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Introduction

At some point, most people would be familiar 
with Albert Einstein’s famous statement “In the 
middle of difficulty lies an opportunity”.

The above statement is relevant to the current 
COVID-19 pandemic situation; to look for an 
opportunity in the middle of difficulties and 
providing much-needed solutions to cascading 
problems of all industries. In this artifact, we 
will focus on the healthcare and life sciences 
industry’s challenges, trends and solutions.

Today, the need of the hour is providing health 
services. i.e., to protect individuals from the 
COVID-19 pandemic by addressing 
demand-supply, patient engagement, provider 
connections and many other problem spaces.

Let us understand the current challenges of the 
healthcare and life sciences industry and the 
best possible solutions we can devise.
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Impact of COVID-19 on 
Healthcare & Life Sciences
All industries have been impacted by the 
pandemic and healthcare & life sciences is of no 
exception. However, the spotlight is clearly on the 
life sciences industry as they need to deliver the 
required medications in line with raging demand, 
which has been their biggest challenge. 

For the healthcare & life sciences industry, 
regulatory restrictions with respect to the import 
and export of raw materials will hinder the 
development of the industry since the demand 
and supply cannot strike equilibrium otherwise. As 
a result, we can expect an increase in the price of 
drugs and medical devices.

This pandemic situation will also create an 
opportunity for the delegation of business activities 
i.e., small pharma companies will get into a 
contract with bigger players to deliver the orders 
for them thereby increasing their business.

Since the current focus is on addressing COVID 
requirements of meeting the primary infection 
control products, many big players like Apple, 
Ford, and Tesla have stepped into the life sciences 
industry. 

During this time, other activities like research and 
development of new medicine have taken the 
back seat. Meetings and discussions related to any 
other developments in the industry have been 
moved to the back burner.

Challenge 1 – Striking the 
right balance
Demand and Supply
The current challenges of COVID-19 is not 
restricted to any industry, region, or country. 
However, to address the challenges of the 
healthcare industry, we must think both fast and 
slow. i.e., addressing the immediate emergency 
and thinking about the long-term impact of the 
healthcare systems and the healthcare life 
sciences industry.

The healthcare life sciences industry has been 
addressing some of these challenges – such as 
data integration & interoperability, 
consumerization of thepatient,patientengagement 
and experience, measurement and analytics, DA/ 
FTC/HIPAA compliance, traditional and 
non-traditional sales channels, process synergies 
to increase the speed and efficiency of clinical trail 
management and patient support programs. In 
addition to these challenges, the industry has an 
additional pressure to meet the huge demand for 
medicines, the immense pressure on regulatory 
approvals, and the interaction between physicians 
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and the pharmaceutical industry in the new 
normal.

Products that support the containment of the 
COVID-19 infection and its manufacturing takes 
center stage. Apart from these primary products 
which control the infection, there are some in-line 
products which are expected to increase in 
demand to meet the requirements of multiple 
health conditions. We can also expect hoarding of 
medications by the patients as they either do not 
want to visit physicians to avoid any possible 
infections or to plan for long term home care.

Challenge 2 - Compliance
Regulations and Approvals

The healthcare & life sciences industry is also 
facing a huge challenge with regulations and 
approvals. Regulatory departments are working 
under immense pressure to provide approvals to 
required medications while fully evaluating and 
considering efficiency and safety. 

Research, innovations and launch of any new 
products will need interaction of physicians and 
pharmaceutical companies. However, to manage 
the current pandemic crisis, the regulatory 
workforce is focusing on COVID related activities 
to provide fast track approvals or Emergency Use 
Authorizations (EUA).

Workforce management is also another internal 
challenge to accommodate staff if any critical 
resource has contracted the infection. 

Regulatory authorities are encouraging virtual 
interactions as much as possible.

To summarize, COVID-19 work remains a priority 
to meet the high demand of different products 
and address the pandemic situation by utilizing 
digital-first methods and practices.

FDA’s Response to COVID-19

372 tests and sample collection devices are 
authorized by the FDA under emergency use 
authorizations (EUAs)

FDA has authorized 9 antigen tests and 4 
molecular tests for serial screening program

FDA has also authorized 498 revisions to EUA 
authorizations

Challenge 3 - Collaborating
Healthcare stakeholders and the healthcare life 
sciences industry relationship

The COVID-19 pandemic has also impacted the 
interactions between the healthcare stakeholders. 
viz, healthcare payers, healthcare providers, 
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healthcare life sciences, pharmaceutical and 
device manufacturing companies, as well as 
member engagement.

