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Introduction
The Heart of the Matter
The COVID-19 pandemic underlined the
importance of videos as an integral part of pharma
companies' engagement and communications
strategy with healthcare personnel.
Now, HCP portals can and should transform into centralized video hubs
where pharma reps and health experts from different locations and domains
can connect, meet, and collaborate. Doing that will help safeguard business
continuity and progression in the years to come. Still, to succeed, Pharma
companies must make out healthcare workers' challenges and needs and
base their offering on data.
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It's Not a Virus; It's a Feature
Less than a year since the initial health scare, COVID-19 is
already pushing towards rapid changes across multiple
industries. In terms of how the world does business, the
pandemic's most significant disruption is probably the
digital one.
While remote communication and collaboration were not new, their full
potential realized thanks to social distancing and travel limitations.
Luckily, this global crisis found the Pharma and life-sciences Industry ready
for a change. Their commitment to digital transformation has increased
in recent years, and they have been fast followers in adopting new
technologies.
Under normal circumstances, these changes could have been gradually
introduce, as they have so far. But due to the pandemic, changes that were
already underway are taking full effect at once. At the same time, new ones
are coming into view. Either way, it’s a full-scale digital pivot, not an interim
solution for the situation.
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02
Video Stars
While the entire digital realm has been hustling and
bustling in 2020, video reigned supreme - as the popularity
of remote collaboration and virtual engagement soared.
Social distancing may have instigated this trend, but what drove
the widespread adoption of video technology was its simplicity and
effectiveness. Barring meeting in-person, it is our most powerful tool to bring
people together.
Video interactions may never feel as personal as physical ones, but they‘re
also more effective in some respects, such as of scope, reach, and speed.
They also open up a sea of possibilities to drive engagement through
interactivity and creativity, which would otherwise be difficult to achieve.
Furthermore, every digital touchpoint is easily documented and tracked.
Using this data, system admins – pharma reps in this case – can create
personal journeys where each interaction builds on the previous one. They
can also use it to improve broader audience metrics and gather valuable
insights into the healthcare industry.
5

It's not only these benefits that make video technology an ideal tool for dayto-day partner engagement, customer experience, and interactions with
communities. Our brains are wired to process video content faster than text,
and retain messages delivered that way better. For example, research shows
that employees are 75% more likely to watch a video than read text. In that
sense, video technology's effectiveness transfers over to video recordings
(asynchronous communication) and isn't exclusive to live interactions
(synchronous communication).
Nontheless, video engagements shouldn't mimic real-life interactions,
whether one on one, within a group, or in front of an audience. Instead, it
must aim to better it by making the most of its advantages.
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Relationships are Hard-Coded
Digital sales aids (DSA) have become a vital part of
how pharma companies communicate with healthcare
professionals. Coupled with a CRM, DSAs deliver real-time
tracking of different customer-centric variables and help
automate vending – as well make it more cost effective.
HCP portals serve as an outfacing platform used to consolidate almost every
type of interaction between health professionals and pharms reps. These
portals strengthen relationships based on CRM/DSA data on the one hand, and
generate insights on customer preference and content relevancy on the other.
Current circumstances provide an excellent opportunity for Pharma to
re-imagine HCP portals with greater video capabilities both for business
continuity and enhancement.
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Firstly, by seeing to it that meetings and talks with physicians, nurses,
technicians, and other staff members carry on undisturbed (i.e., ensure
business continuity). Secondly, by exploiting the situation to build up their
relationships with this community (i.e., business enhancement).
Incorporating video into HCP portals will create a useful omnichannel
engagement tool for pharma reps. Simultaneously, doctors and nurses
will benefit from a uniquely tailored journey, made up of great content,
valuable information, and powerful networking. The combined result is a
community for healthcare professionals set around specific brands, that
lingers on the usual scenarios where they engage with pharma companies.
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Remote 1:1s
Virtual meeting spaces offer an intimate setting to engage
with others anywhere, anytime, and on any device.
In the new and digital normal, the opportunity to converse discretely,
exchange insights, and advise one another, is worth its weight in gold. Their
inherent collaborative characteristics will keep them around long after life
returns to normal. The new generation of virtual meeting solutions offers
much more than just video-calls and screen sharing, making them ideal for
field meetings with HCPs.
It starts with the ability to send personal video messages to start a
conversation and coordinate a meeting. Reaching out with a video
invitation, not an email, helps drive up response rates and pave the way
towards successful meetings. During the meeting, participants can interact
with each other in various ways, including a digital whiteboard and joint
meeting notes. The rooms are also easily branded and fully customizable.
Furthermore, reps can now prepare them in advance by uploading decks,
files, and videos, or play them directly from the cloud.
8

What sets collaborative meeting rooms apart from standard remote
conferencing is that they are fixed spaces. To wit, both parties can
leave and go back to exactly where they left off – perfect for recurring
meetings and building relationships. And because they are set
within a video-first HCP portal, the progression to other types of
engagement (groups or townhalls), either as participants or guest
speakers, is practically seamless.

