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What is “really” 
multichannel 

“…delivering  
      the right content  
via the right channel  
at  the  right time  
to  the right physician” 



A wide range of available 
multichannel contents 

  

Leaflets, visuals, direct mails, 
videos, e-detailing, interactive 
contents, e-Cme … 

The right engaging 
content changes the 
“intention to prescribe” 

…the right content 



…the right channel 

The channel is the path 
to the interactions  with 
the customer 
 
F2F Reps, Medical Scientific 
liaisons,  email marketing, 
web detailing, remote-Rep, 
co-browsing, video- 
detailing, … 



…the right doctor 
Identify physician’s 
interests and create 
content campaigns 
tailored to clusters 
 

Define correct sub-
specializations, identify the 
group of doctors interested in 
having info on that topic, start 
from an excellent DB 



 
In a personalized 
journey, each doctor is 
contacted through 
different channels at 
different times for the 
best outcome 

… the right time 

Customer Relationship 
Automation 



The “touchpoints” 
model 
Every moment of interaction 
we have with the brand 
influences our behavior 
• Social 
• Word of mouth 
• Advertising 
• Field force 
• Phone 
• Customer care 
• … 



Main requirements 
The must have list 
 

A well defined customer 
database 

A CRM perfectly integrated  
with CLM e CRA 

A good project tailored to the 
specific product, its maturity, 
and target 

 Full control of each cannel 
A web platform for engaging 

and interactive detailing 
A qualified email marketing tool  
Content content content 



Main challenges 
The horror list 
 

Complete ROI evaluation 
Privacy, regulatory, 

farmacovigilance  
Content production different 

for every channel, valuable 
material 

Process, kpi analysis 
Ability to react rapidly, 

flexibility, personalization 
 Skilled people 



How to implement multichannel campaigns 
Case history 1 



How to implement multichannel campaigns 
Case history 2 

 
Merqurio Solution 
Project based on phone detaling and online tool 
integration( integrated dem and customized dem) 
direct to Dermatologists  
 
Timing:  February – July 2013. 
 
Results 
On 6 "sample areas" compared, 2 had an increase, 
above the Italian average, on products. In two areas, 
FUCI Family growth was more than 100%, while in 4 
zones there was a increase higher than Italian average 

Company Need 
Promotion of FUCIDIN ®, FUCICORT ® and DOVOBET ® 


