

2.5 times boost to new

patient starts) (Digital

content linked to 2.5

times boost to new

patient starts)

ROI from CLM

and Content

Integration

<6 months payback period reported

from content reuse and process

efficiency after integrating CRM with

Vault/CLM (e.g., Sanofi Pasteur MSD)

(Customer Success Story Sanofi

Pasteur MSD’s Digital Transformation

Deepns Customer Engagement).

Additionally, automating content

distribution and review cut content

approval times by 38% in year 1,

improving to 50% reduction annually

(Customer Success Story Sanofi

Pasteur MSD’s Digital Transformation

Deepns Customer Engagement). This

showcases operational ROI beyond just

sales metrics.

Veeva case study

(Customer Success

Story Sanofi Pasteur

MSD’s Digital

Transformation Deepns

Customer Engagement)

(Customer Success

Story Sanofi Pasteur

MSD’s Digital

Transformation Deepns

Customer Engagement)

Physician

Access and

Digital Shift

Post-pandemic, HCP access for reps in

the U.S. dropped to ~45% (meaning

55% of HCPs restrict in-person visits),

FiercePharma (2024)

(Inbound HCP

communication
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Metric /

Insight
Value / Result Source

back to pre-pandemic lows (Veeva

Pulse Field Trends Report-Veeva

Systems EU). To maintain reach,

companies doubled digital engagement

without losing in-person contact by

offering remote options (Inbound HCP

communication channels double digital

engagement, Veeva finds-Fierce

Pharma). This trend drives higher

dependence on CLM and digital

channels to engage “no-see” doctors

effectively.

channels double digital

engagement, Veeva

finds-Fierce Pharma);

Veeva Pulse (2024)

(Veeva Pulse Field

Trends Report-Veeva

Systems EU)

These metrics underscore a few key points for IT and business stakeholders evaluating Veeva

CLM. First, Veeva’s tools are nearly ubiquitous among large pharma, so there is a level of

industry validation and available benchmarks – for example, knowing that 70% CLM utilization is

achievable (and beneficial) provides a target to strive for in one’s own organization. Second, the

ROI on digital engagement is tangible: more content usage leads to more prescriptions

(causation can be complex, but strong correlation is evident), and efficient content processes

save time and money. The data point of 2.5× higher new patient starts with CLM use (Digital

content linked to 2.5 times boost to new patient starts) is particularly compelling for commercial

leaders to support CLM initiatives.

From an IT perspective, these stats also imply some challenges: if 77% of content isn’t used,

maybe the systems for content discovery or the user experience need improvement (or training

needs to be better so reps can find the right content). High open rates on Approved Email show

that when integrated properly, Veeva’s system can even outperform traditional marketing

automation – but that requires maintaining good content and target lists in CRM. The 80%

market share figure suggests that integration with other enterprise systems (like data

warehouses, BI tools, or marketing clouds) will often involve Veeva CRM/CLM data, so IT teams

should ensure they have robust data pipelines from Veeva to their analytics environment to

exploit these insights.

In summary, the quantitative evidence strongly favors the effectiveness of a well-implemented

CLM program: greater HCP engagement, faster product adoption, and improved productivity are

all documented outcomes. The next section will compare how Veeva CLM stacks up against

alternative solutions that aim to provide similar benefits.

Veeva CLM: IT Guide for Pharma Marketing

© 2025 IntuitionLabs.ai. All rights reserved. Page 14 of 33

https://www.veeva.com/eu/resources/veeva-pulse-field-trends-report/#:~:text=match%20at%20L527%20HCP%20access,of%20accessible%20HCPs%20limiting%20engagement
https://www.veeva.com/eu/resources/veeva-pulse-field-trends-report/#:~:text=match%20at%20L527%20HCP%20access,of%20accessible%20HCPs%20limiting%20engagement
https://www.veeva.com/eu/resources/veeva-pulse-field-trends-report/#:~:text=match%20at%20L527%20HCP%20access,of%20accessible%20HCPs%20limiting%20engagement
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.fiercepharma.com/marketing/inbound-hcp-communication-channels-double-digital-engagement-veeva-finds#:~:text=Veeva%E2%80%99s%20data%20suggests%20pushing%20inbound,person%20and%2058%25%20digital
https://www.veeva.com/eu/resources/veeva-pulse-field-trends-report/#:~:text=match%20at%20L527%20HCP%20access,of%20accessible%20HCPs%20limiting%20engagement
https://www.veeva.com/eu/resources/veeva-pulse-field-trends-report/#:~:text=match%20at%20L527%20HCP%20access,of%20accessible%20HCPs%20limiting%20engagement
https://www.veeva.com/eu/resources/veeva-pulse-field-trends-report/#:~:text=match%20at%20L527%20HCP%20access,of%20accessible%20HCPs%20limiting%20engagement
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=%E2%80%9CWhen%20digital%20content%20is%20used,of%20Veeva%20business%20consulting%2C%20said
https://www.fiercepharma.com/marketing/content-king-digital-materials-linked-25-times-boost-new-patient-starts#:~:text=%E2%80%9CWhen%20digital%20content%20is%20used,of%20Veeva%20business%20consulting%2C%20said
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-clm-it-guide-for-pharma-marketing.pdf
https://intuitionlabs.ai/?utm_source=pdf&utm_medium=document&utm_campaign=article&utm_content=veeva-clm-it-guide-for-pharma-marketing.pdf


Comparison of Veeva CLM vs. Alternative CLM Solutions

Veeva is not without competition in the realm of pharma closed-loop marketing and CRM. Key

alternatives include IQVIA’s Orchestrated Customer Engagement (OCE) platform,

Salesforce’s emerging Life Sciences/Health Cloud offerings (often in partnership with IQVIA

post-2025), and independent CLM platforms like Pitcher. The following table provides a high-

level comparison of these solutions relative to Veeva CLM:

Solution
Provider &

Platform

Key Features &

Strengths

Challenges /

Considerations

Veeva CLM

(part of Veeva

CRM Suite)

Veeva

Systems –

Built on

Salesforce

platform

(moving to

Veeva Vault

platform by

2025) (Veeva

vs. Salesforce:

Who Will Win

the Cloud

Pharma Battle?

