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» 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
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C— C3i Corporate Overview .

Cognizant

» Integrated End-to-End Support Services
specifically tailored for the unique needs of
Life Sciences companies

CRM Services
Clinical Services

Campus / Enterprise Support Services

» LI fe Sciences. . .itos alll

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 /& &N/
Since 2007

Implementation, Training, On-Going
Support
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CZ) Cognizant Corporate Overview .

Cognizant

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

» Life Sciences Practice Overview: Quick Facts

AFounded: 1994
ARevenues: $3.279 Billion(09)

Over 7800 associates delivering solutions across US, UK,
Europe, India, China and Japan

30% of revenues from European market and APAC AEmployees: Over 78,400
regions AActive Customers: 570
Near-shore facility in China, Hungary & Argentina

» Life Sciences End-to-End Solutions: Relationship With

_ _ . _ A12 of top 20 Medical Devices companies
Commercial Operations, Clinical Operations, Safety & PV A27 of worldodés top 30

Operations, and Managed Markets A9 of top 10 Biotechnology companies
» Partnership and Expertise: A7 of top 10 U.S. Healthcare plans

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
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SaaS Support

Current challenges and opportunities Cognizant

Lack of appropriate management of
SaaS application

Lack of accountability and
sponsorship

Escalating costs due to requests for
adhoc changes

Disruption of releases on
established business processes
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Fragmented definition of the
Services Model / Model complexity

Hidden and unanticipated costs
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Opportunities

Establish a well defined
operating model
for implementation, support &
training

Create proper Governance model

Implement proper Change
management processes

Follow structured and well defined
Release management processes

Publish Service Catalog with
appropriate definition of SLAs, &
SLOs to the business

Create comprehensive support model
that provides complete cost and
service transparency
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C— Guiding principles for best in class support ‘

Cognizant

Define End to End

Accountability Provide full
service
Operationlize transparency
Innovation
Adopt industry
_ best practices
Establish strong Support for support -
Governance Model be
ITIL v3
Compliant
Plan for
change
management Create culture for
continuous
Improvement

Maximize efficiency
Increase automation
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5 ASupport Readinesso Nee ‘
the Implementation Methodology Cognizant
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End-To-End Support Readiness
Support Readiness Scorecard
Workshop
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CZJ Application Support Components Need to be .
Evaluated Across Each Support Layer Cognizant
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Roles and Support Support

Resources
Responsibility Processes Tools
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Cross Tier Support Processes 0
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Sales Representative Perspective

What | Care Less About...

A Laptops, tablets, PDAs
A SmartPhones

A SFA software

AVPN

AWindows 7, Vista, XP
A Help Desks

.m

Cognizant

What | Care More About...

A Comparative
Clinical Studies

A My Targeted Do
A My Alignment
A Rx Growth and

A Incentive Comp
Reports !

A Product Information

Market Share Gains
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