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Executive Summary
Veeva CRM’s Approved Email offers a fully compliant, field-managed email channel for healthcare professionals

(HCPs). It integrates tightly with Veeva Vault (content management) so that only centrally-approved HTML email

templates and content fragments are used ([1] crmhelp.veeva.com) (pharmatune.tech). When implemented well, Approved

Email can dramatically boost engagement: for example, one leading biopharma saw open rates near 60% (about 3×

industry average) and a 30% increase in HCP engagement by empowering 300 field reps with this channel ([2]

www.veeva.com) ([3] www.veeva.com). Census analytics indicate that Veeva is the dominant life-sciences CRM (≈21.5%

market share) and that 70%+ of top pharmaceutical companies use Veeva products ([4] www.globalgrowthinsights.com),

underscoring its widespread adoption.

However, success depends on rigorous planning and avoiding common mistakes. Business and technical teams must

define objectives, onboard stakeholders (IT, marketing, compliance, legal, sales), and carefully configure CRM-Vault

integration and email infrastructure ([5] crmhelp.veeva.com) ([6] www.veeva.com). Content strategy and user training are

essential. Common pitfalls include sending irrelevant or impersonal emails, using overly busy designs, ignoring

analytics, or skipping training ([7] www.drcomgroup.com) ([8] www.drcomgroup.com) ([9] www.drcomgroup.com). This report

provides a deep dive into the implementation playbook (strategic planning, technical setup, content creation, testing,

rollout and metrics) and identifies pitfalls with mitigation strategies. We draw on vendor documentation, industry reports,

and case studies (e.g. Veeva-branded case studies, expert blogs) to deliver evidence-based guidance.

Introduction: Background and Context
In recent years the pharmaceutical industry has undergone a digital transformation. Historically, pharma reps relied

almost entirely on face-to-face visits and mailings to engage doctors and healthcare organizations. However, factors like

COVID-19 restrictions and changing HCP preferences have driven a shift toward remote and digital channels. Veeva’s

CRM portfolio (a cloud CRM tailored for life sciences) introduced Approved Email in 2013 as a native, compliant email

channel for HCPs ([10] www.veeva.com) ([1] crmhelp.veeva.com). This feature allows sales reps to send pre-approved
HTML emails to their HCP contacts. Crucially, the content (templates and fragments) is authored and reviewed in Veeva

Vault (or Veeva PromoMats) so that every outgoing email is compliant with regulations. Veeva’s documentation describes

Approved Email as “functionality that exists between both Veeva CRM and Veeva Vault” enabling reusable HTML
content to be sent by reps, with all interactions tracked back into CRM for analytics ([1] crmhelp.veeva.com) ([11]

crmhelp.veeva.com).

Approved Email is now a mature product (21.5% market share CRM leader ([4] www.globalgrowthinsights.com), 100+

customers) and aligns with multi-channel engagement strategies ([4] www.globalgrowthinsights.com) ([12]

www.veeva.com).External analysts report that 70% of top global pharma companies and ~45% of large biotech firms

use Veeva CRM ([4] www.globalgrowthinsights.com). Digital channels are in high demand: Veeva Pulse surveys found 75–
84% of HCPs want to maintain or increase digital interactions (email, chat, web) with industry ([13] www.veeva.com) ([14]

www.veeva.com). In fact, rep-sent email is now one of the most-used digital channels by field teams ([12] www.veeva.com),

serving as a “connector” between in-person and digital touchpoints. During the pandemic, Veeva customers created 3.5×
more digital content than print (pulsedigital.co.uk), and usage of Approved Email surged, leading to average open rates

around 40% (far above typical marketing benchmarks) with click-through rates reported up to 6× the industry norm

(pulsedigital.co.uk).

At the same time, strict regulations govern HCP email outreach. U.S. law (CAN-SPAM Act) allows pharma brands to send

commercial emails to physicians without prior opt-in, but requires a functional opt-out mechanism within 10 business

days ([15] emailaddress.ai). HIPAA privacy rules generally do not apply when emailing doctors about products, since no

patient protected health information is exchanged ([16] emailaddress.ai) ([17] emailaddress.ai). EU and UK HCPs are
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governed by GDPR, which requires a legitimate interest or consent framework and immediate opt-out for marketing

emails ([16] emailaddress.ai) ([18] emailaddress.ai). “Most pharma marketing teams have asked their legal team [about

emailing doctors],” notes one expert, who clarifies that CAN-SPAM, not HIPAA, is the primary U.S. law for pharma email

([16] emailaddress.ai) ([15] emailaddress.ai). In practice, Approved Email provides built-in compliance (tracking opt-outs, audit

logs, sign-offs) so that all regulatory requirements are met automatically, as evidenced by Veeva’s support documentation

([15] emailaddress.ai) ([19] vaultcrmhelp.veeva.com).