-Salesforce

Ben) (Life

Sciences CRM

Landscape

Overview for

2024 and

Beyond-

Zensar).

- Deep Pharma Focus:

End-to-end life

sciences CRM with

embedded CLM,

tailored to industry

compliance needs (21

CFR Part 11, FDA

marketing regs).

- Integrated Content &

Data: Seamless

integration with Veeva

Vault for content

management ensures

only approved content

is used (Veeva CLM-

Closed-Loop Marketing

for Life Sciences-Veeva

Systems EU). Tight

CRM integration

captures all

engagement data in one

place (Veeva CLM-

Closed-Loop Marketing

for Life Sciences-Veeva

Systems EU).

- Rich Feature Set:

Includes Approved

Email, remote meeting

- Cost: Premium

pricing, often more

expensive for large

deployments. While

exact pricing is not

public, Veeva is

considered pricier for

big pharma – partly

due to extensive

feature set and

bundled approach

(IQVIA VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production).

- Vendor Lock-in:

Tightly integrated

stack (CRM+Vault)

can be an all-or-

nothing choice.

Companies using

Veeva often rely on it

for multiple functions,

which can be a

concern if considering

switching.
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Solution
Provider &

Platform

Key Features &

Strengths

Challenges /

Considerations

(Engage), sample

management, consent

capture, and AI

suggestions (Next Best

Action) all within one

ecosystem (Veeva vs.

Salesforce: Who Will

Win the Cloud Pharma

Battle?-Salesforce

Ben). Advanced

capabilities like

augmented reality (AR)

detailing were

pioneered by Veeva

(e.g., interactive 3D

models in CLM) (IQVIA

VS. VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production) (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production).

- Market Leader: Broad

adoption (80% market

share) means a large

user community, regular

enhancements, and

availability of trained

users and partners.

- Platform

Transition: Ongoing

migration from

Salesforce to Vault

CRM introduces some

uncertainty – IT will

need to manage this

transition by 2025,

though Veeva

promises minimal

disruption (Life

Sciences CRM

Landscape Overview

for 2024 and Beyond-

Zensar).

- Self-Paced

Training: Veeva’s

training and

certification for

admins/content

creators is mostly

online self-service,

which may require

disciplined

enablement efforts

internally (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production) (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble
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Solution
Provider &

Platform

Key Features &

Strengths

Challenges /

Considerations

Proven at enterprise

scale (used by the

largest pharma sales

forces globally).

Studio - Web

Development & Digital

Production).

IQVIA OCE

(Orchestrated

Customer

Engagement)

IQVIA (IMS

Health) – Built

on a

combination of

platforms;

leverages

Salesforce for

some

components

(IQVIA is a

Salesforce

partner) and

IQVIA’s

proprietary

data and tools.

- Data-Driven:

Leverages IQVIA’s vast

healthcare data sets

(prescription data,

claims, etc.) integrated

into the CRM, giving

rich customer insights

out-of-the-box (IQVIA

VS. VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production). Strong

analytics and Next Best

Action features (OCE+

with AI since 2018) (Life

Sciences CRM

Landscape Overview for

2024 and Beyond-

Zensar).

- Comprehensive

CRM: Offers similar

CRM and CLM

capabilities as Veeva –

digital detailing,

approved email, call

planning, etc., with

focus on

“orchestration” of

- Platform

Complexity: OCE is

somewhat reliant on

Salesforce

infrastructure but also

on IQVIA’s systems –

can be complex to

integrate or extend.

Some users cite that

deep customization

relies on IQVIA

services.

- Certification

Requirements:

Certain features or

configurations may

require IQVIA

certification/training

(for example, to fully

utilize OCE, partners

need to be certified).

This could add

time/cost for new

implementations

(IQVIA VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production)

Veeva CLM: IT Guide for Pharma Marketing
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Solution
Provider &

Platform

Key Features &

Strengths

Challenges /

Considerations

channels. OCE’s CLM

module also uses

interactive content and

captures HCP feedback

akin to Veeva CLM

(IQVIA VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio - Web

Development & Digital

Production).

- Cost-Effective for

Mid-size: IQVIA’s

pricing is often lower

and more modular. An

agency comparison

noted an IQVIA OCE

content production

certification costs ~$3K

vs. $10-15K for Veeva

certification (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production). Overall

licensing can be more

attractive to smaller

companies on tighter

budgets (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

(IQVIA VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production).

- Lag in Features:

Historically trailed

Veeva in some

features (e.g., AR

detailing is missing as

of mid-2020s) (IQVIA

VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production)

(IQVIA VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production).

Also, IQVIA’s CRM

heritage comes from

acquired products

(like Cegedim’s),

which some users felt

were less user-friendly

initially, though OCE is

newer.

