
Veeva Engage
Meeting

Customer
Description

The client is a global 
pharmaceutical leader focused 
on developing, manufacturing, 
and commercializing branded 

pharmaceutical, device, 
biologic, surgical, and 

regenerative medicine products 
for patients around the world.

Business Objectives

Equip and prepare the client 
training leads, business 

leaders, coaches, and sales 
leaders with information and 
knowledge to introduce the 

‘Veeva Engage Meeting’ 
solution as a new channel to 

interact with Healthcare 
professionals (HCP)

Train the sales representatives 
and managers to connect 

with their customers using 
‘Veeva Engage Meeting’

Train and support users to 
e¬�ectively use ‘Veeva 

Engage Meeting’ through all 
steps in the process – 

planning, executing, and 
follow-up

Rapid triage and resolution of 
access requests, ‘how-to’ 

questions, and issues

Areas of
Engagement

Train-the-trainer, end-user 
training, and service desk on 
the use of ‘Veeva Engage 
Meeting’ by inside sales and 
hybrid sales representatives

Original Approach
(pre-COVID)

Training program development 
included the following

Instructional design that included 
class agendas, instructor guides, 
presentations, and participant 
exercises 

Reference guide, including best 
practices 

HCP introduction to engage 
quick tip card 

eLearning modules for iPad and 
browser implementations

Change management activities 
that included the following

Sending and analyzing 
pre-deployment surveys 

Creating advanced 
communications 

Development of coaching tools 

Knowledge transfer from Veeva 
admin team to service desk team

Training and service desk for
a global pharmaceutical leader



Project Progression
due to COVID-19

The pilot deployment was 
successful with inside sales 
representatives training in 

Brazil. After Covid, the 
approach changed to expand 

the user training to all the field 
sales representatives. Some of 
the most valuable elements of 

the deployment in the post 
covid times were users’ 

preparation to approach HCPs, 
an adaptation of the selling 

approach to the new channel, 
and coaching & feedback 
during practice sessions.

In consultation and joint 
planning with the client:
A virtual training plan was 

developed and executed with 
two high priority markets – Italy 

and Japan, and then
deployed globally 

Training videos localized for 
each global market 

Service desk prepared
for call spikes

Value Delivered

Developed a comprehensive 
approach to deploy ‘Veeva 
Engage Meeting’ globally

Trained 1700+ sales personnel 
in less than three months

Successful pilot with average 
training evaluations of 
4.26/5.0

Service desk customer 
satisfaction at >95% and first 
contact resolution >66% of all 
contacts

Rapid adjustment and 
flexibility in response to 
COVID-19 crisis
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HCL Technologies (HCL) empowers global enterprises with technology for the next decade today. HCL’s
Mode 1-2-3 strategy, through its deep-domain industry expertise, customer-centricity and entrepreneurial
culture of ideapreneurship™ enables businesses to transform into next-gen enterprises.

HCL o�ers its services and products through three lines of business - IT and Business Services (ITBS),
Engineering and R&D Services (ERS), and Products & Platforms (P&P). ITBS enables global enterprises to
transform their businesses through o�erings in areas of Applications, Infrastructure, Digital Process
Operations, and next generation digital transformation solutions. ERS o�ers engineering services and
solutions in all aspects of product development and platform engineering while under P&P. HCL provides
modernized software products to global clients for their technology and industry specific requirements.
Through its cutting-edge co-innovation labs, global delivery capabilities, and broad global network, HCL
delivers holistic services in various industry verticals, categorized under Financial Services, Manufacturing,
Technology & Services, Telecom & Media, Retail & CPG, Life Sciences, and Healthcare and Public Services.

As a leading global technology company, HCL takes pride in its diversity, social responsibility, sustainability,
and education initiatives. As of 12 months ending on December 31, 2021, HCL has a consolidated revenue of US
$ 11.48 billion and its 208,000 ideapreneurs operate out of 52 countries. For more information, visit
www.hcltech.comwww.hcltech.com