Customer Journey: 1X1 Virtual Field Meeting
Scenario

Expectations

Dr. Pruthi is reached out by a Pharma
user to go over a scientific statement and
discuss P2P content options

Tests connectivity
Receives personal
video invitation
from Roche user

•

2

3

Meet in
Virtual Room

4

5

Participates in
P2P Discussion
Must take an
urgent call

Completes
contribution

Answer Survey

6

7

8

"Can we continue
tomorrow?"

"Happy we can
work around my
schedule"
"No need to install
anything? Awesome!"

Follow Up

Collaborate - Part 2

Contributes to
statement
Selects
appointment slot

"So personal
and engaging!"
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•

Share knowledge and experience
Contribute to statement
Help Co-create next webinar

Collaborate - Part 1

Coordinate

1

•

"This is so wellorganized!

"I am being heard"

"Just like in real-life!"

Joins Ad Board

9

Contributes to
next broadcast
agenda

10

11

"This is relevant for
my work"

"Time spent here
will benefit my
patients"
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Group Channels
Micro-communities offer practitioners a chance to zone
in on their specific medical expertise, domain, treatment,
medication, or even general interest.
The networks created cater to the pillars of support and advice, both for
members giving it and those receiving it. It also answers to the primary
human yearn 'to belong.' From a brand aspect, it's a chance to listen and
converse with their stakeholders and build authority.
The best way to describe these virtual channels is a secure YouTube for HCPs
dedicated to a particular subject or theme that’s geared towards maximal
engagement. Video content is available on-demand, sorted into galleries and
playlists, and discoverable through advanced search capabilities. A pharma
rep creates and manages the group, but ideally, content is shared and
uploaded by all members.
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Because of their long-lasting nature and VOD functionality, these media
spaces are excellent for self-paced learning, at practitioners' own time.
But because of their relatively small number of expert members, they also
set the scene for in-depth discussions. By their very nature, opportunities to
network are plentiful.

The aforementioned virtual meeting rooms can come into play to this end
too. Either for infrequent discussions, whether impromptu or scheduled,
or even the occasional webinar, where group members take the lead as
speakers and panel guests. These spaces are designed for interaction and
offer an easy way to break out to smaller sessions and workshops where
participants can brainstorm and network intimately and then reconvene just
as easily. In due time, offline meet-ups, dinners, and even trips are a great
way to increase engagement and collaboration online.

Customer Journey: Peer2Peer Discussion
Scenario

Expectations

Dr. Pruthi is invited by a Pharma user
to participate in a P2P discussion and
brainstorm content options for a broadcast

Collaborate with colleagues
Cross-pollinate
Expand network and/or influence
Help co-create next webinar

•
•
•
•

Prepare

Coordinate
Blocks time to access
the engagement
space and prepare

Receives personal
video invitation
from Pharma
user (with link to
engagement space)

Tests connectivity

1

"So personal
and engaging!"

Learns on high-relevancy
topics by playing ondemand videos and reading
others' notes on social
discussion widget
Accesses
engagement
space ahead
of P2P

2

3

"Effort was
made to help
me be at my
best"
"No need to install
anything? Awesome!"
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Collaborate - Part 1

Writes personal
notes in social
discussion widget

5

4

6

"So this is what
Upskilling feels like"

"I can access
this anytime!"

Accepts
invitation

Suggests an additional
agenda topic (on white-board)

Joins (Ad Board)
discussion in
Virtual Room

7

8

"I feel ready
for this"

"I will use these during
the discussion"

10

"I am making a
difference"

"I am part of a
community"

Needs to leave early
(knowing a recording
will be made available)

Answers survey on
content accuracy

11

12

"I am helping
drive my industry
forward"

"I am making new
connections"

"I am being heard"

Receives automatic
email with video
promo on upcoming
broadcast

Receives Thank
You email with
recording link

Suggests next
broadcast's topics and
chooses engagement
preference

Chats with
colleagues

9

Follow Up

Collaborate - Part 2

(Receives Ad Board
Thank You email with
link to resolutions
summary video)

13

14

15

16

"WE are driving OUR
industry forward"

"I won't be
left out"

"I can easily
catch up!"

