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EXECUTIVE SUMMARY 

C3i Solutions, an HCL Technologies Company, recently completed a life sciences industry survey 

designed to deliver a glimpse into the current medical information contact center landscape. The survey 

focused on organization, services, operations, quality assurance, content, reporting and technology 

capabilities.  

The findings of The 2018 Trends in Medical Information Survey provide valuable insights into how 

medical information contact centers are responding to global trends driving change in medical affairs — 

rising healthcare costs, population growth and emerging markets, advances in technology, changing 

product landscape and regulatory scrutiny. 

According to the survey findings, medical information contact centers most frequently report to a medical 

affairs organization within their companies. They are staffed by healthcare professionals (HCPs) — 

including pharmacists, physicians and nurses — and they field inquiries from various stakeholders. HCPs 

and Consumers/Patients/Caregivers are the most likely to contact medical information, with the 

Consumer/Patient/Caregiver segment on the rise due to both market and patient population trends.  

Medical information professionals describe their biggest challenges as global/regulatory inconsistencies, 

as well as the ability to provide quality content and a consistent quality of service. Customer satisfaction 

was indicated as the most important measure of success, but the ability to measure influence on health 

outcomes is becoming a more frequently cited metric. 

In terms of therapeutic areas supported, Oncology, Neurology, Metabolic Disease/Diabetes and 

Cardiovascular were considered as the most prevalent. English was the most supported language, 

followed by French, Spanish, Japanese, Portuguese and Chinese. Other languages were supported 

through the services of a translation agency or with transfers to local subsidiaries when necessary. 

Regarding technology, many are utilizing a custom medical information solution (rather than a commercial 

application), with the ability to handle inquiry management and adverse event intake, among other 

capabilities. While most medical information contact centers are already supporting email, phone, fax and 

online portal/self-service channels, a majority of survey respondents expected to be supporting social 

media, chat, and text/SMS channels in the next five years.  

C3i Solutions has provided the following survey results and discussion as a resource to help you develop 

and refine strategies for managing your company’s medical information contact centers. We hope you 

find it enlightening.  
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SCOPE, METHODS & PARTICIPANT PROFILE 

The Trends in Medical Information Survey targeted global life sciences professionals with direct or 

cursory responsibility for medical information and/or medical affairs. It was conducted to refresh the 

findings of a similar survey conducted in 2015. The survey was administered online to a targeted list of 

medical information professionals during Q3 of 2018. The focus of the survey included:   

 Departmental  Basics: Geography, Reporting Structure, and Staffing 

 Content & Contacts 

 Operations, Service Delivery & Quality  

 Operational & Industry Challenges 

 Application & Use of Technology  

The survey respondents indicated that they were located in United States, Canada, and Europe.  

 

DEPARTMENTAL BASICS  

 

In which geographies do you conduct medical information services?  

Respondents indicated that they operated primarily in the United States (64%) and Western and Eastern 

Europe (36% & 35%, respectively) with a smaller percentage also conducting medical information 

operations in Canada (18%), Asia (14%), Latin America (14%), Africa (7%) and the Middle East (7%). 

 

Figure 1: Location of Survey Respondents 

 

  *Note: Percentages derived from multi-select survey question; responses will total greater than 100% 
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Into which organization does medical information report at your company? 

According to the survey, the medical information function at respondents’ respective companies most 

often reports into the Medical Affairs Department (64%). The next most answered choice was 

Pharmacovigilance (18%), followed by Commercial Ops/Marketing (7%), Regulatory (7%), and Clinical 

Research (4%).  

Figure 2:  Organizational Structure 

 

Discussion 

When the same question was asked in 2015, Medical Affairs department was also the most popular 

choice, with 82% of responses. Worth noting here is the increase of those reporting into the 

Pharmacovigilance Department in 2018 (18%) vs. in 2015 (just 8%). This increase, though slight, may be 

indicative of trends in the industry with regard to consolidation of related responsibilities and/or increased 

regulation.  

 

 

Which types of medical information professionals do you employ? 

