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What challenge are we trying to solve with Smart Suggestions at MSD?

Orchestrating an Omni-Channel Experience via our Reps is Complex!

Strategy Challenges Execution Challenges

e,

Iw | I |
N T T KEEP
[ T C/AA\NI;M
I STRATEGY GET THINGS
A DONE
: De(fjine the rightfmi;g pacI:ing +  Need to manually trigger
an sequentceo channe coordinated engagements
engagements
9 J . . * Coordination with other MSD
* Maintain and iterate on representatives
strategy )
Gather C Insiah * Representatives are already
* Gather Customer Insights overloaded with data and
information
Relevant v Current
» on-strategy  fresh data
» contextually aware * as needed
Concise In workflow
» what’s important * obvious
* what’s new * easy to act
upon Es) | €»msD




Why MSD partnered with Aktana?

SIMPLICITY SPEED FLEXIBILITY EXPERIENCE

30 e 3 milion 3,000

customer projects suggestions provided reps in largest
to date in 2016 so far customer deployment
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MSD Business Scenarios (Use case)

Blended Model
Execution

Reminders when you
are off pace re:
blended model targets

Insights to remind you
of # calls YTD

Insights on Consent

Dynamic Sales and
Marketing Insights

Suggestions / Alerts
when key market
changes occur

Pre-synthesize key
insights in one place
on HCP profile:

Suggestions to make a
follow up call when an
HCP attends an event

Suggestions to send
follow up Approved
Emails when an HCP
attends an event and
when you have
consent

Strategic Messaging

Messaging insights to
remind you about core
brand messages

Reminders about
recently discussed
topics

Reminders about HCP
segmentation
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EXAMPLE

Data is imported and transformed into metrics

Interactions Results

Multi-Channel Segmentation Market Access

REP ACTIONS: SCRIPTS: DIGITAL: STRATEGIC: FORMULARY:
Visits NRx / Market Share

Portal Registration Decile Top Plans

Approved Emails Competitor NRx / Share Portal Sample Req Segment Favorable Plans

Remote Details

SALES: eDetail Access Brand Writing

PROMOTIONS:

TEAM ACTIONS: Sales Off Pace Doximity Engagement Net Promoter Score Copay Redeemed

S
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PATIENT: EVENTS: MULTI-CHANNEL: Voucher Redeemed

Telesales New Patients Webcast Attended Has Email Consent Sample to NRx Ratio

Medical Patient Conversion Rate Congress Invited Social Activity level CLAIMS:

Market Access Dose Change Observed Congress Attended Channel Affinity Score Claim Rejections
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KPIs in focus to measure pilot success:
Qualitative / Strategic / Adoption

Qualitative Representative
Feedback

Business Outcome
strategic driver I: (coverage &
frequency goals)

Increase access & overall
rep driven activity level

Business Outcome
strategic driver Il (blended model):

Increase non-F2F share of
actions in the engagement

111D ¢

Suggestion adoption by
Representatives

Pre-Pilot Satisfaction, ease of use and
business benefit

Post-Pilot Satisfaction, ease of use and
business benefit

F2F Call Coverage and -frequency

# of total rep activities (F2F, MSD Link
call, rep email)

# of consent captured

Non-F2F share of Representatives
activities

* No. of Syncs per Rep
» Suggestion acceptance



MSD Smart Suggestion Early Performance Indicators
Progress To Target

Top Customer
Coverage /
Frequency Growth:
ON TARGET

Total Number of
Representative
Activities:
ABOVE TARGET

Number of Email
Consents Acquired:
ON TARGET

Non-F2F Activities:
ON TARGET
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Aktana's approach

Decision Support Engine Coordinated Channel Outputs

AKTANA
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Aktana’'s capabillities supporting MSD

1. Turn Data into Action

2. Change Rep Behavior

3. Monitor What Works

« Synthesizes multiple data sources
« Easily configure rules

+ Makes suggestions practical

* Supports multiple use cases

» Power CRM Suggestions with real-
time, HCP-level suggestions and
insights
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* Monitor cross channel activity,
suggestion usage and HCP response /
results

* Analyze trends over time
* Near real time “Source of the truth”

Suggestion Acceptance By Team (Overall, % of Total)
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DESIGNING FOR CHANGE:

Suggestions That
Feel Right

Priorities
Progress

Timing

Context
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Implementation best practices

ADOPTION IS CRITICAL

design for adoption
less is more
make it real
keep it current
give ownership

position as advice not
directives

be consistent with strategy
and culture

CRAWL — WALK — RUN

= start with either
an easy goal; or
an important goal

= but cover the full decision
scope (all brands &
actions)
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PLAN TO LEARN

plan for use case
expansion

new brands
new strategies

plan to learn

AKTANA



AKTANA Q’ MSD

Knowledge When It's Needed

Questions
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