- Antitrust Disputes:

Ongoing legal battles

between IQVIA and

Veeva CLM: IT Guide for Pharma Marketing
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Development & Digital

Production) (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production).

- Training & Support:

IQVIA provides more

hands-on, instructor-

led training for

customers and partners

(team workshops, live

sessions) (IQVIA VS.

VEEVA: Comparing

Pharma’s Top

Platforms-Assemble

Studio - Web

Development & Digital

Production), which

some organizations

prefer for faster

onboarding.

Veeva (each suing the

other over data and

competition) (IQVIA

VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production)

(IQVIA VS. VEEVA:

Comparing Pharma’s

Top Platforms-

Assemble Studio -

Web Development &

Digital Production)

create some market

uncertainty. However,

a new Salesforce-

IQVIA partnership

suggests OCE will be

core to Salesforce’s

pharma strategy, likely

strengthening its

viability (IQVIA and

Salesforce Expand

Global Partnership to

Accelerate the …) (Life

Sciences CRM

Landscape Overview

for 2024 and Beyond-

Zensar).

Salesforce

Life Sciences

Salesforce –

Native

Salesforce

- Modern UI and

Ecosystem:

Salesforce’s platform is

- Unproven in

Pharma CRM: Until

the new Life Sciences
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Cloud / Health

Cloud

platform

(Salesforce

Industries).

Note:

Historically

partnered with

Veeva, now

developing its

own Life

Sciences Cloud

(LS Cloud)

post-2025

(Veeva vs.

Salesforce:

Who Will Win

the Cloud

Pharma Battle?

-Salesforce

Ben) (Veeva vs.

Salesforce:

Who Will Win

the Cloud

Pharma Battle?

-Salesforce

Ben). Health

Cloud is a

separate

product for

patient

management,

but Salesforce

is expanding

into pharma

CRM via LS

Cloud.

known for its robust

CRM capabilities,

modern UX, and vast

ecosystem of

integrations and

partners. The

forthcoming Life

Sciences Cloud aims to

combine Salesforce’s

CRM with pharma-

specific extensions

(likely leveraging

Marketing Cloud,

Service Cloud, etc.).

Salesforce can bring

innovations from other

industries (AI,

automation) into

pharma quickly.

- IQVIA Partnership:

Salesforce has aligned

with IQVIA to accelerate

its Life Sciences Cloud

development (IQVIA

and Salesforce Expand

Global Partnership to

Accelerate the …). This

means initial offerings

will likely include IQVIA

OCE components or

data integrations, giving

a potentially strong

end-to-end solution

(CRM + data +

analytics) on the

Cloud is launched and

adopted, Salesforce

itself lacks a track

record in pharma sales

force automation. It

will need to catch up

with pharma-specific

features (sampling,

CLM compliance rules,

etc.) that Veeva and

OCE have refined over

years.

- Integration vs.

One-Stop: A

Salesforce-based

solution might require

stitching together

multiple products

(Marketing Cloud for

email, third-party

detailing app, etc.),

whereas Veeva is one

package. This could

increase integration

work for IT, though

Salesforce likely will

package most needed

features.

- Contractual

Limitations:

Companies currently

on Veeva CRM

(Salesforce platform)

are contractually

bound until Veeva
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Salesforce stack (IQVIA

and Salesforce Expand

Global Partnership to

Accelerate the …).

- Flexibility:

Companies that are

already heavy

Salesforce users

outside of pharma may

prefer a Salesforce-

native solution for

consistency. It could

allow more direct

control/customization

than a packaged Veeva

app (once fully

available). Also,

Salesforce’s large

developer community

might yield more third-

party apps for niche

needs.

migrates them, so a

switch to Salesforce’s

own solution may not

be feasible until after

2025. Salesforce must

also rapidly develop

CLM capabilities

(perhaps via partner

apps) to match

Veeva’s depth. In

short, it’s a promising

future alternative but

with timing and

completeness

considerations.

Pitcher

(Pitcher for

Pharma)

Pitcher –

Independent

software

vendor; cloud-

based with

mobile apps,

often used as

an overlay with

existing CRMs

(Salesforce,

Microsoft

- Specialized CLM &

Sales Enablement:

Pitcher focuses on e-

detailing and closed-

loop marketing as a

core competence. It

offers a robust mobile

app for reps that

includes content

management,

presentation builder,

offline access, and even

- Smaller Vendor:

While Pitcher has a

global presence and

growing client base, it

does not have the

scale of Veeva or

Salesforce. Some risk

exists in relying on a

niche vendor (e.g., for

long-term roadmaps

or support resources).

However, its focus is
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Dynamics,

etc.).

chat integration in one

interface (Pharma -

Pitcher) (Pharma -

Pitcher). It’s like a front-

end that can sit on top

of any CRM (via

integration), which

appeals to companies

wanting flexibility.

- Great Integration

Options: It’s known for

strong integration with

popular CRM and

content systems. For

example, Fujirebio

(diagnostics company)

chose Pitcher

specifically for its deep

integration with

Salesforce CRM and

Microsoft SharePoint

(as content repository),

ensuring field reps

always have the latest

resources (Pharma -

Pitcher). This indicates

Pitcher can adapt to

different backends. It

also captures all

interaction data back

into the CRM system of

choice (Pharma -

Pitcher), closing the

loop even in

heterogeneous

solely on CLM/sales

enablement, which

can be a strength and

a weakness.