According to the survey, medical information departments were made up almost entirely of Healthcare 

Professionals. Pharmacists (89%) were the most selected choice, followed by Physicians (47%) and 

Nurses (43%).   
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Figure 3: Medical Information Professionals 

 

*Note: Percentages derived from multi-select survey question; responses will total greater than 100% 

Discussion 

As compared to the findings in 2015, the practice of having HCPs handling medical information has 

grown. In 2015, only 69% of those surveyed employed Pharmacists vs. 89% in 2018. In 2015, 47% 

employed those with a 4 year science degree (non HCP) vs. just 29% in 2018.  

As the results indicate, the importance of having HCPs on staff is growing. With the increase in regulation 

and oversight, both in the US and globally, product labels and company policy often specify that highly 

trained medical professionals be available for questions.  

 

 

CONTENT & CONTACTS 

Which services are managed by your medical information organization?  

The majority of survey respondents stated their medical information contact centers most commonly 

handle Medical Inquiry Management (96% of respondents), followed by Adverse Event Intake/Transfer 

(75%), Field Professional Information Request Management (75%), Medical Writing/Development Of 

Approved Content (75%), Fulfillment of Approved Content (68%), Product Quality Complaint Intake and 

Transfer (50%), Management and Coordination of Medical Scientific Liaisons (46%) and Clinical Trial 

Recruitment or Support (only 36%).  
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Figure 4:  Medical Information Services 

 

*Note: Percentages derived from multi-select survey question; responses will total greater than 100% 

Discussion 

Medical information’s role is diverse, complex, and multi-faceted. As noted in a recent McKinsey & 

Company article
1
, the medical information function is growing in scope and evolving due to a number of 

internal and external challenges including “great compliance risks stemming from heightened regulatory 

obligations, increased complexity of information, changing communication channel preferences and 

expectations, and intense economic pressure.” In order to respond to these challenges and others — 

such as the increase in complexity of information and changing consumer communication preferences — 

medical information professionals must adapt. 

 

 

What percentage of your inquiries is from the following? 

Regarding from whom medical information inquiries are originating, Healthcare Providers represent 

almost half of all contacts according to survey respondents, followed by Consumers/Patients /Caregivers 

(31%), Field Reps (12%) and Clinical Trial Coordinators (10%). 

Figure 5:  Inquiry Breakdown 

 

https://www.mckinsey.com/industries/pharmaceuticals-and-medical-products/our-insights/how-pharma-manufacturers-can-enhance-their-medical-information-teams
https://www.mckinsey.com/industries/pharmaceuticals-and-medical-products/our-insights/how-pharma-manufacturers-can-enhance-their-medical-information-teams
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Discussion  

Comparing this to 2015, we’ve seen a 28% increase in the volume of contacts coming from 

Consumers/Patients/Caregivers. This increase may be attributed to changes in both the market and in 

patient populations themselves. In terms of market trends, as more pharmaceutical products have moved 

from prescription-based to being sold over-the-counter — particularly in areas such as allergy, 

gastrointestinal, and smoking cessation
2
 — they have been exposed to larger patient populations, 

leading to more inquiries from patients regarding those medicines. Meanwhile, patients across the board 

are taking charge of their healthcare. These patients have become accustomed to a certain level of 

“always-on” customer service in others industries, like retail and food and beverage. 

 

Which therapeutic areas do you support? 

In terms of therapeutic areas, respondents indicated a broad range of content is required although 

Oncology, Neurology, Metabolism/Diabetes, and Cardiovascular were the most prevalent among our 

survey participants.   

        

Figure 6: Therapeutic Areas Supported 

 
*Note: Percentages derived from multi-select survey question; responses will total greater than 100% 

 

 

Which languages do you support? 

