
KEY INSIGHTS FROM 
THE EXPERT PANELISTS

We had the chance to listen to a great lineup of inspiring, world-leading 
experts from across the industry who shared their knowledge, best 

practices, and success stories.

Below some of their key insights on what are the commercial model changes and the new mindset 
paradigm needed to succeed in today’s healthcare context: 

Challenging new context for pharma traditional 
go-to-market model
Unprecedented context urging pharma companies to redesign their commercial model and 
reconstruct their customer engagement approach:

1. Healthcare system is changing
o Healthcare authorities are looking for significant e�ciency savings for a stretched system
o Decision making process and power “Moving-up in the system” to healthcare authorities or  
 institutions, with doctors having less autonomy to make prescribing decisions
o Access restrictions with visit limitations per company is an irreversible trend that is gaining 
 speed, with doctors main focus on treating patients 

2. Divergence per regions and markets...
 with great variation between North and South Europe, requiring an adapted go to market model 

3. Digitalization was accelerated by Covid...
 and will not stop, which is a great driver for e�ciency & creativity although not all pharma
 companies are well prepared 

Customer engagement has changed and will continue evolving
1. Add value and “earn the right” to have time with the doctors...
 whatever channel you use, whatever frequency of visit you have. To do so, in a more complex 
 environment, it is key to:
o Understand evolved customers’ needs: Use of data and empathy 
o Personalization: Rapid relevant content fit for customer
o Automatization: Improve e�ciency and more time for customer orientation

2. Orchestration of interactions with sales, market access, medical and marketing working 
 as one team, embracing collaboration for a coordinated, e�ective, and holistic client 
 approach, supported by great process and communication channels 

3. Moving towards institutional or hospital level deals versus doctor-by-doctor dialogues…
 which involves the entire company working together and not only the individual sales 
 representatives, that in turn will require significant upskilling

Driving Cultural Transformation is the key to success
1. To succeed in this transformation a deep cultural change is essential...
 with technology and tools as enablers:
o Becoming faster and more agile, handling complexity
 –  Think like a startup 
 –  Start small, pick two or three digital plays and focus 
 –  Experiment (prove it works quickly, learn and pilot)
o Leveraging digital technology and data-based decision making 
o Embracing collaboration together with diversity and inclusion
o Developing a mindset of curiosity and learning by doing

2. An inside-out transformation model is recommended...
 starting with the leadership team evolution through:
o Patience, resilience and grit to stick to the journey in good and bad times while 
 acknowledging it takes time 
o Elaborating a compelling vision and purpose and then engaging the organization in 
 dialogue to address team fears and skepticism
o Combine top-down vision and endorsement with leaving space for bottom-up participation 
 (creativity, trial and error and freedom within the frame) 

3. Finally developing team capabilities fit for future and recruiting new skills 

Thank you for your interest. Stay tuned for future WALK events!

At WALK, we help global pharma 
companies transform to drive change.

Our global team of strategy consultants, organizational psychologists, and leadership 
facilitators works with multinational organizations in co-creating meaningful business 

transformation through leadership development and cultural change.
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