- Less End-to-End:

Pitcher solves the

front-end presentation

and capture part well,

but it is not a full CRM.

So companies still

need a CRM system

behind it. This means

IT manages two

systems (Pitcher and a

CRM like SFDC or

Dynamics) instead of

one. Data

synchronization is

crucial (though Pitcher

automates CRM

updates). For firms

that prefer one

vendor, this multi-

vendor setup could be

a drawback.

- Feature Gaps:

Pitcher may lack some

peripheral features

that an integrated

suite would have –

e.g., it has content

approval workflows

but many firms use a

separate system for

med/legal approval
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environments.

- User-Friendly & Fast

Deployment: Pitcher

has been recognized as

a “Cool Vendor” by

Gartner for its

innovative approach

(Gartner Selects Pitcher

as a “Cool Vendor” in

Life Sciences). It

emphasizes quick

implementation and a

simplified UX. Because

it’s not tied to a giant

platform, some clients

report it’s nimble in

adding features or

customizations. Also, it

natively supports

messaging apps

(WhatsApp, WeChat)

for HCP communication

within the tool (Pharma

- Pitcher), which is

cutting-edge for

pharma engagement.

(like Vault or

SharePoint). It’s

primarily a rep tool;

marketers might need

other tools for

campaign planning.

Therefore, Pitcher

often exists as part of

a larger martech

stack, and integration

excellence is needed

to make it seamless.

Table 1: Comparison of Veeva CLM and Alternative Pharma CLM Solutions (IQVIA VS.

VEEVA: Comparing Pharma’s Top Platforms-Assemble Studio - Web Development & Digital

Production) (IQVIA VS. VEEVA: Comparing Pharma’s Top Platforms-Assemble Studio - Web

Development & Digital Production) (Pharma - Pitcher)

As shown above, Veeva CLM’s primary competition comes from two angles: big-platform

competitors (Salesforce+IQVIA) and point-solution specialists (Pitcher). IQVIA OCE,

supported by Salesforce, is the closest analogue, aiming to provide a similar all-in-one

CRM+CLM experience. It tends to win deals with smaller or more cost-sensitive companies, or
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those heavily invested in IQVIA’s data services. Salesforce’s own Life Sciences Cloud is an

upcoming entrant that could alter the landscape by providing a more unified Salesforce-native

option, especially attractive to companies who want to minimize vendors. Pitcher represents a

more modular approach – ideal for organizations that want a best-of-breed detailing tool that

can plug into their existing infrastructure (for example, a company using Microsoft Dynamics

CRM could use Pitcher to add CLM capabilities, since Veeva wouldn’t be an option there).

For IT professionals, the choice may come down to strategic alignment and total cost/benefit

rather than pure feature checklists (since on features, there is a lot of parity in basic CLM

functionality). Some considerations include:

Integration with Existing Systems: If a company already has Veeva CRM, adding CLM is

straightforward. If a company is all-in on Microsoft or has a custom CRM, a solution like Pitcher or

perhaps Exeevo (Dynamics-based, not discussed above) might integrate more smoothly. Veeva and

IQVIA both integrate with common pharma data systems (like SAP for sample inventory, etc.), but

subtle differences exist. Veeva’s openness with data (they highlight open APIs and even allow IQVIA

data integration) vs. IQVIA’s historically more closed ecosystem can be a factor (IQVIA VS. VEEVA:

Comparing Pharma’s Top Platforms-Assemble Studio - Web Development & Digital Production)

(IQVIA VS. VEEVA: Comparing Pharma’s Top Platforms-Assemble Studio - Web Development &

Digital Production).

Vendor Strategy and Support: Large enterprises may value Veeva’s singular focus on life sciences

and strong support model, whereas others might prefer the generalist might of Salesforce which

comes with a vast pool of admins and developers. IQVIA, being a data company, often positions OCE

as part of a broader analytics partnership. And a company might choose Pitcher if they desire more

personalized attention and quicker feature development cycles, as suggested by its customer

feedback.

Cost and Flexibility: Veeva is premium and usually a longer-term commitment (enterprise

agreements that bundle multiple products). IQVIA might be more flexible in pricing or modularity.

Pitcher could be used even on a per-country or pilot basis due to its modular nature. For instance,

some pharma affiliates in emerging markets have used Pitcher on top of a basic CRM when they

couldn’t afford Veeva enterprise-wide, and then later scaled to Veeva globally. The total cost of

ownership should factor in not just licensing, but also implementation, training, and content

production costs (e.g., creating CLM content might require certified agencies – many agencies are

certified on Veeva, but they may charge more for that expertise).

In conclusion, Veeva CLM remains the gold standard in 2025 for closed-loop marketing in

pharma, but competitors are actively closing the gap. IQVIA OCE is very similar in capability

(IQVIA VS. VEEVA: Comparing Pharma’s Top Platforms-Assemble Studio - Web Development &

Digital Production) and, with Salesforce’s backing, will likely become a more common choice

especially for companies exiting Veeva’s Salesforce-based CRM. Salesforce’s own offering is

anticipated to bring new competition especially among those already using Salesforce in other

parts of their business. Pitcher and other niche players thrive by offering flexibility and focused

innovation. IT leaders should evaluate how each option fits into their broader architecture and

digital strategy. For example, if a company values complete vertical integration and minimal
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integration effort, Veeva is compelling. If a company values openness and mix-and-match of

components, they might lean towards a combination like Salesforce CRM + Pitcher CLM or

similar. Regardless of the choice, the importance of CLM is now well-established, and not

implementing some form of closed-loop marketing would mean falling behind industry

standards.