The most frequently supported language was English, followed by French, Spanish, Japanese, 

Portuguese and Chinese. Respondents indicated that languages were supported through the services of 

a translation agency or transfers to local subsidiaries/affiliates when necessary. 

https://www.chpa.org/switch.aspx
https://www.chpa.org/switch.aspx
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Discussion  

With the rise of machine learning, automation and artificial intelligence in contact centers, a more efficient 

lower cost translation alternative could soon see traction. For example, a real-time text based translation 

solution, like C3i Solutions’ Max Translate, could aid medical information contact centers in handling 

text-based foreign language inquiries from channels like email and chat. Rather than staffing fluent 

speakers, or utilizing a translation agency, the tool can provide translation in real time. As automation and 

artificial intelligence continue to grow in popularity, innovations of this type could soon become more 

prevalent.  

 

BIGGEST CHALLENGES 

What are your top challenges?  

Participants were asked to rank their top challenges with regard to medical information. The top 5 

challenges faced by medical information contact centers in order from most challenging to least, were 

Global/Regional Practice Inconsistencies (46%), Consistent Quality of Service (46%), Quality of Content 

(43%), Technology / Capabilities (36%), and Access to Data (32%). 

 

Figure 7:  Biggest Medical Information Challenges 

 

*Note: Percentages derived from multi-select survey question; responses will total greater than 100% 

 

 

https://www.c3isolutions.com/resources/brochures/max-translate-real-time-translation-solution/
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Discussion 

These findings are relatively consistent with our findings in 2015, with regard to Quality of Content, 

Quality of Service, Technology/Capabilities and Access to Data. These challenges were ranked in the top 

5 among respondents in both 2015 and 2018. As noted in 2015, these responses indicate an interest in 

quality; however, the respondents also indicated in the metrics section that actual measurement of data 

quality is relatively low (see Figure 10). While a deeper level of analysis would be needed to establish a 

direct correlation, the high reliance on customer satisfaction as a reported metric may not be providing a 

holistic measure of success.  

Furthermore, quality of content, technology & capabilities, and access to data may all be related 

challenges suggesting the overall process of gathering scientific content into approved materials for 

medical information and making them accessible to both in-house and outsource providers is an area of 

opportunity to measurably improve operational efficiency. This may also be further influenced by similar 

but disparate local regulatory environments and the pace of change. 

One significant difference between the 2015 and 2018 findings was that Global/Regional practice 

inconsistences were considered among the biggest challenges in 2018, whereas Regulatory Awareness 

was seemingly of less concern. While it’s possible that survey respondents consider regulatory concerns 

to fall under global/regional practice inconsistences, this is still a noteworthy finding. To ease the concern 

over global practice inconsistencies, some pharmaceutical organizations are centralizing approved 

content regionally, where possible. This promotes quality, consistency, and efficiency while fostering 

adaptation by their local subsidiaries in response to the regulatory landscape. According to the McKinsey 

article, “There is a strong trend toward more coordinated, if not centralized, structures… Those that have 

centralized are reaping benefits such as greater consistency and reduction in compliance risk, as well as 

increased efficiency.”
1 

 

OPERATIONS, QUALITY AND MEASUREMENT 

Average Inquiry Volumes 

Respondents were asked about their prediction of future inquiry volumes. The majority of respondents 

(approximately 60%) stated they believed overall inquiry volumes will increase.  

Figure 8: Average Inquiry Volumes 

 

https://www.mckinsey.com/industries/pharmaceuticals-and-medical-products/our-insights/how-pharma-manufacturers-can-enhance-their-medical-information-teams.
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Discussion 

The prediction of contact volumes to increase may be attributed to several factors. More insured patient 

populations on treatment; an increase in approvals of complex products, such as biologics; the 

emergence of self-service/on-demand channels; an increase in products being used for a wider number 

of (on and off label) indications; peer-to-peer HCP engagement via platforms like SERMO; and 

consumer-to-HCP engagement are some of the factors driving contact volume.  

 

 

What hours are supported by your contact center? 

A majority (64%) of respondents support normal business hours (assumes 8:00am–5:00pm in supported 

time zones), 22% support extended business hours (business plus after hours and/or weekends), and 

14% of respondents reported that their medical information contact center support was covered 24x7. 