This report examines the current state and future of Approved Email in Veeva: the strategic rationale, a detailed

implementation playbook, lessons from live deployments, and guidance on avoiding the most common pitfalls. We

combine industry data (HCP engagement statistics, open/click benchmarks), product documentation, and real-case

examples (Veeva case studies and consultancies) to present a thorough, actionable analysis.

Implementation Playbook

1. Strategy and Stakeholder Alignment
Define use cases. Approved Email should extend the value of in-person and digital interactions, not replace them.

Business stakeholders (marketing, CRM teams, medical liaisons) must articulate when and why reps will use email –

e.g. meeting invitations, follow-ups, event promotions, or patient support materials. An effective strategy segments

scenarios by context (pre-visit vs. post-visit, promotional vs. educational) and aligns them with appropriate templates and

key messages ([20] www.drcomgroup.com). For example, as one consultant warns, emailing HCPs “before any interaction”

can feel cold and cause pushback; better to send approved content only in follow-up to a recent call ([7]

www.drcomgroup.com).

Build a cross-functional team. Implementation requires input from IT, marketing, content authors, sales leadership, and

compliance/legal. For instance, a large biopharma formed a cross-functional task force (including brand, field leadership,

compliance, legal, regulatory, training) to govern their Approved Email pilot, ensuring rapid execution without compliance

lapses ([6] www.veeva.com). This kind of alignment is critical: brand managers and legal teams must coordinate to rapidly

create and approve content, while IT/CRM specialists handle the technical setup. Notably, “biopharma field teams were

already early pioneers” with other digital tools (like virtual meetings), so broad change management was needed before

scaling their Approved Email program ([21] www.veeva.com). The playbook begins with chartering such a governance team

and defining metrics upfront (e.g. target open/CTR, engagement lift, or number of HCPs contacted).

Prepare data and compliance posture. Ensure your HCP master data in CRM is clean and opt-in status (if tracked) is

accurate. Confirm that your legal/regulatory team has reviewed approved-contact lists. Veeva’s system can enforce

consent tracking via integration with an opt-in database, but this must be configured (e.g. linking CRM contacts to a

consent table). The team should also plan for reporting the audit logs and opt-out lists required by laws like CAN-SPAM

([15] emailaddress.ai) ([19] vaultcrmhelp.veeva.com).

2. Technical Setup and Configuration

2.1 Enable Approved Email in CRM. In the Veeva CRM setup console (Multichannel Settings), toggle on the Approved
Email functionality and configure defaults, such as the sender domain, default from-address, and compliance tracking

fields (pharmatune.tech). Create a dedicated sending domain record (e.g. emails@companyname.com) in CRM and

map it to your corporate email infrastructure ([22] crmhelp.veeva.com). This domain must be properly validated

(SPF/DKIM/DMARC) to ensure deliverability. Veeva’s admin guide explicitly calls out “Creating a Sending Domain” as a

key step ([22] crmhelp.veeva.com).
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2.2 Assign User Roles and Licenses. Before users can send Approved Emails, CRM admin users (and content admins)

must be granted the necessary permissions in Veeva (similar to other modules) ([5] crmhelp.veeva.com). Veeva requires

specially assigning Approved Email licenses to end users: in the “Configuring Approved Email End Users” process, each

rep is enabled for the feature ([23] crmhelp.veeva.com). This can be done manually or via profile configuration. Additionally,

set up any offline/VMOC profiles for iPad if reps will email while offline ([24] crmhelp.veeva.com).

2.3 Integrate CRM with Veeva Vault for Content. Approved Email content lives in Vault (Vault PromoMats or Vault

CRM). Use the Vault integration feature to link your CRM org with a Vault instance ([25] crmhelp.veeva.com). This

involves setting up an integration user and enabling the Veeva CLM/Vault sync for Approved Email content. Once

integrated, Vault administrators must publish Approved Email “documents” (HTML templates) and fragments into Vault,

which then sync automatically to CRM as “Approved Email” records. The sync mechanism ensures that when marketing

teams approve a new email template in Vault, it becomes available in CRM without manual intervention ([26]

www.veeva.com). After configuration, verify the sync by checking that an “Approved Document” appears in CRM’s

Approved Email admin list. (If templates go missing, it often means they haven’t been promoted or integrated properly.)

2.4 Configure Compliance Tracking and Logging. In CRM’s settings, enable tracking fields (e.g. audit logs) to capture

every email interaction (pharmatune.tech). Veeva recommends turning on audit logs for Approved Email so that every

send is recorded in CRM history. Set up fields or custom objects for tracking opt-outs and bounce statuses; CRM will

display errors for bounced addresses ([19] vaultcrmhelp.veeva.com). Also configure any consent or suppression list

integration needed by your region (Veeva can call out an unchecked violation, or you can maintain a “do not email”

contact list in CRM). Compliance tracking also includes lifecycle controls: for example, setting expiration dates on email

templates so that outdated content cannot be used (pharmatune.tech).

