[ international Journal of Multidisciplinary Research and Growth Evaluation www.allmultidisciplinaryjournal.com

International Journal of Multidisciplinary
Research and Growth Evaluation.

Al-Driven Next Best Action Models Integrated in Veeva CRM: Architecting
Personalization for Healthcare Providers

Maneesh Gupta

Salesforce CRM Architect, Evangelist, Zionsville, USA

* Corresponding Author: Maneesh Gupta

Article Info

ISSN (online): 2582-7138
Volume: 05

Issue: 01
January-February 2024
Received: 13-12-2023
Accepted: 20-01-2024
Page No: 1725-1729

Abstract

The healthcare industry is undergoing a significant transformation, with artificial
intelligence (Al) playing an important role in enhancing healthcare provider (HCP)
engagement. Al-driven Next Best Action (NBA) models are at the forefront of this
change, allowing life sciences organizations to deliver personalized, timely, and
relevant interactions with HCPs. By analyzing vast datasets, these models provide
actionable insights that inform the most effective communication strategies, thereby
improving engagement and outcomes. Veeva CRM serves as a strong platform
facilitating the integration and execution of NBA models. Its suite of tools, including
Veeva Vault CRM, Engage, and Approved Email, allows for seamless orchestration
of personalized HCP experiences across multiple channels. These tools ensure that
field teams can access comprehensive customer insights, enabling them to engage
HCPs with the right information at the right time, while maintaining compliance with
industry regulations.

This whitepaper aims to inform and guide cross-functional implementation teams on
the strategic integration of Al-driven NBA models within Veeva CRM. It explores the
benefits of personalized HCP engagement, outlines the operational considerations for
successful implementation, and discusses the potential challenges and solutions. By
maximizing the capabilities of Al and Veeva CRM, organizations can enhance their
engagement strategies, drive efficiency, and ultimately improve patient care outcomes.
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1. Introduction

The world of healthcare is undergoing a significant transformation that is driven by the increasing complexity of life sciences
communication with healthcare providers. Traditional customer relationship management systems, while instrumental in
managing patient data and facilitating outreach, often fall short in addressing the nuanced needs of modern healthcare
communication. These systems usually rely on manual targeting and reactive messaging, which can lead to inefficiencies and a

lack of personalized engagement [,

Healthcare professionals are now expecting more relevant and timely interactions. The shift towards value-based care models
and the emphasis on patient-centered approaches necessitate a more sophisticated method of engagement. According to a report
by IQVIA, the digital evolution has transitioned HCP engagement from a predominantly push-based model to a hybrid push-
and-pull-based model, emphasizing the need for just-in-time actions that meet the precise needs of HCPs 21,
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Evolving HCP Engagement in Healthcare:

O Hybrid Approach

O Value-Based Care

Artificial Intelligence emerges as a pivotal solution in this
context. Al-driven Next Best Action models analyze vast
datasets to provide actionable insights, giving life sciences
organizations the ability to deliver personalized, timely, and
relevant interactions with HCPs. These models consider
various factors, including behavioral, transactional, and
contextual data, to determine the most effective
communication strategies.

Integrating Al-driven NBA models within platforms like
Veeva CRM can significantly enhance the personalization of
HCP engagement. Veeva CRM's suite of tools, such as
Mylnsights and Approved Email, allows for the seamless
orchestration of personalized HCP experiences across
multiple channels. By using these capabilities, organizations
can ensure that field teams have access to comprehensive
customer insights, enabling them to engage HCPs with the
right information at the right time, while maintaining
compliance with industry regulations.

2. Understanding Next Best Action (NBA) Models
In the world of customer relationship management, the Next
Best Action approach represents a paradigm shift from
traditional, static marketing strategies to dynamic, data-
driven  decision-making. NBA leverages artificial
intelligence and machine learning algorithms to analyze a
multitude of data points, enabling organizations to determine
the most appropriate action for engaging with a customer at
any given moment. This strategy ensures that interactions are
not only timely but also contextually relevant, thereby
enhancing customer satisfaction and engagement ©1.

The main principles of NBA in a CRM context involve the

integration and analysis of various data types:

e Behavioral Data: Information on customer interactions,
such as website visits, email opens, and content
downloads ™I,

e Transactional Data: Purchase history, subscription
details, and service usage patterns.

e Contextual Data: Real-time information including
location, device used, and time of interaction [,

e External Data: Third-party information like market
trends, social media activity, and demographic data.

