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Background
Within a global pharmaceutical company it can often be difficult to ensure that
a consistent message is being delivered to healthcare professionals (HCPs) by
the medical marketing and sales teams. When the organisational hub of the
company lies outside of the region that requires training and assistance,
regional and cultural differences mean that it can be difficult to gauge the level
of support required by the teams. The frontline members of the team often
encounter the same questions and objections from HCPs and they require
training to help them respond to and handle these queries.

Challenge
Affiliates from the Asian-Pacific marketing territories of a leading
pharmaceutical company were experiencing difficulties when engaging with
local physicians to discuss their available diagnostic products. Often the
physicians would assume a level of therapy/indication-specific knowledge that
the colleagues did not have.   Additional training was required to ensure that all
field-based agents had sufficient knowledge to enable them to answer the
clinicians’ queries. The company also wished to ensure that consistent facts
and scientific messages were being delivered throughout this emerging
market and more established fields.

Solution
Prism Ideas worked with the pharmaceutical company and experts in the
therapeutic field to develop a multi-platform training programme that would
equip the colleagues with the necessary knowledge to allow them to respond
appropriately to any concerns or questions.

The programme consisted of several pieces of video footage, in which experts
in the field provided the attendees of the meeting with a good clinical
grounding in the therapeutic area before moving on to describe the more
technical aspects of the product and use thereof. These video clips were used
not only in the training meeting but were later uploaded onto a web-based
training platform to enable the user to refer back to content and/or train other
colleagues within their specific office or territory. This ensured that the
company obtained the highest level of return for their investment.
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In addition to these instructional videos, a series of short role-play clips were
produced. An affiliate with a wealth of experience of talking to clinicians about
the available products posed the attendees a number of difficult questions or
“objections” that he had encountered most frequently. The attendees went on
to discuss these topics within small break-out groups each facilitated by an
advisor. From past experience, Prism was aware that interacting with others in
small groups in this way provides attendees with a much more effective
learning experience than if all content is delivered via a static format such as
lectures. The discussion time was kept deliberately short in order to keep the
session as dynamic as possible. After 5–10 minutes of discussion a second clip
was shown in which the experienced affiliate described how he would respond
to that individual query.

Other formats used within the session included a series of interactive case studies
designed to help the attendees to put their new-found knowledge into practice
and a presentation by the foremost key opinion leader in the field. This
well-respected and hugely knowledgeable clinician attended the meeting and
was available to answer any questions that the attendees may have had and to
provide a physician’s view on the products, indications and challenges in the field.

Conclusion
When pharmaceutical companies have a large number of offices spread over a
wide geographical area, it can be difficult to ensure that all colleagues are
receiving the support and training that they require. Travelling to that region to
deliver a tailor-made education programme that can then be adapted for use
in other territories, ensures that all affiliates are delivering consistent and
accurate information despite the physical distance between them. The
meeting and subsequent web-based learning platform received consistently
good feedback and provided the pharmaceutical company with a resource that
could be reused to support their employees and reduce training times.
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