2.5 Set Up Sender Profiles. Approved Emails are sent “from” a named sender profile (e.g. a rep or admin). Configure

sender profile records in CRM: link each profile to an actual user/role slug (pharmatune.tech). Assign the appropriate

sender profile to each rep in the User Management section (under Users → Sender Profiles) (pharmatune.tech). Ensure

every email address and display name is correctly linked to a profile: this alignment guarantees compliance (the email

always shows the intended sender). After setup, perform a test send from each profile to verify that the “From” address

appears correctly and that audit logs capture the send (pharmatune.tech).

2.6 License and Offline Setup. Lastly, review the Approved Email license usage page to confirm all intended users are

licensed ([22] crmhelp.veeva.com). If reps will use tablets offline, configure VMOC containers so they can still launch emails

in offline mode ([24] crmhelp.veeva.com). Make sure mobile and browser platforms are enabled (Approved Email works in

desktop browser, iPad, iPhone with CRM Mobile). With setup complete, move to content creation and testing.

3. Content Creation and Management
3.1 Develop Email Templates. The heart of Approved Email is template content. Templates are HTML email bodies built

(often by marketing agencies) to include branding, stylized design, and variable tokens. According to industry guidance,

each template should include placeholders for personalization (e.g. {HCP_Name} , {Account_Hospital} ,

{Product_Info} ) (pharmatune.tech). Templates can be a single email or include “content fragments” (clips from Veeva

CLM or PromoMats) that HCPs can click for details ([7] www.drcomgroup.com). Upload each HTML template into Veeva

Vault (or directly in CRM if Vault is not used) via the Approved Email / Vault admin. When uploading, adhere to responsive

design best practices: test on multiple device sizes (pharmatune.tech) and use Veeva’s built-in Preview to verify that

tokens render correctly and the layout is intact (pharmatune.tech). A responsive, uncluttered design is crucial (see

Pitfalls below).

3.2 Tagging and Permissions. Assign metadata to each template (e.g. therapeutic area, region, language, product

name) to make it easy for reps to find the right email in CRM. Set folder or category permissions so only relevant field

teams see each template (pharmatune.tech). Control which fragments or linked documents are available per email
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(Veeva allows key messages to be specified in the email setup). It’s also wise to set expiration dates on templates (if

laws/regulations require content review after a time) (pharmatune.tech).

3.3 Content Review & Approval. Templates and fragments should be routed through internal review (often via Vault

PromoMats) so that compliance, medical, and marketing approve the content. Once approved, the content gets

“promoted” and automatically becomes available in CRM. This ensures that field reps cannot edit content; they can only

send what’s approved. Marketing leadership typically maintains a centralized library of templates, and it is their

responsibility to update or retire templates as needed (for example, when a drug patent expires or guidelines change).

3.4 Additional Channels (Fragments & BCC). Approved Email supports advanced use cases. For example, you can

insert multiple fragments (such as PDFs or slide shows) into a single email. You can also use BCC to loop in a field or

compliance manager automatically. Any additional content (e.g. links to patient assistance programs, clinical data links)

should be built into the template. Remember that each link or CTA in the email can be tracked.

4. Testing, Training and Deployment
4.1 Testing & Validation. Before launch, perform thorough testing. According to consultancies, this includes functional

tests (send test emails to internal accounts to confirm that HTML renders properly, images display, personalization tokens

populate, and all links work) (pharmatune.tech) (pharmatune.tech). Also do compliance tests: check that every sent email

is logged to the correct account in CRM history and that the opt-out/unsubscribe link (if applicable) functions. Test on all

target devices (desktop, iPad, mobile) and in major email clients. Veeva’s guidance is to run multiple rounds: send test

emails on each sender profile (pharmatune.tech), test the integration with CRM-Vault (create a mock template in Vault

and ensure it syncs to CRM) (pharmatune.tech), and verify bounce/error handling (send to a test address that will bounce

and ensure CRM flags it) ([19] vaultcrmhelp.veeva.com).

4.2 Field User Training. Approved Email is only effective if reps use it correctly. Develop a training program (classroom

or e-learning) led by sales operations and marketing. Training should cover: how to find/select templates in the CRM, how

to personalize and send the email, and compliance do’s and don’ts. Emphasize best practices: for instance, reps should

always customize the doctor’s name and reference the recent visit to avoid sounding generic ([27] www.drcomgroup.com).