By synthesizing these data types, NBA models can predict
customer needs and recommend actions that align with both
the customer's preferences and the organization's objectives
61 In the pharmaceutical industry, Al-driven NBA models
have been instrumental in optimizing healthcare provider
engagement. For instance, sales representatives can receive
real-time recommendations on the most effective
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communication channels and content to use when interacting
with HCPs. This could include suggestions for personalized
email content, scheduling face-to-face meetings, or providing
specific educational materials. Such targeted approaches
have been shown to increase HCP engagement significantly.
According to a report by Grid Dynamics, implementing NBA
strategies in pharma can lead to a 25% increase in HCP
engagement across priority markets (71,
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The strategic benefits of NBA models are manifold:

e Increased Engagement: Personalized interactions
foster stronger relationships between organizations and
their customers.

e Reduced Content Fatigue: By delivering relevant
content, organizations can avoid overwhelming
customers with unnecessary information.

e Compliance Alignment: NBA models can be
configured to adhere to regulatory requirements,
ensuring that all communications are compliant with
industry standards.

NBA models represent a significant advancement in CRM
strategies, allowing organizations to engage with customers
in a more personalized, efficient, and compliant manner. By
using the power of Al and comprehensive data analysis,
businesses can enhance customer experiences and drive
better outcomes.

3. Veeva CRM as an Enablement Layer for NBA

Veeva CRM is a pivotal platform for operationalizing Next
Best Action strategies within the life sciences industry. Its
modular architecture and integration capabilities enable
organizations to deliver personalized, timely, and compliant
engagements with healthcare providers.

3.1 Mylnsights: Delivering Actionable Intelligence
Mylnsights is a customizable data visualization tool within
Veeva CRM that provides real-time analytics and NBA
recommendations directly to field representatives. By
integrating data from various sources, including Veeva Link
and Nitro, Mylnsights provides a comprehensive view of
HCP interactions and preferences, facilitating informed
decision-making at the point of action.

3.2 Approved Email:
Communication

Approved Email allows for the distribution of pre-approved,
compliant content to HCPs, ensuring consistency and

Facilitating  Compliant
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adherence to regulatory standards. Through integration with
Veeva Vault, users can access a repository of approved
templates and content fragments, allowing for the swift
assembly and dispatch of personalized emails.

3.3 Closed Loop Marketing
Interactive Engagements

CLM within Veeva CRM enables the delivery of interactive,
multimedia presentations during face-to-face or virtual
meetings with HCPs. By tracking engagement metrics, such
as slide views and time spent on content, CLM provides
insights that inform subsequent NBA recommendations,
optimizing the relevance and impact of future interactions.

(CLM): Enhancing

3.4 Call Reporting: Capturing and Utilizing Interaction
Data

The Call Reporting module captures detailed information
about HCP interactions, including discussion topics, samples
provided, and follow-up actions. This data serves as a critical
input for NBA models, enabling the continuous refinement of
engagement strategies based on historical interactions and
outcomes.

3.5 Integration with External Al Engines

Veeva CRM's architecture supports the integration of
external Al engines and custom logic, allowing organizations
to incorporate advanced analytics and machine learning
models into their NBA strategies. This flexibility ensures that
NBA recommendations are tailored to the unique needs and
objectives of each organization, enhancing the effectiveness
of HCP engagements.

4. Key Implementation Considerations

4.1 Data Integration and Preparation

Effective NBA models rely on the seamless integration of
diverse data sources. Internal data, such as CRM activity
logs, consent records, and customer segmentation profiles,
form the foundation for understanding healthcare provider
behaviors and preferences. External data sources, including
claims data, formulary information, and real-world evidence,
enrich this understanding by providing broader context and
insights into market dynamics.

Ensuring data quality is paramount. Data must be accurate,
complete, and up-to-date to support reliable NBA
recommendations. Compliance with data privacy regulations,
such as GDPR and HIPAA, is also essential, necessitating
strong data governance frameworks. Interoperability between
systems is facilitated by Veeva CRM's integration
capabilities, which support connections with various internal
and external platforms, including Veeva Link and Veeva
Nitro.