Figure 9:  Hours of Operation 

 

 

Discussion  

As illustrated in Figure 9, these responses were consistent with findings from the 2015 survey. There was 

a slight increase in those that indicated their contact center was supported 24x7, which might be 

indicative of future trends. Patients and HCPs alike have become accustomed to an “always on” level 

service in other aspects of their lives, such as when contacting a food and beverage brand. They expect 

someone to answer that phone, chat or email right away. There’s no reason to believe they won’t have 

that same expectation with regard to contacting a pharmaceutical brand with questions. We expect to see 

this 24x7 statistic increase as patients become more demanding in their expectations.   
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What are your metrics for measuring success? 

The survey respondents were asked to indicate which metrics they felt were the best measure of success. 

Customer Satisfaction was rated as the strongest measure of success (53%), followed distantly by 

healthcare outcomes (21%).  

Figure 10: Success Measures 

 

 

Discussion 

It is interesting to note that while Customer Satisfaction is the metric of choice, it was revealed that the 

majority of respondents (64%) do not record their medical information calls. Assuming Customer 

Satisfaction continues to be the metric-of-choice, organizations would benefit from recording calls. There 

is an opportunity to raise the level of scientific engagement through peer-level coaching leveraging 

recorded calls (similar to case reviews) and through technological innovations such as co-browse and 

video. 

 

When comparing these results to those in 2015, Customer Satisfaction remained the strongest measure 

of success. Noticeable differences include First Contact Resolution and Call Service Levels, which 

appear to be less of focus in 2018 (5% and 16%, respectively). Meanwhile, Healthcare Outcome 

Measures have become more important (21% in 2018 vs. 14% in 2015). Measurement of health 

outcomes can include such things as tracing the contribution of medical information to increased success 

in therapy and/or seeking a reduction of adverse events through education.  

 

The results here may be indicative of trends in the industry, including a lessened focus on traditional call 

center metrics like Service Level Agreements (SLAs), and stronger focus on patient care, as well as an 

increased emphasis on health outcomes by regulatory and payer organizations. They also highlight an 

area of opportunity when aligning medical information initiatives with mandates from regulatory agencies 

and insurance payers going forward. HCPs and networks face increasing penalties for poor health 

outcomes and leading medical information organizations will be differentiated by their ability to effect and 

measure change in these outcomes. 

 

 

https://www.healthcare-informatics.com/article/value-based-care/new-healthcare-payers-and-providers-look-redefine-quality
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Reporting 

Survey participants were asked what information they report on. Responses are noted in Figure 11 below. 

 
Figure 11: Types of Data Reported 

 
*Note: Percentages derived from multi-select survey question; responses will total greater than 100% 

 

Discussion 

Regarding reporting, 79% of respondents stated their medical information contact center reported on 

Volumes. 74% said they report on Topic/Product Trends and 53% report on Inquiry Turnaround, both of 

which are broadly adopted industry best practices. Only 26% report on Content Metrics 

(approved/reviewed/expired); Case Data Quality; and Customer Channel Preferences/Usage, 

respectively. 

 

Given the role of medical information in identifying potential adverse events, reporting on Case Data 

Quality is a critical metric and should be included as standard procedure in compliant medical information 

operations. 
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TECHNOLOGY 

What best describes your medical information solution? 

A majority of respondents (74%) described their medical information solution as custom. This is down 

slightly from 2015, in which 85% of respondents did so.  

 
Figure 12: Medical Information Technology Solution 

 

Discussion 

Both the 2015 and 2018 figures are surprisingly high, considering custom applications are typically more 

costly to maintain. Robust commercial applications are available that meet medical information contact 

center requirements. 

 

 

Which capabilities do you currently have within your medical information system? 

Most survey respondents (89%) stated that their technology capabilities for medical information include 

inquiry management, followed by 79% stating that adverse event intake is a capability. 73% of 

respondents have content/standard response management capabilities and 69% have product quality 

complaint intake. 63% can review and approve workflow, 42% can automatically track expiration dates, 

42% were able to track licensed content, and only 16% had technology capabilities that had accessibility 

features for diverse populations (i.e. hearing/sight loss). 