Agencies have found that an intuitive user interface and hands-on workshops dramatically improve adoption ([9]

www.drcomgroup.com). Include role-playing or quizzes to reinforce when and why to use Approved Email.

4.3 Phased Rollout. Pilot the solution in one region or with one product brand first. Gather feedback on content, usability,

and any issues (e.g. if reps have trouble with email deliverability or template selection). Adjust based on pilot findings.

Once stable, roll out more widely across teams. During cutover, ensure reps have necessary sender profiles and that

support contacts are available for troubleshooting (e.g. incorrect domain configuration or syncing errors).

4.4 Performance Measurement. From day one, start tracking key metrics: number of emails sent, delivery rates, open

rates, click-through rates (CTR) on each link, and any responses (calls or field visit requests generated). Veeva

automatically captures opens/clicks in CRM ([11] crmhelp.veeva.com). Brands often set benchmarks (e.g., target open 30-

50%, CTR 5-10%). Regularly review dashboard reports: which templates and from which reps are most effective? As one

expert blog emphasizes, failing to monitor these KPIs is a wasted opportunity ([8] www.drcomgroup.com). Establish a

cadence for marketing to use the analytics: monthly or quarterly reviews to retire under-performing content and iterate on

high-impact emails. This “measure-and-learn” approach ensures continuous improvement of your Approved Email

program.

Common Pitfalls and How to Avoid Them
Successful Approved Email deployment goes beyond flipping a switch; it requires best practices in content, design, and

process. The table below summarizes frequent pitfalls encountered by industry practitioners, along with their
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consequences and recommended mitigations:

Common Pitfall Impact if Unaddressed Recommended Mitigation

Using emails for generic outreach (no context) –

sending to HCPs unsolicited, not tied to a recent call (
[7]

www.drcomgroup.com).

HCPs may perceive messages as

spam or irrelevant, lowering trust and

engagement. Creating “cold” email

outreach can breach personal

relationships.

Restrict use to follow-ups or event confirmations after a rep has engaged the HCP. Segment emails by

scenario (pre-visit invites, post-visit summaries). Emphasize relevance in subject lines. Establish clear

business rules for when emails are appropriate.

Over-design / Too many CTAs – cluttered, promotional-

looking email layouts with multiple calls-to-action ([28]

www.drcomgroup.com).

HCPs quickly delete or ignore overly

busy emails. Too many buttons

confuse recipients about the email’s

purpose, reducing clicks.

Keep designs clean and simple. Limit major buttons/graphics to 1–2 and minimize heavy branding so

the email feels “clinical” rather than an advertisement ([28] www.drcomgroup.com).

Provide one clear, compelling CTA. Use white space to focus attention. Test different designs to see

what yields higher open/CTR.

Lack of Personalization – sending identical content to

each doctor, overlooking doctor name or specific

interests (
[7] www.drcomgroup.com) (

[8]

www.drcomgroup.com).

Generic emails fail to engage HCPs.

Doctors (e.g. “Dr. Smith” instead of

“Dr. Smith”) notice a lack of tailoring,

leading them to treat the email as bulk

marketing. Low opens and responses.

Use dynamic tokens (e.g. {HCP_Name} , {Account_Field} ) in templates as allowed by Veeva

(pharmatune.tech). Split lists by specialty, field of interest, or historical data. Include personalized text

reflecting recent meeting content. Always address the HCP by name and reference a recent topic or

need. If possible, leverage Veeva CRM data (e.g. last product discussed) to customize.

Ignoring Analytics / Feedback – failing to monitor

metrics and adjust content accordingly (
[8]

www.drcomgroup.com).

No insight into what works. Low-

performing emails keep being sent,

wasting effort. Teams lose the

opportunity to refine strategy and

improve ROI.

Establish a dashboard of KPIs from day one (emails sent, delivered, opened, clicked). As soon as data is

available, review which messages are resonating (
[8] www.drcomgroup.com). Hold

regular meetings between brand and field managers to discuss email results. Use open/click rates to

retire or rewrite ineffective templates, and to model future campaigns. Include HCP feedback loops (e.g.

surveys or rep reports) to understand preferences.

Training & Adoption Neglect – reps not empowered or

incentivized to use the tool (
[9]

www.drcomgroup.com).

Low usage of Approved Email; reps

default to personal email or ignore the

channel. This wastes the investment.

Inconsistent usage leads to

incomplete data capture and

compliance holes.

Provide comprehensive training (e-learning/workshops) on how and why to use Approved Email ([9]

www.drcomgroup.com). Ensure the CRM interface for email is user-friendly (consider

enhancements like in-slide sending). Reinforce training with quick reference guides. Recognize and

reward reps for using the tool (e.g. sales contests, inclusion in performance metrics). Solicit user

feedback on usability and act on it.