"Time spent here will
benefit my patients.
Sign me up!"
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Virtual Events
The third type of video interaction that HCP portals should
accommodate for is web-conferencing, including webinars,
congresses, townhalls, and everything in between.
These live events have an essential role in healthcare providers' ongoing
training and education. They are also an excellent opportunity to deliberate
on topical issues and interact with peers. For pharma companies, it's the
perfect backdrop for major announcements and publicity activities.
Virtual events use real-time streaming technology as a base but add
layers of video stack and functionalities to create a long-lasting interactive
experience across channels. They allow for practically infinite scale in terms
of volume (any size audience) and reach (anywhere on the globe). In that, the
moderator and speaker's roles are critical.
There's more to virtual events than just keynotes and speeches.
In recent years, and exponentially in 2020, These have evolved to offer
different content types, interactivity and networking opportunities.
Organizers, for example, can run polls and surveys, both driving engagement
and gaining valuable data. There's public chat and live announcements, and
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attendees can reach out to one another to get acquainted or catch up, as well
as to meet with key figures. Breakout rooms, roundtable-like environments,
and workshops are all still available.

Virtual Event Customer Journey: Broadcast
Scenario

Expectations

Dr. Pruthi is invited by a Pharma user
to participate/present in a product
theater broadcast combined with
networking breakout rooms

Coordinate
Receives personal
invitation (with a prerecorded video) from
Pharma user (with link
to engagement space)

Blocks time to access
the engagement
space and prepare

2

"So personal
and engaging!"

"No need to
install anything?
Awesome!"

13

•
•

Prepare
Accesses
engagement
space ahead of
Broadcast

3
"Effort was
made to
help me be
at my best"

4

Joins engagement
space a few minutes
after broadcast starts

Writes personal
notes in social
discussion widget

5
"I am already
learning so much"

"I can
access this
anytime!"

Learn new things on the go (Upskill)
Drive more value to their patients
Expand network and/or influence

Experience

Learns on highrelevancy topics by
playing on-demand
videos and reading
others' notes on social
discussion widget

Tests connectivity

1

•

Registers
to event

6

7
"I can tell the
broadcast will
be relevant
for me"

"I will add to these
during the broadcast"

Network
Engages in live
Q&A and Polls

Hops in/out breakout
rooms to engage with
colleagues, Pharma
reps and sponsors

Explores breakout options

8

9

Needs to leave
early (knowing a
recording will be
made available)

Receives automatic
Thank You email with
link to recording in
engagement space

Replies to
notes on social
discussion widget

10

"Just like a
physical event!"

"I can use the
DVR feature to
catch up!"

Participant Follow Up

11

12

"I choose who to
interact with / How
I missed this!"
"I am being
heard"

"I am making new
connections"

Receives automatic
email with video
promo on upcoming
broadcasts

Presenter Follow Up
Receives automatic
Thank You email with
link to recording in
engagement space

Reads and replies
to post-event
notes on social
discussion widget

13
"I won't be
left out"

14

15

Reads and replies
to post-event
notes on social
discussion widget

16

"This was so much
more than a broadcast"

"I can easily
catch up!"

Receives automatic
email with video
promo on upcoming
broadcasts

"Time spent
here will benefit
my patients.
Sign me up!"
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18

"This was so much
more than a
broadcast"
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"Time spent
here will benefit
my patients.
Sign me up!"

"What an easy way
to share my
contribution"

07
Focusing on Engagement
Everyone likes to feel meaningful and not just
like passive content consumers. HCP portals
provide the perfect conditions for medical staff
to contribute, interact, and converse.
The more they'll engage, the more connected they'll feel, and the stronger
the relationship is. Furthermore, when your audience is highly skilled and
knowledgeable, the more they contribute, the more valuable the experience
is for everyone around.
Whether it's 1:1, within a larger group of practitioners, or as guests of
an event, each touchpoint with healthcare staff must be optimized for
interactivity and dialogue.
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One way to drive engagement is by preparing the ideal conditions for
intimacy and discourse. Virtual fireside chats, breakout rooms, and Q&A
sessions, for example, will all do the trick. It is best to limit the number
of participants in these, and always appoint a moderator to make sure
everyone contributes to the discussion, and no one monopolizes it.
Another way is infusing some fun and interactivity into it all.