 

Discussion 

As regulations evolve, so must medical information systems and platforms. For example, per McKinsey, 

“manufacturers are required to report adverse events from any part of the world to the European 

Medicines Agency within 14 days to be compliant. In effect, this necessitates a seamless interface 

between the medical information and pharmacovigilance departments because many adverse events get 

reported through the medical information teams first.”
1
 This seamless transfer of adverse event 

information from medical information to pharmacovigilance can only be achieved with integrated 

technologies.  

 

https://www.mckinsey.com/industries/pharmaceuticals-and-medical-products/our-insights/how-pharma-manufacturers-can-enhance-their-medical-information-teams.
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Channels 

Survey participants were asked to indicate which channels they support today and which they expect to 

be supporting in the next 5 years. According to the survey, most medical information contact channels 

currently support Fax, Phone and Email (100%, 84% and 90%, respectively). Online portals/self-service 

was well supported as well, with 65% of respondents indicating that they do so. Newer channels are 

growing in terms of usage, but still not widely supported amongst our survey respondents, for example 

Chat (43%), SMS/Text (29%), and Social Media (25%).  

 

Discussion  

When comparing this to our results in 2015, it’s interesting to note that the use of fax has increased 

significantly — sitting at just 69% in 2015. Though the survey did not specify, it is possible that survey 

respondents considered the use of eFax when choosing this response. The support of the newer 

channels has also, expectedly, grown. In 2015 only 12% of respondents indicated they were utilizing 

SMS/Text, and just 15% were utilizing social media with regard to medical information. We expect to see 

this trend increase, and so do respondents.  

When asked what new channels respondents they expected to support within the next five years, the 

most frequent answers were Social Media (67%), Text/SMS (56%), and Chat (44%). The shift to these 

new capabilities is partially driven by the need to support tech savvy consumers seeking medical 

information after hours or via mobile devices.  

Along with technology advancements, medical information consumers expect multi-channel capabilities 

and the ability to seek medical information in their preferred channel of communication. Adoption of more 

scalable channels such as chat and social media also enable medical information staff to support less 

complex inquiries in a more efficient manner while directing more complex scientific discussions to 

traditional channels such as email, phone, and fax.   
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CONCLUSION 

As indicated throughout this overview, medical information’s role is diverse, complex, multi-faceted and 

evolving due to healthcare costs, population growth in emerging markets, advances in technology, 

changing product landscapes, and major market regulatory pressures. As the demand for medical 

information increases globally, medical information teams need to be trusted partners in guiding 

healthcare professionals and consumers in obtaining high quality, authoritative, science-based 

information.  

The results of The 2018 Trends in Medical Information Survey offer a summary of how medical 

information organizations view their current state, service challenges, and the potential value of mapping 

out the requirements and delivery of a “look ahead” portfolio of services. In reviewing the survey results, 

we suggest the following key findings:  

 Medical information responsibilities most often fall within the Medical Affairs department, but 

reporting into Pharmacovigilance/Drug Safety has become more common. This may be due to 

increased focus on regulation and/or the inherent advantages from consolidation of similar 

activities. 

 Medical information teams are made up primarily of Healthcare Professionals, including 

Pharmacists, Nurses and MDs. The need to employ HCPs is growing, mostly due to increased 

global regulations. 

 Medical information inquiry volumes are increasing, and expected to continue to do so. These 

inquiries stem from various stakeholders. HCPs and Consumers/Patients/Caregivers are the 

most frequent, with the latter on the rise due to market trends, such as more drugs moving from 

prescription-based to being sold over-the-counter and changes in patient populations themselves. 

 The biggest challenges faced by medical information professionals today are practice 

inconsistencies across global/regional markets, consistent quality of service and quality of 

content.  

 Customer satisfaction was considered by respondents to be the most important metric for 

measuring success, but the practice of measuring health outcomes is becoming more important. 

 

C3i Solutions has provided the survey results and analysis as a resource to help you develop and refine 

strategies for managing your company’s medical information contact centers. To learn more about C3i 

Solutions and our global medical information solutions, please visit www.c3isolutions.com.   
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