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PHARMA TRAX
SALES, MARKETING,
AND R&D TRENDS AFFECTING
THE HEALTHCARE INDUSTRY 

St u dy Suggests 
Physicians Wa nt to 
Hear from 
REPS WITH OBJECTIVE 
I N F O R M AT I O N

A study from J. S cott Inte rn ational Inc.
suggests that doctors are more likely to
w ri te pre s c riptions if they are pe r s u a d e d
t h ey are using the best prod u ct — and that
o b j e ct i ve info rm ation about the prod u ct is
the most pe r s u a s i ve tool a sales rep ca n
o f fe r.

A survey of almost 2,000 physicians co n-
d u cted during the first quarter of 2003 for J.
S cott Inte rn at i o n a l’s Qu a l i t at i ve De t a i l i n g
An a l ysis shows that physicians actually loo k
fo rwa rd to seeing reps who have exte n s i ve
kn owledge of the disease state tre ated by
the drug they are detailing; who kn ow the
co m p l exities of the use of the dru g, e s pe-
cially for pat i e nts being tre ated for multiple
co n d i t i o n s ; who not only answer but also

ask kn owledgeable questions about docto r s’ ex pe ri-
e n ce with the dru g, including questions about alte r-
n at i ve dosing and minimizing side effe ct s ; and who
can give concise acco u nts of the dru g, b a c ked up by
o b j e ct i ve studies and with journal re p ri nt s, e s pe c i a l l y
for new drugs or new indicat i o n s.

“Too often, the pharmaceutical industry is
accused of trying to buy phys i c i a n s’ p re s c riptions in
one way or another,”s ays Joy Sco t t, founder and CEO
of J. S cott Inte rn at i o n a l .“ But physicians are seldom
t a ken in by hy pe.Our results show that kn owledge is
the best way to influence phys i c i a n s.”

Ph a rm a ce u t i ca l ,
He a l t h ca re 
Prod u ct s, and 
Se rv i ces Industri e s

Need to I M P ROV E
ONLINE CUSTO M E R
S E RV I C E

The Cu s tomer Re s pe ct Gro u p’s Sp ring 2003
Online Cu s tomer Re s pe ct St u dy has revealed that
m o re than one-half of pharm a ce u t i ca l , h e a l t h ca re,
and healthca re wholesale companies don’t re s po n d
to We b s i te inquiri e s, b u t, 80% of medical prod u ct
and equipment companies do.

The two highest sco rers in ove rall custo m e r
re s pe ct among all surveyed companies we re Da d e
Be h ring Holdings and St. Jude Me d i ca l . The highest
s co ring firm in the pharm a ce u t i cal sector wa s
Wye t h ; the healthca re leader was Ex p ress Scri p t s ;
and the top sco ring healthca re wholesaler wa s
He n ry Schein.

Ne a rly 64% of pharma companies we re found to
not re s pond to online inquiri e s. Of the 36% that do
re s po n d, 80% re s pond within 48 hours, and 20%
re s pond within 72 hours.

Only 36% of these pharm a ce u t i cal co m p a n i e s
use Au to re s ponder te c h n o l ogy, in which e-mails are
a u to m at i cally sent back to co n f i rm the re ceipt of the
i n q u i ry and let them kn ow when they should
ex pe ct a re s po n s e. Of these, 20% did not fo l l ow - u p
with a full re s po n s e.

About 53% of pharm a ce u t i cal companies sur-
veyed provide e-mail fo rms for online inquiries and
26% provide e-mail addre s s e s.The survey also fo u n d
t h at 21% only provide offline co nt a ct info rm at i o n .
And 68% of pharm a ce u t i cal companies in this study
p rovide a keywo rd search function on their site.

Ph a rm a ce u t i cal sector firms re ce i ved the be s t
ove rall rat i n g, 7 . 5 , for pri va cy and the wo r s t, 3 . 7 , fo r
re s po n s i ve n e s s. About 89% of sector firms have pri-
va cy policies on their sites explaining how cus-
to m e r s’personal data are used.