Benefits of Implementing Veeva CLM

Adopting Veeva CLM brings numerous benefits for pharma companies, especially when the

implementation is aligned with business processes. Below are some of the key benefits, framed

for an IT/pharma audience:

Improved HCP Engagement and Sales Impact: The most direct benefit is the boost in the quality of

engagements with healthcare providers. Reps armed with interactive, multimedia content can convey

complex information more effectively than with static printouts or verbal descriptions. This leads to

better educational value for HCPs and often more time spent in productive discussion. As noted,

using digital content has been linked to higher prescription uptake (2.5× increase in new patient

starts) (Digital content linked to 2.5 times boost to new patient starts). Moreover, reps can respond

to HCP inquiries on the spot by pulling up relevant approved content (for example, showing a study

result when a doctor asks about efficacy), thereby increasing the credibility and usefulness of the

visit. For IT stakeholders, these engagement benefits translate into positive business metrics that

justify the investment in CLM technology.

Real-Time Data and Insights: Veeva CLM turns each sales call into a data-generating event.

Immediately after an interaction, the company knows what was presented and how the HCP

responded (e.g., which topics interested them). This is a huge improvement over traditional call

notes which might be subjective or inconsistent. With CLM, data collection is passive and

standardized – every rep click is logged uniformly. Over time, this builds a robust dataset that can

be analyzed for trends. Marketing teams can run reports to see, for instance, “Dr. Jones has seen

these 3 key messages and not seen the 4th one yet” or “Cardiologists in New York engaged 40%

more with content about heart failure than those in California.” These insights drive better

segmentation and targeting decisions (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva

Systems EU). For IT, providing such analytics capability elevates the role of the IT department from a

support function to a strategic partner enabling data-driven decisions. Additionally, senior

management gains visibility into field activity like never before – dashboards can show content

usage, rep effectiveness, etc., enabling proactive adjustments. Veeva’s CRM MyInsights and new

Veeva CRM Pulse benchmarks even allow companies to compare their engagement metrics against

industry averages to see where they stand (Veeva Pulse Field Trends Report-Veeva Systems EU)

(Veeva Pulse Field Trends Report-Veeva Systems EU).
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Compliance and Risk Mitigation: The pharmaceutical industry’s compliance requirements for

promotions are stringent (e.g., only approved materials can be used, no off-label discussion, proper

documentation of what was shown in each call). Veeva CLM enforces compliance by design: reps

cannot use unapproved content, since the app’s library is centrally controlled by the approved

Vault repository (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems EU). This

reduces the risk of a rep accidentally using an outdated slide or an unvetted piece of information. All

content usage is recorded, creating an audit trail that can be invaluable if questions ever arise about

what was promoted to physicians. In the event of a regulatory audit or an internal compliance check,

the company can produce reports from Veeva CRM showing exactly what was presented and when,

demonstrating control over promotional practices. Furthermore, features like consent capture (for

example, recording HCP consent for receiving emails or for participation in certain programs) are

integrated, helping comply with data privacy regulations (HIPAA, GDPR for EU, etc.). By centralizing

content distribution, Veeva CLM also ensures that when an update is made (say a new safety warning

must be added to a detail aid), the new version is instantly pushed to all users and the old version is

retired – closing potential compliance gaps swiftly. From an IT perspective, having a validated system

with these controls reduces the burden of monitoring and manual enforcement. Veeva’s platform is

built with regulatory compliance in mind, which can simplify validation processes (Veeva provides

validation documentation to meet GxP requirements).

Efficiency and Productivity Gains: Veeva CLM can significantly streamline operations for both reps

and content managers. For reps, logging a call can be as easy as one tap, since CLM auto-populates

call records (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems EU) – this saves

time and encourages better tracking of activities. Reps can also handle multiple tasks in one app

(presenting, scheduling follow-ups, sending an email, recording sample drops) instead of juggling

disparate tools, which improves their productivity and adoption of the system. For content and

marketing teams, the end-to-end digital workflow (Vault to CLM to feedback) eliminates a lot of

manual work that existed in older processes, like distributing content via email or USB drives and

hoping reps use it. Sanofi Pasteur MSD, for example, cut time-to-market for new content by 3

months in major markets by using Vault and CLM to centralize and distribute assets efficiently

(Customer Success Story Sanofi Pasteur MSD’s Digital Transformation Deepns Customer

Engagement). They also projected operational efficiency gains of 17% in year one and 33% by year

five from reducing redundant content efforts and simplifying reviews (Customer Success Story

Sanofi Pasteur MSD’s Digital Transformation Deepns Customer Engagement). These kinds of

efficiency gains free up resources – e.g., marketing can focus on content quality rather than chasing

if people have the latest materials, and IT can focus on value-add projects rather than putting out

fires related to version control issues. Additionally, digital detailing reduces reliance on printed

materials, potentially saving costs on print and shipping (and is more environmentally friendly – a

side benefit important to some companies’ corporate goals).
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Enhanced Collaboration Between Sales and Marketing: CLM serves as a bridge between field

feedback and marketing strategy. When marketing can see what’s happening in the field nearly in

real-time, they can adjust tactics much faster – creating a more agile marketing approach. Feedback

from reps (often captured qualitatively in CLM call comments or through metrics like “slide X

frequently skipped”) can be quickly relayed to content creators. Some companies set up cross-

functional “Content Excellence” teams that meet monthly to go over CLM analytics and decide on

updates; this fosters a tighter sales-marketing loop. In one case, an executive commented that using

Veeva, everyone across the commercial team works in lockstep and is no longer limited by siloed

views of the customer (Customer Success Story Sanofi Pasteur MSD’s Digital Transformation Deepns

Customer Engagement). This cultural benefit – breaking silos – is supported by the common data

and tools that CLM/CRM provides. Everyone sees the same customer journey data, which

encourages a more unified strategy (e.g., a marketer can directly see outcomes of a sales call

campaign and a sales leader can see which marketing content assets are most effective). For IT,

enabling a unified platform that multiple departments use increases IT’s stakeholder set and

strategic importance.