Technical Misconfiguration – e.g. missing sending

domain or sync issues (
[22]

crmhelp.veeva.com) ([19]

vaultcrmhelp.veeva.com).

Emails bounce or are blocked,

harming deliverability. Missing sync

means templates/fragments not

available in CRM. Sending domain

errors can result in rejection by spam

filters.

Double-check DNS records (SPF/DKIM) for the sending domain. Use Veeva’s “Sending Domain” setup

and follow the steps precisely (
[22] crmhelp.veeva.com). After configuration, do test sends

and verify in Veeva logs that sending puts the correct domain in place. Ensure CRM-Vault sync is

working by publishing a test template and confirming it appears in CRM. Leverage Veeva’s bounce-

management: when an address bounces, the rep is alerted to fix it ([19]

vaultcrmhelp.veeva.com).

Compliance Oversight – e.g. believing HIPAA bars all

email, or not honoring opt-outs (
[15]

emailaddress.ai).

Legal risk of violating regulations

(CAN-SPAM fines, GDPR breaches).

Damaged reputation and potential

patient data concerns.

Clarify regulations: CAN-SPAM requires only an opt-out and obeying send restrictions (
[15]

emailaddress.ai); HIPAA generally doesn’t apply to marketing emails (
[29]

emailaddress.ai). Ensure every email includes a clear opt-out link and automatically

unsubscribes addresses. Maintain audit logs. If emailing EU HCPs, ensure legitimate interest is

documented and opt-outs honored immediately ([18] emailaddress.ai). Embed compliance

fields in templates (e.g. “sponsored by, unsubscribe links”) and leverage Veeva’s built-in compliance

tracking (
[30] crmhelp.veeva.com) (pharmatune.tech).

Overall, meticulous setup and discipline are key. Each pitfall above is documented by industry experts. For example,

oversaturating an email design has been repeatedly cited as a cause of low engagement ([28] www.drcomgroup.com), while

using analytics was highlighted as “the best way to learn more about your audience” ([8] www.drcomgroup.com).

Organizations should review this table with stakeholders to ensure these mistakes are addressed proactively.

Implementation Checklist (Playbook in Phases)
Phase Key Tasks & Considerations

Planning & Strategy

• Define clear objectives (e.g. increase touchpoints, support launch) and KPIs (open rate, engagement) (
[2] www.veeva.com) (

[4]

www.globalgrowthinsights.com).

• Assemble cross-functional team (sales, marketing, compliance, IT) ([6] www.veeva.com).

• Identify HCP segments and consent/legal requirements (CAN-SPAM opt-out, local regulations) (
[15] emailaddress.ai) ([16] emailaddress.ai).

• Audit data quality in CRM (valid email addresses, HCP profiles).

Prerequisites

• Obtain admin access to Veeva CRM and Vault (pharmatune.tech).

• Procure or create initial HTML email templates.

• Set up Vault (PromoMats) content library with relevant product slides/fragments.

• Ensure compliance team approves content plan.
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Phase Key Tasks & Considerations

System
Configuration

• Enable Approved Email module in CRM (Setup → Multichannel) and configure defaults (sender domain, compliance tracking) (pharmatune.tech).

• Create Sending Domain record and validate it (DNS) (
[22] crmhelp.veeva.com).

• Assign Approved Email licenses to intended users ([23] crmhelp.veeva.com).

• Configure user roles/permissions (admins, integration users, and end users) as per Veeva guide (
[5] crmhelp.veeva.com).

CRM–Vault
Integration

• Link CRM instance to Veeva Vault and enable Approved Email sync (
[25] crmhelp.veeva.com).

• Use Vault Integration Settings: enter Vault URL/credentials and map to CRM.

• Sync content: Publish Approved Email templates in Vault so they appear in CRM.

• Test sync end-to-end (create test template in Vault and verify in CRM).

Template & Content
Setup

• Upload HTML Templates: Go to Vault (or CRM’s template section) and upload each approved email template (pharmatune.tech). Include personalization tokens ( {HCP_Name} ,

{Account_Field} , etc.) (pharmatune.tech) (
[31] www.drcomgroup.com).

• Assign Metadata: Tag templates by region/product and set folder access (pharmatune.tech).

• Test Templates: Use Veeva Preview and test sends to ensure responsive design and correct rendering on all devices (pharmatune.tech). Perform compliance test in draft.

Sender Profiles

• In User Management, assign/send profiles to each rep or admin (pharmatune.tech). Link each sender profile to the appropriate CRM User record and email address

(pharmatune.tech).

• Verify the “From” name/email for each profile.

• Send test emails from each profile to internal QA addresses to ensure the sender shows correctly and is logged in audit.