“ It’s difficult to co n ce i ve why, outside of medi-
cal prod u cts and equipment, m o re than half of
s u rveyed pharm a ce u t i cal and healthca re - re l ate d
f i rms don’t re s pond to online inquiries put to
t h e m ,” s ays Donal Da l y, CEO of The Cu s to m e r
Re s pe ct Gro u p.

The Cu s tomer Re s pe ct Index is a qualitat i ve and
q u a nt i t at i ve in-depth analysis and indepe n d e nt
m e a s u re of a custo m e r’s online ex pe ri e n ce when
i nte ra cting with companies via the Inte rn e t. By loo k-
ing at more than 1,000 We b s i tes across a spe ct ru m
of industries in detail, The Cu s tomer Re s pe ct Gro u p
has dete rmined 25 diffe re nt at t ri b u tes that co m b i n e
to cre ate the ent i re online customer ex pe ri e n ce.
These at t ri b u tes have been gro u ped together and
m e a s u red as indicators of pri va cy (re s pe cts cus-
tomer pri va cy ) ,p rinciples (values and re s pe cts cus-
tomer dat a ) , attitude (customer focus of a site ) ,t ra n s-
p a re n cy (open and honest po l i c i e s ) ,s i m p l i c i ty (ease
of nav i g at i o n ) , and re s po n s i veness (quick and thor-
ough re s ponses to inquiri e s ) . Co m b i n e d, t h ey mea-
s u re a co m p a ny’s ove rall customer re s pe ct.

Cl i n i ca l - Trial Cost 
Es t i m ates Indicate
RA P I D LY RISING 
R&D EXPENSES

The fully ca p i t a l i zed cost to develop a new dru g,
including studies co n d u cted after re ceiving re g u l a-
to ry approva l ,ave rages $897 million, a c co rding to an
a n a l ysis by the Tu fts Ce nter for the St u dy of Dru g
Deve l o p m e nt.

“ Drug deve l o p m e nt remains a time-co n s u m i n g,
ri s ky, and ex pe n s i ve proce s s,”s ays Tu fts Ce nter Di re c-
tor Kenneth I. Ka i t i n . “To mitigate rapidly rising R&D

Donal Daly: Given the
myriad controversial 

issues they face, one would
think that pharma firms

would be quick to answer
questions and improve their

overall communications
with the public, potential
customers, and suppliers

as well as business
p a r t n e r s .

Joy Scott says the
sales rep helps
physicians under-
stand the differences
between products
and provides them
information on
disease states. 

THE PHARMAC E U T I CAL SECTO R’S 
SPRING 2003 RANKING 

Co m p a ny Ove ra l l
Na m e Ra n ki n g

Wye t h 8 . 1
Fo rest La bo rato ries Inc. 7 . 9
Ab bott La bo rato ri e s 7 . 5
Al l e rgan Inc. 6 . 8
Me rck & Co. 6 . 8
Am g e n 6 . 6
Ba rr La bo rato ri e s 6 . 5
Bi ogen Inc. 6 . 4
Johnson & Jo h n s o n 6 . 1
S c h e ri n g - Plough Co rp. 6 . 0
Ge n zyme Co rp. 5 . 6
Bri s to l - Myers Squibb Co. 5 . 5
Watson Ph a rm a ce u t i cals Inc. 5 . 4
King Ph a rm a ce u t i cals Inc. 5 . 3
Ch i ron Co rp 5 . 1
P f i zer Inc. 4 . 2
Eli Lilly & Co. 4 . 1
Ivax Co rp. 2 . 7

I n d u s t ry Ave ra g e 5 . 9

No te : Due to its re ce nt acquisition by Pfize r, Ph a rmacia was 
not included in this study.
So u rce : The Cu s tomer Re s pe ct Gro u p, Be l l ev u e,Wa s h . For more
i n fo rm at i o n ,visit custo m e rre s pe ct. co m .
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co s t s, p h a rm a ce u t i cal firm s, over the past deca d e,
h ave aggre s s i vely sought to identify likely drug fail-
u res earlier in the deve l o p m e nt proce s s. Th e s e
e f fo rts appear to be paying off, as the rate of late -
phase te rm i n ations in the 1990s declined,co m p a re d
with the 1980s.”