Future-Readiness (AI and Beyond): With Veeva’s ongoing enhancements, companies using CLM

are well-positioned to leverage new technologies like AI. For instance, Veeva is adding AI capabilities

(e.g., CRM Suggestions, and a planned “CRM Bot” in 2025 for reps) to analyze engagement data and

provide recommendations (Life Sciences CRM Landscape Overview for 2024 and Beyond-Zensar)

(Life Sciences CRM Landscape Overview for 2024 and Beyond-Zensar). Because CLM supplies rich

data, these AI features can be more effective. A company with a robust CLM practice will have the

training data to feed AI models for next best actions, predictive content recommendations, etc. Even

emerging trends like augmented reality detailing or interactive simulations can be rolled out through

CLM apps. Being on a leading platform like Veeva ensures early access to such innovations, keeping

the organization competitive in customer engagement.

In essence, Veeva CLM offers a multitude of benefits that align with both commercial

objectives and operational excellence. It elevates the quality of interactions (leading to better

commercial outcomes), while simultaneously increasing compliance and efficiency. For IT

professionals championing such a project, these benefits translate to clear ROI and stakeholder

satisfaction: sales sees more impact, marketing sees more insight, compliance sees more

control, and executives see data-driven performance improvements. It’s important, however, to

communicate and measure these benefits – for example, tracking engagement metrics pre- and

post-CLM implementation, measuring content approval cycle times, etc., to continuously

demonstrate the value being delivered.

Challenges and Considerations

While Veeva CLM and similar platforms provide powerful capabilities, implementing and using

them is not without challenges. Organizations need to be mindful of potential hurdles and plan

for them. Key challenges and considerations include:
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Initial Adoption and Training: Rolling out CLM to a field force requires change management.

Seasoned sales reps who are accustomed to paper visual aids or simple slide decks may need time

and training to become comfortable with the new tools. There can be a learning curve to using the

iPad app effectively during a live conversation (e.g., navigating the content menu smoothly, not

getting bogged down by the technology). Veeva CLM is designed for usability, but reps still need to

practice to integrate it naturally into their style. Companies often address this by providing hands-on

workshops, simulations, and even certifications for reps on CLM use. For example, IQVIA observed

that group training sessions (with practice presentations) can improve proficiency as an

alternative to self-paced learning (IQVIA VS. VEEVA: Comparing Pharma’s Top Platforms-Assemble

Studio - Web Development & Digital Production). Ensuring that every rep knows how to tailor a

presentation, capture an order, or send a follow-up email via the system is crucial. Without strong

adoption, the best content and analytics will fall flat. Thus, IT and sales leadership must partner to

emphasize training (as Otsuka did by appointing local trainers and requiring practice sessions for

each affiliate). Additionally, motivating reps to use CLM consistently might involve showing them the

personal benefits (e.g., how it makes their job easier, or using gamification by tracking CLM usage

rates).

Content Creation and Maintenance: CLM thrives on a steady supply of high-quality, engaging

content. Producing such content can be resource-intensive. Pharma companies need to invest in

content development (often involving agencies specialized in CLM content creation using HTML5,

etc.). Designing interactive content that is both effective and compliant requires skill – as one expert

noted, CLM content needs to be thoughtfully designed to anticipate HCP questions and allow

slick navigation (Closing the Loop on Pharma Marketing-PharmaVoice). Poorly designed content

won’t be used by reps. Thus, marketing and medical teams must allocate budget and time for

continuous content updates. Moreover, given that 77% of content might be underutilized (Digital

content linked to 2.5 times boost to new patient starts), it’s important to avoid the trap of creating

content for its own sake. A challenge is establishing a feedback loop where content usage data

informs the content strategy (which is exactly what CLM enables, but it requires organizational

discipline to act on the data). Also, content must be kept updated: label changes, new studies, or

messaging shifts mean frequent updates in Vault. The organization needs a clear process for content

expiry and refresh. IT’s role here could be to ensure the Vault-to-CLM pipeline is efficient and maybe

to provide tools to content creators for rapid updates (like templates, etc.). Some companies are also

exploring modular content (fragments) that can be assembled dynamically in CLM – enabling

personalization but that adds complexity to content management.
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Integration and Data Quality: While Veeva CLM is integrated within the Veeva ecosystem, many

companies have a broader IT landscape to consider. There may be a need to integrate CLM data with

other systems: for example, pushing CLM data into a data warehouse to correlate with sales

numbers, or pulling formulary data into Veeva CRM to help reps during CLM presentations. Ensuring

smooth integration via APIs or ETL processes is an IT responsibility. One specific integration

challenge is if a company doesn’t use Veeva Vault for content – while Veeva CLM works best with

Vault, some firms initially try to integrate it with an existing DAM (digital asset management) system.