Compliance & Audit
Setup

• Enable Audit Logs: Turn on audit logging for Approved Email sends (pharmatune.tech).

• Configure opt-out suppression: ensure unsubscribes or do-not-email lists are integrated so reps can’t email those HCPs.

• Consent Management: If used, link CRM data to any opt-in database or implement a custom field to track consent (pharmatune.tech).

• Set template expiry dates and periodic review alerts.

Testing & Pilot

• Functional Testing: Email internal users, verifying content, tokens, links, and BCC works (pharmatune.tech) (pharmatune.tech).

• Bounce & Suppressions: Test bounce scenarios; check CRM flags and prevents resends ([19] vaultcrmhelp.veeva.com).

• Pilot Launch: Roll out to a small group of reps or region. Gather feedback on user experience and email performance.

Training &
Deployment

• Conduct training sessions and share quick-reference guides with field users (
[9] www.drcomgroup.com).

• Provide clear SOPs: when to send email vs. when to call (
[7] www.drcomgroup.com).

• Officially launch to all users once pilot feedback is addressed.

• Monitor first-week sends closely to catch misuses or technical issues.

Analytics &
Optimization

• Set up dashboards (built-in or BI) to track opens, clicks, bounces on every email. Veeva saves these in account history (
[11] crmhelp.veeva.com).

• Meet regularly (e.g. monthly) to review top-performing vs. underperforming templates (
[8] www.drcomgroup.com).

• Iterate content: retire stale templates, create new ones based on feedback.

• Scale best practices: if certain segments or regions respond well, expand usage there.

Note: Phase names and tasks should be tailored to your organization’s project methodology. The key is thoroughness:

skimping on early steps (like integration testing or training) often leads directly to the pitfalls described earlier. Each task

above is supported by vendor or industry guidance (see citations).

Data Analysis and Metrics
Quantifying the impact of Approved Email is crucial. While each organization will have different benchmarks, industry

data provides context for what success looks like:

Open Rates: Veeva reports that approved email campaigns often yield open rates of 40–60%, which is well above typical B2B pharma

email benchmarks. One Veeva case study noted open rates “as high as 60%” ([3] www.veeva.com), and Pulse Digital analysis cites a

40% average open rate across Veeva customers during COVID-19 (pulsedigital.co.uk). By contrast, general healthcare email open rates

(outside of this channel) tend to be ~20–30% at best (pulsedigital.co.uk) ([32] www.paubox.com).

Click-Through Rates (CTR): In the same analysis, Veeva customers saw CTRs roughly 6× industry averages (pulsedigital.co.uk). (For

context, general healthcare email campaigns often see CTRs around 2–3% ([33] www.mediapost.com).) Approved Email’s higher CTR

indicates that the combination of personalized, rep-sent content and HCP trust dramatically boosts engagement.

Engagement Lift: The leading biopharma case documented a 30% boost in overall HCP engagement metrics after rolling out Approved

Email to 300 reps ([2] www.veeva.com). Similarly, when field teams added compliant chat (another digital channel), one company more

than doubled their digital touchpoints while maintaining in-person meeting levels ([34] www.veeva.com), showing that Approved Email

can scale a rep’s reach without cannibalizing visits.
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Campaign Volume: During 2020, Veeva observed a surge in digital campaigns: life sciences firms produced 3.5× more digital content
than print content (pulsedigital.co.uk). This underscores the urgent demand for channels like Approved Email to handle such volume.

Internally, companies track the total number of emails sent per rep/month; a sudden drop in usage could signal a training or configuration
issue.

Return on Investment: While difficult to attribute sales lift directly to emails, some companies estimate ROI by proxy metrics. For

example, tracking the number of leads or appointments generated per email campaign, or uplift in trial requests triggered from email links.

In practice, tying email engagement to sales outcomes is slow, but companies have used open/click data to refine which products or

messages to emphasize. (A wider ROI statistic: one study found Veeva CRM deployments can yield ~29% ROI and substantial cost

savings ([35] www.casestudies.com), though that covers the whole CRM, not email specifically.)

Taken together, these data points suggest that a well-run Approved Email program can greatly exceed traditional email
benchmarks. To leverage this, it is vital to benchmark your own performance against industry figures (40–60% opens,

CTRs on par with 2021 figures) and strive to improve over time. Always contextualize metrics: a 40% open rate on a

highly-targeted list for a new product could be outstanding, whereas 25% on a broad announcement might be low for an

engaged customer base.