In 1991, the Tu fts Ce nter estimated that the ave r-
age cost to develop a new drug was $231 million (in
1987 dollars), e q u i va l e nt to $318 million in year 2000
d o l l a r s.

Du ring the 1990s, c l i n i cal deve l o p m e nt times
we re a major source of the growth in dru g - d eve l o p-
m e nt co s t s.From the 1980s to the 1990s,c l i n i cal pe ri-
od out-of-poc ket costs grew five times as fast as pre-
c l i n i cal pe ri od co s t s, a c co rding to the Tu fts Ce nte r
s t u dy.

The Tu fts Ce nter study was based on an analys i s
of data cove ring 68 drugs from 10 multinat i o n a l , fo r-
eign- and U.S.-owned pharm a ce u t i cal firms duri n g
the 1990s.

Included we re prod u cts that won or failed to win
m a rketing approva l ,as well as prod u cts still in deve l-
o p m e nt.

Ph a rm a ce u t i cal 
Co m p a n i e s’ IT Spe n d i n g
To Sh i ft to Su p po rt
I N T E G RATION OF
E N T E R P R I S E - W I D E
BUSINESS PRO C E S S E S

Exe c u t i ves at Int ra s p h e re Te c h n o l ogies Inc. s ay
p h a rm a ce u t i cal companies will increasingly shift their
IT spending from sys tems that suppo rt a single func-
tion or depart m e nt to sys tems that will help them
i nte g rate business processes and share data acro s s
the ente rp ri s e. The new foc u s
is ex pe cted to help co m p a n i e s
be t ter co nt rol global ex pe n s-
e s, manage all dimensions of
their clinical tri a l s, t rack pe rfo r-
m a n ce,and cre ate a truly glob-
al supply chain.

“ Du ring the next few ye a r s,
we will see more global phar-
m a ce u t i cal companies leve r-
age the significa nt inve s t-
m e nts they’ve alre a dy made in
ERP and other financial sys-
te m s,c l i n i ca l - d ata sys te m s,a n d
other ope rational sys tems by
i nte g rating these sys tems and
the data that resides in them,”
s ays Bill Ka rl , CEO of Int ra s-
p h e re.“Th e re’s no shortage of
i n fo rm at i o n , but the info rm ation assets are all too
o ften hidden in data silos specific to a depart m e nt or
f u n ct i o n . The legacy of distinct silos of info rm at i o n
within the org a n i z ation does not suppo rt info rm at i o n
i nte g ration and analysis at a strategic leve l .The ability

to analyze data across depart m e nt s, f u n ct i o n s, b u s i-
ness units, and inte rn ational ope rations will be the
n ext strategic impe rat i ve for many co m p a n i e s.”

I nt ra s p h e re pre d i cts that pharma companies will
focus on data wa re h o u s i n g, d ata mart s,business inte l-
l i g e n ce, and any other te c h n o l ogies that allow co m-
panies to stre tch their data beyond the ty p i cal ope ra-
tional use. Mo re companies are ex pe cted to invest in
te c h n o l ogies that allow senior management to view
s u m m a ry level info rm ation across the org a n i z at i o n ,
and to analyze pe rfo rm a n ce trends and ident i f y
o p po rtunities for improve m e nt.

With the emerg e n ce of standards such as XML,
S OA P,and WS D L ,Web serv i ces are pre d i cted to begin to
o f fer a new level of inte r - o pe ra b i l i ty and co l l a bo rat i o n
be tween businesses.This will challenge the applicat i o n
d eve l o pe r s, s i n ce they will be re q u i red to evo l ve fro m
d eveloping application silos to a co l l a bo rat i ve pro-

g ramming mod e l .
I nt ra s p h e re re s e a rc h e r s

s ay the shift to a more unified
co rpo rate stru ct u re will re s u l t
in the cre ation of global sup-
ply-chain org a n i z at i o n s, g l o b-
al sourcing org a n i z at i o n s, a n d
the inte g ration of the manu-
f a ct u ring sites with the rest of
the ope rational sys te m s. Th e
n ext big inte g ration hurdle is
p ro j e cted to be co n s o l i d at i n g
the co m m e rcial and R&D
o rg a n i z at i o n s. Co m p a n i e s
also are ex pe cted to ex p l o re
ways to facilitate the tra n s fe r
and inte g ration of data that
resides in labo rato ry info rm a-
tion sys tems and clinical dat a

m a n a g e m e nt sys te m s. “Co n n e cto r s” m ay prove to be
the answer to providing a secure and co n s i s te nt means
of tra n s fe rring and upd ating data across va rious deve l-
o p m e nt phases and clinical prog ra m s, thus improv i n g
the ove rall efficiency of the re s e a rch proce s s.