This can be done (e.g., Pitcher integrated with SharePoint in one case (Pharma - Pitcher)), but it may

require custom development or middleware, increasing project complexity. Additionally, data quality

in CRM is paramount: CLM is only as good as the customer data and call records in the CRM. If HCP

records are incomplete or not properly aligned (say, a call gets logged to the wrong account), the

insights derived can be skewed. IT needs to ensure master data management (perhaps using Veeva

OpenData or other MDM solutions) so that the target lists and call data are clean. Another

consideration: offline access – reps often work in hospitals with no Wi-Fi; Veeva CLM supports

offline use and later sync, which is great, but IT should test sync processes and conflict handling

(e.g., two reps syncing large videos simultaneously). Proper device management (MDM for iPads) is

also part of IT’s scope to ensure app updates and content downloads happen smoothly.

User Experience and Overload: With so much data and content available, there’s a risk of

information overload. Reps might be presented with a huge library of materials in CLM – if not

organized well, they may find it hard to locate the right piece at the right time. Veeva CLM allows

tagging, filters, and favorites, but the taxonomy needs to be planned (e.g., by product, by category,

etc.) so that navigation is intuitive. Also, while collecting data is good, reps should not be forced to

complete too many steps to log a call or capture feedback beyond what is automatic. The goal is to

streamline workflow (Veeva promotes “automatically record calls with one click” for user

satisfaction (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva Systems EU)). If the

workflow is configured poorly (say, requiring reps to fill extra forms after a call), it could deter usage.

So configuration and testing with end-users is important to get the UX right. Another UX challenge is

ensuring CLM doesn’t inadvertently make the interaction too “tech-centric” – reps need to maintain

eye contact and dialogue, not just stare at the tablet. Training should cover soft skills of using digital

aids (like pausing the screen when needed, or not flipping slides too quickly).
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Compliance and Regulatory Updates: While CLM helps with compliance, it also means any

changes in compliance rules require updates to the system or processes. For instance, if regulations

change around what needs to be documented for an HCP interaction, the CRM/CLM setup must be

adjusted to capture that. A current example is evolving data privacy laws – ensuring the system

captures and honors HCP communication preferences is crucial (Veeva has consent management

features, but they must be configured per local law). If an HCP opts out of certain communications,

CLM should ideally reflect that by not allowing a rep to email that HCP content, for example. These

require vigilance and maintenance from the IT and compliance teams. Additionally, as new channels

emerge (like maybe texting or new chat platforms), bringing them into the “closed loop” in a

compliant way will be a challenge – though Veeva and others are actively exploring controlled chat

platforms for HCPs (Inbound HCP communication channels double digital engagement, Veeva finds-

Fierce Pharma) (Inbound HCP communication channels double digital engagement, Veeva finds-

Fierce Pharma). Companies will need to continuously update policies and training on appropriate use

of CLM (e.g., what to do if a doctor asks about off-label info – the rep should capture the question

and forward to medical, not show unapproved content; CLM can facilitate sending that request to

medical via an integrated process, but the workflow must be defined).

Measuring ROI and Justifying Investment: Implementing Veeva CLM is a significant investment (in

software licenses, devices, content creation, training, etc.). It’s important for IT and business

sponsors to measure and communicate the return on this investment. This itself can be challenging –

tying CLM usage to sales outcomes requires good analytics and sometimes statistical analysis to

account for confounding factors. Skeptics in the organization may question if increased sales are due

to CLM or other factors. Thus, having clear KPIs (like increased call rate, increased HCP reach,

higher message recall, or simply efficiency gains as measured by time saved or reduction in print

costs) is important. Some of these numbers were discussed in the earlier section; using industry

benchmarks can help make the case (e.g., “if we increase CLM use to X%, we expect lift in

prescriptions based on industry data (Digital content linked to 2.5 times boost to new patient

starts)”). Overcoming internal resistance might require showcasing success stories (maybe starting

with a pilot project or one brand and then expanding). IT should be prepared to support the analytics

effort to demonstrate impact – for instance, integrating sales data with CLM data to show that

territories with higher CLM adoption saw better performance, if that’s the case.

Alternative Channels and Strategy Alignment: One subtle challenge is ensuring CLM is part of a

broader multichannel strategy, not an isolated initiative. If, for example, the company’s marketing is

heavily shifting to digital self-service portals or third-party platforms, CLM usage must be

coordinated with those. Veeva offers tools like Engage for Portals and is expanding in digital, but

companies should avoid siloing the rep-driven CLM data from other engagement data. Strategically,

the organization should decide how CLM (rep-driven content) works alongside marketing automation

(emails, webinars) and medical engagements. Without this alignment, HCPs could get inconsistent

experiences. It’s on leadership and IT to integrate data streams and plan customer journeys that

incorporate all channels smoothly (the concept of “orchestrated” engagement). Essentially, CLM

should be one component of an omnichannel customer engagement ecosystem – if

implemented in isolation, its effectiveness will be limited. This is more a strategic challenge than a

technical one, but technology can either enable or hinder integration (e.g., if CLM data isn’t shared

with marketing automation, marketing might continue bombarding a doctor with messages they’ve

already seen via a rep).
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By anticipating these challenges, IT professionals can work with business colleagues to mitigate

them. For instance, allocating sufficient time for user training, doing phased rollouts, having

content governance committees, performing integration tests, and establishing clear success

metrics are all good practices. It’s also beneficial to solicit continuous feedback from end users

(the reps and MSLs) on what’s working or not; after all, they are the customers of the CLM tool.

