Corporate Compliance Programs

Customer Value Perception

José Ramos, MD



. . As Business Corporation
Our objective...

As Pharma Business

« HCP, HCOs and Industry mutually-
dependent (complex) relationships !

 Trust, Confindence and Reliability are key
to achieve Pharma Industry goals in
providing healthcare solutions to

patients in partnership with HCPs, HCOs,
etc.

& Trust

1 See BONFLICT OF INTEREST IN MEDICAL RESEARCH, EDUCATION, AND PRACTICE 170-75 (Bernard Lo & Marilyn Field eds., 2008) (documenting these relationships); Eric Campbel
jonal Survey of Phys:c:an Industry Relationships, 356 NEW ENG. J. MED. 1742, 1746-47 (2007)
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Our Obiectives What it is nerceived?

= Are Compliance Programs
and Industry Codes
perceived as Customer
Value Added?

Confidence = Do we know how to
translate “COMPLIANCE”

as Customer Value

Proposition?




Are Compliance Programs part of a “POSITIVE”
Customer Experience ?

(¢ Are we efficient ’ g * |s Compliance
in translating a part of our
positive | Customer Value
perception of / Added
value to our Proposition?
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P4 SATISFACTION PERCEPTION - N
e Customer “»Do we know what
satisfaction /isthe perception [
correlates to / from the External
total return to Stakeholders (HCPS,
shareholders = L HCOs, Payors,
Patients...)?