Case Studies and Real-World Examples
Leading Biopharma (2018): As highlighted by Veeva’s own case story, a large biopharma preparing two drug launches

gave 300 reps access to Approved Email. They replaced ad-hoc email sends with a library of pre-approved, brand-

controlled templates ([26] www.veeva.com). The result was dramatic: open rates “nearly three times the industry average”

and up to 60%, along with a 30% increase in overall HCP engagement ([2] www.veeva.com). Field teams could deliver

content at scale (“anytime, anywhere”) without regulatory delay. The brand team also benefited: using Veeva PromoMats,

they were able to create and deliver new email templates in one day ([36] www.veeva.com), enabling rapid campaign

cycles. This case underscores two points: (1) strong top-level coordination and content processes can yield massive

engagement gains, and (2) the native Veeva integration (CRM with PromoMats) dramatically speeds up content

production ([36] www.veeva.com) ([2] www.veeva.com). The company is now piloting Veeva’s Engage Meeting for video calls,

indicating their digital strategy extends beyond just email ([36] www.veeva.com).

Pandemic-Driven Digital Push (2021): During COVID-19, many pharma companies rapidly turned to Approved Email. A

Pulse Digital report notes that Veeva customers’ use of Approved Email “increased considerably” when face-to-face was

impossible (pulsedigital.co.uk). They report that the average open rate was about 40%, with click-through rates roughly

six times higher than the industry norm (pulsedigital.co.uk). In qualitative terms, companies found that Email allowed reps

to “continue communicating and building relationships” with HCPs remotely (pulsedigital.co.uk). The surge in usage

also put pressure on content teams: brand teams had to create far more email-friendly content under tight timelines. In

response, one Veeva partner (Pulse Digital) built a specialized authoring platform (Heartbeat™) to speed up template

creation and localization (pulsedigital.co.uk). The takeaway is that Approved Email became not just a nice-to-have but

essential, leading organizations to invest in content tooling and processes to keep up.

Omnichannel Connectivity: Beyond pure email, firms integrating Approved Email with other digital tools saw amplified

gains. For example, Veeva Pulse data highlights that providing bidirectional chat doubled digital engagement for one

major biopharma, while not reducing in-person activity ([34] www.veeva.com). In that scenario, Approved Email served as a

pre- or post-chat touchpoint. Similarly, Veeva has found that event triggers (e.g. rules to automatically send emails for

events management) can automate follow-ups and improve event attendance rates (though these are more specialized

use cases). The point is that Approved Email works best as part of a connected ecosystem: linking CRM meeting reports,

event RSVP systems, chat and video channels. Those integrations are advanced topics, but savvy adopters work toward

them to create seamless HCP journeys.

Field Perspective: From the rep’s viewpoint, Approved Email is a tool to be used judiciously. We do not have a direct

HCP testimonial in our sources, but industry research indicates that doctors value relevant, personalized digital
content. One webinar suggests that up to 80% of necessary information can be delivered via email for certain age
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groups ([37] info.anthillagency.com) (though the source is promotional). More concretely, a Veeva survey found only 27% of

HCPs felt communications were “relevant and personalized” ([38] www.veeva.com), implying there is ample room for

improvement. Field forces report that when they do use it (correctly), doctors appreciate timely information. The

overarching lesson: if reps misuse the tool (e.g. sending spammy messages), doctors will tune it out – which aligns with

the pitfalls discussed above ([7] www.drcomgroup.com) ([27] www.drcomgroup.com).

Implications and Future Directions
Omnichannel Integration. Approved Email is one component of a broader omnichannel HCP engagement strategy.

Successful companies are linking email sends to other channels: for example, sending an email invite (“register for

webinar”) right after logging a KOL call, or embedding forms for virtual meeting invites. Veeva itself promotes the concept

of “Rep Email as the Connector,” bridging face-to-face visits, CRM data, and digital content ([12] www.veeva.com). Future

deployments will likely see tighter coupling: the CRM could automatically suggest templates based on call objectives, or

trigger emails based on external events (like new clinical trial data).

AI and Personalization. There is growing interest in using AI to refine email personalization. As one Veeva partner

notes, ~60% of humans base email-open decisions on sender name and subject line ([39] www.drcomgroup.com). Machine-

learning algorithms could optimize subject lines and next-best-content for each HCP. In fact, a post-COVID thought

leadership piece highlights that 58% of HCPs find digital pharma content repetitive or irrelevant ([40] ostro.veeva.com),

indicating a need for smarter content. Generative AI might eventually help craft the base email content, but human

oversight will remain essential for compliance. The future Approved Email might include dynamic content blocks chosen

in real time per recipient profile (while still using approved fragments).

Regulatory Evolution. Digital communication regulations continue to evolve globally. In the U.S., the FTC has proposed

new rules on commercial email (for example, clarifying spam definitions); companies should monitor these changes. The

core principle remains: always honor opt-outs and provide transparent sender identity ([15] emailaddress.ai). In Europe,

GDPR guidelines are periodically updated; pharma must stay up-to-date on the nuances of “legitimate interest” for HCPs.