In some cases, companies create a “field user council” that meets quarterly to discuss

CRM/CLM issues and improvements – a great way to catch user experience problems early and

keep the solution aligned to field needs.

Conclusion

Veeva CLM has emerged as a critical technology for pharmaceutical commercial operations,

enabling companies to execute closed-loop marketing with precision and agility. For IT

professionals in pharma, Veeva CLM is not just another software tool to deploy – it is a platform

that fundamentally enhances how sales and marketing teams interact with healthcare customers

and how those interactions are measured and optimized. By integrating content, customer data,

and analytics, CLM closes the feedback loop that historically was missing in pharma promotions,

thus empowering organizations to be more data-driven and customer-centric.

In this comprehensive overview, we explored what Veeva CLM is and how it works within the

broader Veeva ecosystem (CRM and Vault). We saw that its core features – from interactive

content delivery to automatic data capture – align tightly with the needs of pharmaceutical reps

and compliance demands. The architecture leverages cloud integration to ensure field users

always have the latest approved materials and that every detail is recorded centrally. We

discussed how CLM supports multichannel engagement strategies, which have become

indispensable as HCP access patterns change and digital channels expand. Real-world examples

from large and mid-sized pharma companies illustrated tangible benefits such as increased

engagement (e.g., 70% CLM call rates on launches (Customer Success Story Sanofi Pasteur

MSD’s Digital Transformation Deepns Customer Engagement)) and higher productivity (e.g.,

more frequent rep-HCP interactions via email and remote calls (Customer Success Story Sanofi

Pasteur MSD’s Digital Transformation Deepns Customer Engagement)), as well as qualitative

improvements like better targeting (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva

Systems EU) and personalization (Veeva CLM-Closed-Loop Marketing for Life Sciences-Veeva

Systems EU).

The report also presented comparative insight into alternative solutions. While Veeva currently

leads the pack – with an ~80% market share in pharma CRM (Life Sciences CRM Landscape

Overview for 2024 and Beyond-Zensar) – competition from IQVIA and Salesforce is intensifying,

and niche players like Pitcher offer viable options for certain scenarios. We can expect the

landscape to continue evolving, especially as Salesforce Life Sciences Cloud comes to fruition

and as AI-driven features become standard. IT decision-makers should continuously monitor

these developments to ensure their companies leverage the best tools for their needs, possibly
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even adopting a hybrid approach if it suits (for instance, using Veeva for CRM but plugging in a

specialized module where it provides an edge).

In terms of benefits, Veeva CLM delivers clear value across multiple dimensions: better

engagement and educational impact, robust compliance controls, efficiency gains in content

management, and rich data for decision-making. These translate into improved ROI on marketing

and sales efforts, which is evidenced by statistics like the significant uptick in prescriptions

linked to CLM use (Digital content linked to 2.5 times boost to new patient starts) and high

response rates from orchestrated campaigns (Customer Success Story Sanofi Pasteur MSD’s

Digital Transformation Deepns Customer Engagement). However, realizing these benefits

requires more than just technology deployment. It demands cross-functional collaboration,

adequate training, content strategy, and ongoing management attention. Challenges such as

user adoption, content upkeep, and integration need to be actively managed, as discussed.

For an audience with IT and pharma background, perhaps the most salient takeaway is that

implementing Veeva CLM is a transformational project that sits at the intersection of

technology, marketing, sales, and compliance. It showcases how IT can lead in delivering a

platform that not only drives operational improvements but also contributes directly to strategic

business outcomes (like growth of new products or deeper customer relationships). In the era of

digital pharma, where reps are no longer just face-to-face messengers but orchestrators of a

personalized experience, tools like Veeva CLM are indispensable.

As of 2025 and beyond, we can anticipate further innovations in CLM: more AI-driven content

suggestions, possibly integration of real-time outcomes data (to tailor discussions based on

patient results), and enhanced remote engagement capabilities (maybe VR/AR details as a norm

for complex science). Veeva has already started integrating AI and exploring advanced

visualization (IQVIA VS. VEEVA: Comparing Pharma’s Top Platforms-Assemble Studio - Web

Development & Digital Production) (IQVIA VS. VEEVA: Comparing Pharma’s Top Platforms-

Assemble Studio - Web Development & Digital Production). The closed-loop marketing systems

of the future may become even “smarter,” automatically adjusting content flow within a meeting

based on the HCP’s cues or integrating with self-service portals to hand off interested HCPs to

on-demand content after a rep visit.

In conclusion, Veeva CLM currently provides a robust, industry-aligned solution that

delivers proven value in pharma marketing and sales, making it a top choice for companies

aiming to enhance their multichannel HCP engagement. With thoughtful implementation and

continuous improvement, it enables pharma IT teams to support their organizations in forging

deeper, data-informed relationships with healthcare providers – ultimately supporting better

commercialization success and potentially better health outcomes through improved HCP

education. The closed loop, it turns out, benefits all parties: HCPs get more relevant information,

pharma companies get better results and insights, and patients benefit when their providers are

well-informed about therapies.
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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 an AI software development company specializing in helping life-science companies

implement and leverage artificial intelligence solutions. Founded in 2023 by Adrien Laurent and based in

San Jose, California.

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

business needs, please consult with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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