4.2 Model Design and Logic

NBA models can be designed using rules-based approaches,
predictive machine learning algorithms, or a combination of
both. Rules-based models apply predefined criteria to
determine the next best action, offering transparency and ease
of implementation. Predictive ML models, on the other hand,
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analyze historical data to identify patterns and predict future
behaviors, enabling more personalized and dynamic
recommendations.

Incorporating regulatory and brand guardrails into model
design ensures that NBA recommendations align with
compliance requirements and brand strategies. Decision
frameworks should facilitate collaboration between human
judgment and Al-driven insights, allowing field teams to
exercise discretion while benefiting from data-driven
guidance.

4.3 Embedding NBAs into Rep Workflow

For NBA models to be effective, recommendations must be
seamlessly integrated into the daily workflows of field
representatives. Veeva CRM's Mylnsights provides real-
time, actionable insights directly within the CRM interface,
enabling reps to access NBA suggestions during their routine
activities. Closed Loop Marketing triggers can also be
configured to deliver tailored content based on NBA
recommendations.

Training and change management are critical to ensure
successful adoption. Field teams should be educated on the
value of NBA tools and how to interpret and act upon
recommendations. Balancing Al-driven suggestions with rep
autonomy fosters trust and encourages the effective use of
NBA insights.

4.4 Measurement and Optimization

Monitoring the performance of NBA initiatives is essential
for continuous improvement. Key performance indicators
such as engagement rates, field adoption levels, and content
utilization metrics provide insights into the effectiveness of
NBA strategies. Veeva Pulse offers comprehensive analytics
to track these KPIs, giving organizations the ability to assess
the impact of NBA models on HCP engagement.

Feedback loops should be established to refine NBA models
based on real-world outcomes. Aligning analytics with
medical and commercial goals ensures that NBA strategies
support overarching business objectives and deliver
measurable value [,

4.5 Organizational Alignment and Governance
Successful implementation of NBA models requires cross-
functional collaboration among marketing, IT, sales
operations, and compliance teams. Establishing clear
governance structures ensures that NBA strategies are
aligned with organizational priorities and regulatory
requirements LI,

Privacy and consent considerations must be addressed,
particularly when leveraging personal data to inform NBA
recommendations. Robust data governance policies and
procedures are necessary to maintain compliance and protect
sensitive information.

In regulated environments, governance frameworks should
define the roles and responsibilities of stakeholders involved
in NBA initiatives. This includes establishing protocols for
model validation, monitoring, and updates to ensure that
NBA strategies remain effective and compliant over time.
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5. Benefits and Challenges of NBA Models in Veeva CRM

Alignment:

Enhanced HCP Experience & Content

Stronger Relationships

Personalized Engagement

5.1 Benefits

Enhanced HCP Experience and Content Alignment
Next Best Action models integrated within Veeva CRM
enable life sciences organizations to deliver personalized
and timely content to healthcare providers. By analyzing
HCP preferences, behaviors, and engagement history,
NBA models ensure that the information provided is
relevant and valuable, thereby enhancing the overall
HCP experience. This personalized approach fosters
stronger relationships and improves satisfaction among
HCPs.

Efficiency Gains in Representative Engagement

Planning
NBA models streamline the planning process for field
representatives by providing data-driven

recommendations on the most effective actions to take.
This reduces the time spent on administrative tasks and
allows representatives to focus on high-value
interactions. According to Veeva Systems, the
implementation of CRM Suggestions has led to
increased sales effectiveness by guiding reps on the best
messages and channels for each customer interaction [,
Stronger Alignment with Omnichannel Strategies
Integrating NBA models within Veeva CRM supports a
cohesive omnichannel engagement strategy. By
leveraging insights from various channels—such as face-
to-face meetings, virtual interactions, and digital
communications—organizations can ensure consistent
messaging and  seamless  transitions  between
touchpoints. This alignment enhances the customer
journey and maximizes the impact of marketing and
sales efforts.

5.2 Challenges

Data Silos and Integration Friction

Effective NBA models require access to comprehensive
and high-quality data. However, data silos within
organizations can hinder the integration process, leading
to incomplete or inconsistent information. Overcoming
these silos necessitates robust data governance
frameworks and the implementation of interoperable
systems that facilitate seamless data sharing across

departments.