MORE GLO BAL PHARMAC E U T I CA L

CO M PANIES WILL LEV E RAGE T H E

S I G N I F I CANT INVESTM E N TS 

T H EY’VE ALREADY MADE IN ERP 

AND OTHER FINANCIAL SYS T E M S ,

C L I N I CA L - D ATA SYS T E M S ,

AND OTHER OPERATIONAL 

S YSTEMS BY INTEGRATING 

THESE SYSTEMS AND THE 

D ATA T H AT RESIDE IN T H E M .

Bill Ka rl
C E O, I nt ra s p h e re

“Many factors are driving up
clinical-period related costs.
Among them are a greater
emphasis on developing
treatments for conditions
associated with chronic and
degenerative diseases,
increasing clinical-trial
sizes, rising subject
recruitment costs, and 
more procedures performed
per subject,” says the 
s t u d y ’s senior author, 
D r. Joseph A. DiMasi.

THE CUSTOMER RESPECT GRO U P,

Be l l ev u e,Wa s h . , is an inte rn at i o n a l

re s e a rch and consulting firm that uses its

Cu s tomer Re s pe ct Index method o l ogy to

help companies improve how they tre at

their customers online. For more

i n fo rm at i o n , visit custo m e rre s pe ct. co m .

I N T RASPHERE T E C H N O LOGIES INC.,

New Yo rk , is a leading te c h n o l ogy

consulting and sys tems inte g ration firm ,

p roviding a broad range of serv i ces to

help its Fo rtune 100 clients build powe rf u l

kn ow l e d g e - d ri ven ente rp ri s e s. For more

i n fo rm at i o n , visit int ra s p h e re. co m .

Follow up
J .S COTT INTERNATIONAL INC., New tow n ,

Pa . ,p rovides a broad range of syndicate d

and custom re s e a rch serv i ces fo r

p h a rm a ce u t i cal companies around the

wo rl d. For more info rm at i o n , visit 

j s co t t - i nt l . co m .

T U F TS CENTER FOR THE STUDY OF

D RUG DEV E LO P M E N T, Bo s to n , is affiliate d

with Tu fts Un i ve r s i ty and provides strate g i c

i n fo rm ation to help drug deve l o pe r s,

re g u l ato r s, and po l i cy makers improve the

q u a l i ty and efficiency of pharm a ce u t i ca l

d eve l o p m e nt, rev i ew, and use. For more

i n fo rm at i o n ,visit csdd. t u ft s. e d u.

Ave rage out-of-poc ket cost per approve d

d rug for po s t - a p p roval re s e a rch and deve l o p-

m e nt is $140 MILLION, but when ca p i t a l i ze d

to the po i nt of marketing approva l , using a

d i s co u nt rate of 1 1 %, d i s co u nted out-of-

poc ket re s e a rch and deve l o p m e nt costs are

$95 MILLION.

Ave rage ca p i t a l i zed cost for po s t - a p p rova l

R&D was 1 0 . 6 % of the total ca p i t a l i zed co s t.

While total ave rage (pre c l i n i cal plus clinica l )

costs increased 5.8 T I M E S in co n s t a nt dollars

be tween the 1970s and 1990s, c l i n i cal co s t s

i n c reased 8.6 T I M E S.

Only 2 1 . 5 % of drugs that begin Phase I

human trials are eve ntually approved for 

m a rke t i n g.

So u rce : Tu ft s Ce nter for the St u dy of Drug Deve l o p m e nt, Bo s to n . .
For more info rm at i o n ,visit csdd. t u ft s. e d u.

FINDINGS FROM THE T U F TS CENTER
A N A LYS I S