Live polls, in-video quizzes, common viewing rooms, games, and hands-on
workshops keep everyone focused, and will help make sure they remember what
went on much longer.
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Becoming Data-Driven
Video interactions create large subsets of data and a
wealth of analytics: what videos are most popular, where
do the majority of views come from, and when, for
example. Polls, surveys, and personal interactions add
qualitative information into the mix.
Combined, pharma companies can use it to learn about market trends,
audience behavior, and interests, and use it to direct business strategies.
Pharma reps can also tap into granular data indicating content performance,
from live to real-time and VOD. Did playback generate more views than live?
Was there a significant drop off before the end? Which sections did viewers
skip or re-watch? They can also tell participant engagement levels during
1:1 meetings, video playback, or live webcasts. These metrics help generate
actionable insights to improve content production and guide their strategy
and actions.
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The way data is visualized and how it's delivered can affect how actionable
it is. Dedicated dashboards for different types of content, locations, or
periods will make it easier for portal admins to compare and identify trends.
Advanced filtering, drill-down options, heatmaps, scoring, ranking, and
automatically generated insights can also go a long way.
Lastly, individual data is instrumental in providing a personalized journey for
each healthcare professional, including curated content and recommended
groups and channels based on role, Industry, and behavior. While AI governs
these journeys, we should still reserve the option to tweak it manually.
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Keeping It Robust yet Simple
HCPs portals must be designed to hold, deploy, and
digest large quantities of content, allow real-time and live
streaming of videos and media, and support on-the-go
interactions and requests from system admins (pharma
reps) and members (HCPs).
Namely, HCP portals have to be genuinely robust and eliminate potential
failure points, faults, and hitches.
When a doctor joins a live meeting, the action must be flawless and bear
minimum buffer time. Technicians should be able to attend a webinar in HD
and seamlessly connect with peers and colleagues via chat or conferencing.
If a nurse would like to watch a series of videos on her free time, the
experience ought to feel uninterrupted and consistent with similar actions
taken in the past. And because the system caters for different interaction
types all in one place, switching between them has to feel natural.
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At the same time, these systems have to be intuitive and straightforward.
Neither the rep nor the medical staff have time to waste. Media consumption
and interactions should match their busy schedules with minimal hurdles,
such as tedious installation processes just before an event is about to start.
Alternatively, cloud technology might be a more fitting solution. There's a
good chance it will produce a significantly more direct experience, which
those using the portal repeatedly will appreciate, as well as newcomers and
the odd guest here and there. Streaming videos from the cloud can also
reduce down-time waiting for videos to upload or load.
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Adhering to Regulations
Lastly, while healthcare requirements and regulations vary
between countries and regions, some remain universal.
Protecting sensitive and classified data is one of them.
Accordingly, general privacy policies and guidelines on data collection,
security, and disclosure have become ubiquitous and standard. There are
also several international codes and certification.
Adhering to the above must be a fundamental requirement for any HCP
portal, especially one centralized on content sharing and media. All content
must be firewalled using enterprise-grade, fully compliant video security and
fine-grain access control.
Following Industry best practices and shared business ethics is always a
good strategy and any business partners and products assimilated into the
system must uphold the same standards.
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Building a Better Normal
The COVID-19 pandemic will undoubtedly become 2020's trademark as well as the multitude of ways it will have changed our lives and the way we
work. Being at the forefront of the crisis, its impact on healthcare incumbents
and institutions is naturally irrepressible, in the short and long run.
These changes set the scene for pharma companies to take full advantage of
digital and video connections. As a stalwart of the healthcare industry, they
play a crucial role in this new normal, where news must travel fast between
practitioners, as do research findings, insights, and protocols. Novartis CEO,
Vas Narasimhan, probably said it best:
"…digital investment areas previously seemed like nice-to-have experimental
areas that may transform us in five years. Suddenly they became things that
were fundamental."
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Kaltura Media Services offers enterprise-grade video
solutions and APIs that fit into any product, mobile, or
web applications - at any scale. It’s also future-proof,
platform-agnostic, and backward compatible with all
formats, devices, browsers, and standards.

Contact Us

Learn More