For the pharmaceutical industry, interactions with 
physicians is very critical either to promote their 
products or to seek important feedback on 
existing products. COVID -19 has severely 
impacted sales teams of pharmaceutical 
companies as they are unable to physically meet 
the physicians.

Most physician interactions were product 
discussions and sample drops

76% of academic hospital physicians were 
meeting sales reps 3 times per week

65% of physicians did not participate in 
online sampling

57% of community hospital physicians were 
meeting sales reps 3 times per week

41% of physicians preferred meeting sales 
teams 4 times per week

100% of physicians would like to conduct 
virtual meetings with manufacturers

63% physicians either re-assess or delay 
communication with sales reps

52% of physicians have not received sample 
drops

49% of the representatives are not permitted 
inside a physician’s office

41% are interested in online sampling in the 
future

37% of physicians are expecting modified 
access to meet sales representatives

20% have participated in online sampling 
since the lockdown

Challenge 4 – Patient 
Centricity
Patient engagement/Patient-centered care

The pandemic has had an incredible impact on 
the entire population of the world. Most countries 
have restricted citizens from visiting hospitals for 
regular check-ups and planned outpatient visits to 
follow social distancing norms unless their 
condition is critical.

Healthcare providers, payers, healthcare life 
sciences and device manufacturing companies 
are concerned that they will be unable to meet 
patient expectations during the pandemic.

COVID - 19 has also created a situation where 
much-needed patient care has not been delivered 
due to the shortage of resources in health systems 
and in response to this condition, it has created 
attacks on the healthcare system. The attacks on 
the healthcare system may vary from verbal or 
physical acts of violence, obstruction or threat that 
interferes with the access and delivery of 
healthcare. 
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Reported attacks/violence related to COVID-19

Shortage of healthcare resources

Insurance coverage on COVID

Denial of medical services

Favoritism in providing member treatment

Provider attack

Member attack

Psychological threat

Eviction from home

Strategies to combat violence and achieve Patient 
care

Better commutation by physicians/healthcare 
organizations

Federal/Government strategies to protect 
physicians along with supreme Patient care

Positioning of telemedicine to achieve social 
distancing

Identify at-risk population

Prevention measures to avoid community 
impact 

Key Trends

The healthcare & life sciences industry is placed 
very precariously as it needs to balance demand 
and the supply chain, develop new medicines, 
and continue to have critical interactions with 
stakeholders. Thus, it is important for healthcare & 
life sciences industry leaders to explore new trends 
and solutions.

It is important to gather the right data at the right 
time to make the right decisions. Thus, data 
management is key to drive the strategies of the 
business in the right direction. Managing 
paperwork and manual data storage is a 
challenge and more importantly losing an 
important data set or an important lead for a 

salesperson will have huge business impacts. 
Therefore, estimating the business value of losing 
a critical data is unimaginable. So, it is necessary 
for business leaders to invest in digitalization to 
manage the relationship with their current 
customers and to expand business relationship 
with new customers.  

To understand the new opportunities based on the 
pain points of the pharma industry, it is important 
to know the pulse of customers by getting the 
required information to analyze data and to make 
better decisions. Establishing a close connection 
with customers through member portals, regular 
notifications through email, messages, etc., is 
considered the best way to communicate during 
the patient journey. However, the challenge 
remains with the pharma industry to encourage 
their customers to use member portals and 
technologies for gathering the required feedback 
or data.

To Summarize, digitalization with advanced 
technologies like Cloud Computing, 
Telemedicine, Artificial Intelligence (AI)-based 

medication development, Internet of Things, data 
science and Big data has various advantages to 
the pharma industry.
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Solutions
The healthcare & life sciences industry is seeing 
new success in their business with Salesforce. 
Salesforce, with its unique products, is optimized 
to handle the industry’s unique and fast-paced 
needs and is well positioned to help medical 
device and pharmaceutical companies 
collaborate across entire ecosystems. They can get 
new products into market faster, turn valuable 
data into actionable insights, and revolutionize 
patient care while taking patient relationships and 
medical innovation to new heights.