Veeva is likely to add compliance features (e.g. regional template variations) as rules change.

Scalability and ROI. As usage grows, organizations will seek to quantify business impact. Future efforts might link

Approved Email metrics to downstream outcomes (like number of ensuing rep calls, prescriptions filled, or trials initiated).

Marketing analytics platforms could integrate CRM email data with commercial performance data. In the meantime,

companies plan to refine metrics beyond open/CTR – for example, tracking how many emails lead to calendar invites or

form submissions.

Emerging Channels:. Beyond email, Veeva CRM now supports rep-driven multimedia channels (e.g. Engage Meeting

for video calls, CRM Engage Chat for chat) as mentioned in case studies ([41] www.veeva.com) ([14] www.veeva.com).

Approved Email will interoperate with these (for instance, sending calendar/invite links for Engage meetings). Over the

next 3–5 years, sales reps will operate in a unified “digital engagement suite.” Approved Email’s role will be as an

asynchronous channel that complements synchronous channels (like calls) and one-way channels (like websites). The

vendors and agencies interviewed all agree that connected journeys (where data flows from one channel to the next) will

be the norm.

Conclusion
Veeva CRM’s Approved Email is a powerful tool for life sciences companies aiming to reach HCPs in a compliant,

personalized manner. When properly implemented, it can significantly extend a rep’s reach and enhance engagement

metrics ([2] www.veeva.com) (pulsedigital.co.uk). Key success factors include detailed planning, robust technical setup,

compelling content, and strong user adoption. As this report shows, companies that follow a structured playbook (as
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outlined above) and avoid known mistakes can achieve open and click rates far above industry norms ([3] www.veeva.com)

([8] www.drcomgroup.com). Conversely, neglecting training, personalization, or analytics often leads to disappointing

results.

Implementers should think of Approved Email as part of a multichannel ecosystem: integrating email with call reports,

events, chat, and salesforce automation. Approved Email’s future lies in even smoother omni-channel orchestration and

smarter content. For example, one Veeva report finds that inbound chat channels enable HCPs to initiate 30% of

interactions ([14] www.veeva.com), illustrating how two-way digital engagement is on the rise. Approved Email will remain a

workhorse channel within that mix, evolving to meet doctors’ expectations for timely, relevant communication.

In summary, Veeva CRM Approved Email stands at the intersection of CRM, content management, and compliance. A

successful deployment requires not only correct system configuration (as described above) but also careful change
management and content strategy. Companies should leverage the data and examples cited here to set realistic targets

(e.g. high-40% open rates, 2–3× industry CTR lift) and to guide training and process improvements. With continued

digital transformation in healthcare, rep-sent approved email will play an increasingly central role in HCP engagement

strategies, as long as organizations remain vigilant about the pitfalls and agile in optimizing their programs ([7]

www.drcomgroup.com) ([8] www.drcomgroup.com).

References: The analysis above is based on Veeva’s official documentation and case studies ([1] crmhelp.veeva.com) ([3]

www.veeva.com), as well as industry reports and expert analyses ([2] www.veeva.com) (pulsedigital.co.uk) ([8]

www.drcomgroup.com) ([4] www.globalgrowthinsights.com) (see inline citations). These sources illustrate real-world outcomes

and best practices for Approved Email in the life sciences.
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IntuitionLabs - Industry Leadership & Services

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

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

pharmaceutical companies.

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

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

expertise for pharmaceutical drug development and commercialization.

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

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

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

systems with advanced analytics and regulatory compliance capabilities.

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

for pharmaceutical companies requiring data isolation and compliance.

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

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

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

applications with advanced analytics and reporting capabilities.

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

customer service solutions for pharma companies.

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

solutions, and regulatory compliance platforms.

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

pharmaceutical market intelligence systems.

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

visualization solutions for pharmaceutical insights.

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

guidance for pharmaceutical organizations adopting AI technologies.

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

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

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

contained herein.

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

for any loss or damage including without limitation, indirect or consequential loss or damage, or any loss or damage whatsoever arising

from the use of information presented in this document.

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

contain errors, omissions, or inaccuracies. Readers are advised to independently verify any critical information before acting upon it.

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

respective owners. All company, product, and service names used in this document are for identification purposes only. Use of these

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

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

companies. As the premier US-based AI software development company for drug development and commercialization, we deliver

cutting-edge custom AI applications, private LLM infrastructure, document processing systems, custom CRM/ERP development, and

regulatory compliance software. Founded in 2023 by Adrien Laurent, a top AI expert and multiple-exit founder with 20 years of software

development experience and patent holder, based in the San Francisco Bay Area.

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

with appropriate qualified professionals.

© 2025 IntuitionLabs.ai. All rights reserved.
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