
All rights reserved. The information contained herein is subject to change without notice. ©2010, Cognizant Tech nology Solutions and C3i, Inc

Your Veeva Application Has Been 

Deployed:  Now What ?

May 11,  2010



All rights reserved. ©2010, Cognizant Technology Solutions and C3i, Inc2

Agenda

» Cognizant and C3i Overview

» Defining and Establishing an On-Going Services Model

» Best Practices and Case Studies

· Tier 1 Support Services

· Tier 2 and Tier 3 Services

» Strategies for On-Going End User Training

» Summary and Q&A



All rights reserved. ©2010, Cognizant Technology Solutions and C3i, Inc

C3i Corporate Overview

» Integrated End-to-End Support Services 

specifically tailored for the unique needs of 

Life Sciences companies

· CRM Services

· Clinical Services

· Campus / Enterprise Support Services

» Life Sciences...itôs all we do

· Work with 26 of the top 50  pharmaceutical 

companies

· Support 40,000+  pharmaceutical sales 

and office professionals

· Support 300,000+ clinical site personnel

» Veeva Partnership

· Since 2007

· Implementation, Training, On-Going 

Support

Quick Facts

Á Founded: 1993

Á Global Locations:  New 
Jersey, Pennsylvania, India 
& Bulgaria

Á Employees:  900+
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Cognizant Corporate Overview

» Life Sciences Practice Overview: 

· Over 7800 associates delivering solutions across US, UK, 

Europe, India, China and Japan

· 30% of revenues from European market and APAC 

regions

· Near-shore facility in China, Hungary & Argentina

» Life Sciences End-to-End Solutions:  

· Commercial Operations, Clinical Operations,  Safety &  PV 

Operations, and Managed Markets

» Partnership and Expertise:

· Veeva (Implementation, Integration & Support) since 2008

· Salesforce.com global partner

· Rich Experience: 40+ enterprise projects for 27+ clients

· Large Practice: 140+ dedicated Salesforce.com trained 

consultants

· CRM consulting: Strategy and CoE experts

Quick Facts

ÅFounded: 1994

ÅRevenues: $3.279 Billion(09)

ÅEmployees: Over 78,400

ÅActive Customers: 570

Vision: To be the most preferred IT & BPO services partner to Fortune 1000 and Blue chip 

customers, world-wide

Mission: To co-source perfectly engineered solutions that add competitive advantage to our 

clients, through long-term partnerships

Relationship With

Å12 of top 20 Medical Devices companies

Å27 of worldôs top 30 Pharma companies

Å9 of top 10 Biotechnology companies

Å7 of top 10 U.S. Healthcare plans
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SaaS Support

Current challenges and opportunities
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Create comprehensive support model 

that provides complete cost and 

service transparency 

Publish Service Catalog with 

appropriate definition of SLAs, & 

SLOs to the business

Implement proper Change 

management processes

Create proper Governance model

Establish a well defined

operating model 

for implementation, support & 

training

Follow structured and well defined

Release management processes

Fragmented definition of the 

Services Model / Model complexity

Disruption of releases on 

established business processes

Escalating costs due to requests for 

adhoc changes

Lack of accountability and 

sponsorship

Lack of appropriate management of 

SaaS application

Hidden and unanticipated costs
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TIER 1 HELP DESK SUPPORT

Å First point of contact for end users

Å Escalate high complexity technical or business issues 

to Tier 2 and Tier 3 teams

TIER 1 HARDWARE SUPPORTTIER 2 SUPPORT

TIER 1 HARDWARE SUPPORTTIER 3 SUPPORT

Å Bugs fixes

Å Deployment

Å Minor system enhancements

Å Integration and platform monitoring

Support

Model

Establish strong

Governance

Operationlize

Innovation

Provide full 

service

transparency

Create culture for

continuous

ImprovementMaximize efficiency

Increase automation

Plan for

change 

management

Adopt industry 

best practices 

for support -

be

ITIL v3 

Compliant

Define End to End

Accountability

Guiding principles for best in class support
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ñSupport Readinessò Needs to be an Element of 

the Implementation Methodology

Planning Analysis &

Design
Development Pilot Launch

Training Design & Development

Quality Assurance

Project Management

Project to

Environment 

ñgap closureò

activities

End-To-End 

Support Readiness 

Workshop

Workshop

Findings

On-Going

Managed 

Services

Support Readiness 

Scorecard

Testing
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Application Support Components Need to be 

Evaluated Across Each Support Layer

PMO and Governance

Help Desk

Application Support

Operations Support

Change Mgt /Training

Release Management 

Data Operations/Admin

Infrastructure Support

Roles and

Responsibility

Support

Processes
Support

Tools
Resources
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Cross Tier Support Processes
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Tier 1
Field 

Users Tier 2 /3

Helpdesk

T1 Support

Veeva 

Support

Sales 
Reps

Operations

Lead

App Integration

Data Support 

Support lead

Coordinates with 

vendors & 

internal client 

groups

Data /Integration Related issues

Product  

related

G
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R

M

Release Mgmt
Lead

Release 

planning & 

Scheduling

Schedule 

Releases

CRM Team

Application 

related

Steering Committee

T-2/3 

support

http://www.i7net.net/support/index.php
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Sales Representative Perspective

What I Care Less About...

ÁLaptops, tablets, PDAs

ÁSmartPhones

ÁSFA software

ÁVPN

ÁWindows 7, Vista, XP

ÁHelp Desks

What I Care More About...

ÁProduct Information

ÁComparative 

Clinical Studies

ÁMy Targeted Docs

ÁMy Alignment

ÁRx Growth and 

Market Share Gains

ÁIncentive Comp

Reports !!
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