Salesforce will assist in supporting and addressing 
current challenges like Patient-centered care, 
physician relationship management, payer 
engagement, streamlining vital processes 
(automation), operational issues – sales & service, 
optimizing clinical trails, intelligent sales 
opportunities, and collaboration across the 
healthcare ecosystem to bring new products into 
the market.
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Health Cloud Setup

Patient Data Display

Customize Org and 
Install Health Cloud

Protect Privacy in 
Health Cloud

Assign Health Cloud 
Profiles

Health Cloud 
Console

Customize the 
Console

Create a Custom 
Object for Patient 
Data

Create a Custom 
Timeline View

Customize the Patient 
Card

Create a Filtered 
Patient

Add Objects to the 
Health Timeline

Adapt the Patient 
Card in the Console

Set Up Patient List 
Filters

Enable Multiple 
Custom Care Plans

Consent Management

Consent 
Management

Set Up Consent 
Management

Care Programs & 
Care Plans

For Payers

Care Programs
Set Up Care 

Programs
Use Care Programs
Explore Care Plans 

and Care Plan 
Templates

Set Up Care Plans
Customize Care Plans
Create and Use Care 

Plans

Manage sick and 
aging populations

Deliver care 
everywhere

Personalize member 
engagement

Provider Relationship 
Management

Focus on driving 
sales while reducing 
cost

Data Models

Provider Relationship

Household Data 
Model

Clinical Data Model
Health Insurance and 

Claims Data Model
Care Program Data 

Model
Social Determinants 

of Health Data Model
Provider Data Model
Utilization 

Management Data 
Model

Health Cloud 
Provider Data Model

Configure Provider 
Relationship Cards

Set Up Provider 
Search

Utilization Management

Utilization Management
Set Up Utilization 

Management

Care Coordination 

Interoperability and 
Clinical Data Model

Engage the Patient’s 
Community 
Customize and 
Coordinate Care

Create a Care Team
View a Patient’s 

Timeline
Plan for Improved 

Health
Problems
Goals
Tasks

Interoperability
Review the Data 

Exchange Standards
Explore the Clinical 

Data Model
HL7 & FHIR

Health Cloud is a healthcare industry-specific 
solution built on the Salesforce platform to 
support entire business activities for all 
healthcare stakeholders – healthcare providers, 
healthcare payers, healthcare life science, 
pharmaceutical and device manufacturing 
companies.
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Harish Babu
Senior Consultant, Salesforce Practice, at Marlabs

Health Cloud 
Pharmaceuticals - Benefits
Salesforce Health Cloud brings pharmaceutical 
teams closer to the patients and healthcare 
providers by providing the solutions to achieve the 
desired expectations

Health Cloud Life Science - 
Revenue Cycle

Streamline patient 
engagement process

Proactive data-driven 
insights 76% 

of patients believe pharmaceutical 
companies have a responsibility to 
provide services that complement their 
products

<1 in 5 
patients are aware of the services that 
pharmaceutical companies offer

85% 
of companies are raising their 
investment in patient-centric 
capabilities

Measure patient 
experience

Engage, support, and educate 
patients to improve therapy 

adherence

Manage sales visits and 
inventory

HIPAA compliant

Provider data model 

Omnichannel patient 
support

AI-enabled patient view

Intelligent sales agreements 
and forecasting

Drive patient service 
team collaboration

Patient programs and 
outcomes

PR
E-

EN
C

O
U

N
TE

R

Effortless Planning and 
Scheduling

Existing physicians / 
Specialist / Institution

New Physicians / 
Specialist / Institution

Pre-calling
Daily call reports
Custom today’s page

Effortless Planning 
and Scheduling

PO
ST

-E
N

C
O

U
N

TE
R Stock Verification and 

Prescription Audit
Retail chemist 

prescription audit
Internal 

communication
Product order
Master data 

management
Geo tagging
Reports & analytics

Stock Verification and 
Prescription Audit

EN
C

O
U

N
TE

R

Product order booking
Capturing feedback
Capturing next 

appointment
Capturing references
Capture physician 

relationships

Products & 
Promotions
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About Marlabs
Marlabs designs and develops advanced digital solutions that help its clients improve business 
outcomes swiftly and precisely. It succeeds by harnessing the power of the Digital Collective™, which 
brings together design-led digital innovation with human experience, composable digital platforms, 
and a collaborative ecosystem of first-class technology partners and innovators. 

Marlabs is headquartered in the New York Metro area, with offices in the US, Germany, and India. Its 
2500+ global workforce includes highly experienced technology, platform, and industry specialists 
from the world’s leading technical universities. 

Marlabs Inc.(Global Headquarters) One Corporate Place South, 3rd Floor, Piscataway, NJ - 08854-6116, 
Tel: +1 (732) 694 1000 Fax: +1 (732) 465 0100, Email: contact@marlabs.com

youtube/marlabsincfacebook.com/marlabsinc linkedin.com/marlabsinc twitter.com/marlabs

Visit us online at www.marlabs.com