¢ Organizational Readiness and Change Resistance
The successful adoption of NBA models depends on
organizational readiness and the willingness of
stakeholders to embrace change. Resistance may arise
due to concerns about altering established workflows or
skepticism about the efficacy of Al-driven
recommendations. Addressing these concerns requires
comprehensive  change  management  strategies,
including stakeholder education, training programs, and
clear communication of the benefits associated with
NBA implementation.

e Regulatory Oversight and Approval Complexities
The life sciences industry is subject to stringent
regulatory  requirements governing  promotional
activities and  communications  with  HCPs.
Implementing NBA models necessitates careful
consideration of these regulations to ensure compliance.
This includes establishing processes for the approval of
Al-generated content and maintaining audit trails to
demonstrate adherence to regulatory standards.

e Risk of Over-Automation or Content Fatigue
While automation enhances efficiency, over-reliance on
Al-driven recommendations may lead to content fatigue
among HCPs if communications become too frequent or
lack personalization. Balancing automated suggestions
with human judgment is crucial to maintain meaningful
engagements. Incorporating feedback mechanisms and
continuously monitoring engagement metrics can help
mitigate this risk and ensure that content remains
relevant and impactful.

6. Future Outlook: Scaling Al-Personalization in Life
Sciences

The evolution of Al-driven personalization in life sciences is
progressing from Next Best Action models to the broader
paradigm of Next Best Experience. While NBA focuses on
determining the optimal immediate action for healthcare
provider engagement, NBX encompasses the entire HCP
journey, delivering personalized experiences across multiple
touchpoints. This approach leverages real-time data analysis
to anticipate HCP needs and preferences, ensuring that each
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interaction is contextually relevant and adds value to the
ongoing relationship 4,

The role of Al in orchestrating omnichannel engagement
strategies is becoming increasingly sophisticated. By
integrating data from various sources, Al enables life
sciences organizations to deliver consistent and personalized
messaging across channels such as face-to-face meetings,
digital communications, and virtual interactions. This
seamless integration ensures that HCPs receive coherent and
relevant information, regardless of the channel, enhancing the
overall engagement experience.

Advancements in explainable Al are addressing the critical
need for transparency and trust in Al-driven decision-making
processes. In the highly regulated life sciences industry, the
ability to understand and interpret Al recommendations is
essential for compliance and ethical considerations.
Explainable Al provides insights into how decisions are
made, allowing stakeholders to validate and trust the
recommendations provided by Al systems (1],

Looking ahead, the long-term vision for Al-personalization
in life sciences involves the development of adaptive CRM
systems that are personalized and consent-based. These
systems will dynamically adjust engagement strategies based
on real-time data and HCP preferences, ensuring that
communications are not only relevant but also respectful of
individual consent and privacy considerations. Such adaptive
systems will be instrumental in building and maintaining trust
with HCPs, ultimately enhancing the effectiveness of
engagement strategies.

7. Final Thoughts

The integration of Next Best Action models within Veeva
CRM represents a significant strategic opportunity for life
sciences organizations aiming to modernize and personalize
healthcare provider engagement. By harnessing data from
multiple sources, such as internal CRM activity, real-world
evidence, and external market data, NBA strategies support
timely, relevant, and value-driven interactions across the full
HCP journey.

Successful NBA implementation depends not only on the
sophistication of the Al engine but also on the thoughtful
alignment of technology with representative workflows,
regulatory standards, and patient-centric communication
goals. Recommendations surfaced through Mylnsights or
Closed Loop Marketing must be actionable, trusted, and
context-aware, empowering field teams to operate with
precision and autonomy. Importantly, NBA models must be
governed with clear oversight to ensure that all
communications remain compliant with industry codes and
local regulations.

Strategically, life sciences leaders should view NBA
implementation as  an iterative, data-informed
transformation—one that starts with well-defined pilot
programs and scales through cross-functional alignment,
agile feedback loops, and ongoing optimization. Early
adopters have demonstrated measurable improvements in
field productivity, customer satisfaction, and content
utilization when NBA is tightly integrated into their
omnichannel framework.

Organizations should act now to assess readiness, define
high-impact use cases, and invest in the right infrastructure
and training programs. NBA is no longer experimental.
Instead, it is a critical component of a modern engagement
model that positions life sciences companies for competitive
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advantage in an increasingly personalized and regulated
world of healthcare.
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