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VEEVA SUCCESS STORY 
Responding Rapidly to a Market Event with iRep

THE CUSTOMER 
This U.S.-based healthcare company is dedicated to discovering solutions that 
improve patient care. 

THE CHALLENGE 
The company implemented iRep for the Apple iPad for many of the same reasons 
as other life sciences companies – to improve rep efficiency, enhance the rep-HCP 
interaction and more easily keep up with changing regulations and industry trends. But 
a sudden incident caused the company to discover a major benefit not anticipated: to 
rapidly respond to a market event and remain in compliance.

“Whether it’s a positive or negative market event, such as a new indication or 
change in safety information, you need to be able to respond as quickly as possible,” 
explained the company’s vice president of marketing. “In this case, our company had 
experienced a negative market event, and we needed to make sure our sales reps 
were communicating the right messages to their customers so they could do what was 
best for patients. This usually entails a change in promotional materials. You either 
instruct reps to no longer use specific pieces or change their e-details so they can’t 
use them.”

In addition, the company needed a convenient, automatic way of monitoring progress 
so it could track which customers received the news and how many were left to 
receive it. This would prove critical for ensuring that the company would remain in 
compliance.

THE SOLUTION 
Still in transition between CRM systems, only about half of the company’s 
1,000-person sales force had moved over to iRep. “While timing for a negative market 
event is never ‘ideal,’ it was interesting to have both systems in use so we could 
compare how each handled the situation.

VEEVA SUCCESS STORY

Veeva really 
understood the 
urgency of the matter 
and went above 
and beyond. They 
completed the first 
requests within 10 
minutes!

- Director of Sales Operations
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ABOUT VEEVA CRM 
Veeva CRM is the only 
cloud-based CRM solution 
designed specifically for the 
global life sciences industry. 
The complete suite delivers 
rich functionality that supports 
the unique needs of  multiple 
commercial teams in a 
single solution. Veeva CRM 
empowers customers with 
anytime, anywhere access 
and advanced reporting 
capabilities needed to improve 
user adoption and sales 
effectiveness, while reducing 
cost and complexity. Also 
part of Veeva CRM, iRep has 
quickly become the industry’s 
choice for comprehensive CRM 
and closed loop marketing 
on the iPad with the largest 
installed base worldwide. 

Already knowing the long and time consuming list of steps required to mitigate the 
situation using the old CRM system, the company inquired about Veeva’s capabilities 
for handling the situation. The company was relieved. “Not only could our Veeva 
implementation team accommodate every one of our requests, but the Veeva experts 
even suggested smart strategies that we didn’t know were possible. For example, they 
recommended sending automated reports to notify district managers on the progress 
of the message delivery across targets,” added the company’s director of sales 
operations. “Veeva really understood the urgency of the matter and went above and 
beyond. They completed the first requests within 10 minutes! This allowed us to focus 
all of our efforts on the other, less flexible system and on our communication with the 
sales force.”

Because iRep is cloud-based, response to the market event was fast and thorough.  
Administrators of cloud-based systems have the ability to make changes and distribute 
them to the field within minutes. iRep allowed them to disable key messages with a 
few key strokes, subsequently removing all CLM content that contained messages 
that needed to be revoked. “Having this much control of our content was amazing. We 
replaced the contentious key message with a new one and made it traceable using the 
call objectives feature. The whole process was simple and smooth. It was a decidedly 
different story with our other CRM system. There were meetings, a lot of phone calls 
back and forth and a lot more people involved. It was much more of a hassle. Even 
when we completed all the tasks, we weren’t able to monitor progress through system 
reporting.” 

THE RESULTS 
iRep allowed the company to quickly and easily remove expired messaging and 
replace it with new, accurate messaging within the system. It also enabled seamless 
tracking without extra charges to the customer.

“Market events like this are just something you don’t think about when you’re choosing 
a CRM system,” concluded the sales ops director. “But it’s a clear advantage. Now 
that all of our reps are on iRep, I’m sure next time around our response time will be 
even faster and smoother. Let’s just hope it’s a positive market event that we’ll be 
responding to!”


