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Implement  
operational 
objectives

Establish 
strategic & 
operational 
objectives

Align 
customer 
needs with 
Company
strategic 
imperatives

Determine 
customer 
needs
• What are 

the key 
needs & 
insights by 
segment?

Define 
customer 
segments
• What are 

the macro 
groups to 
work with?

Qualify 
customers
• Who are the 

key people 
and their 
activities?

Identify 
customers
• Which 

categories 
to take into 
account?

CUSTOMER MARKETING / CRM
CUSTOMER MARKETING / CRM
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Equilibre entre part des messages (produits/ pathologies) et le 
niveau de service apporté par  le laboratoire
Equilibre entre part des messages (produits/ pathologies) et le 
niveau de service apporté par  le laboratoire

Messages
Recevoir

Recevoir / 
diffuser

Diffuser

En rapport 
avec le 
niveau

participation à
la diffusion des 

messages

Services

Spécialiste

KOLs

MGMG

KOL
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KOL faces several rolesKOL faces several roles

KOL roles

Congresses
(Speaker
Organizeur)

Symposia

Clinical trials

CME

Teacher

Editorial Board
(peer review journal)

Interviewed by media
(scientific & general)

Product Boards 
Member
(France; Europe; WW)

Committee Member
(AFSSAPS; HAS; EMEA; 
INcA)

Hospital
-Drugs referencing
-Clinician: Patients
-Manager of a team

Learned Society / 
Syndicate
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Customer segmentationCustomer segmentation

Opinion 
Shapers

Grey 
Eminence

Connectivity

SEGMENTATION CRITERIA
1. Criterion 1: Importance
2. Criterion 2: Connectivity

Declining

Networkers

Importance

Emerging

Prioritized Segment
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SEGMENTATION CRITERIA

1. Criterion 1: segmentation by customer type

2. Criterion 2: segmentation by KOL / Key Accounts role

KOLs & Key Accounts
TREE

Prioritized Segment

KOLs

Investigators Opinion Shapers Decision Makers

TOP
Investigators

Emerging

TOP
Opinion 
Shapers

TOP
Decision 
Makers

Emerging Emerging

AccessLearned
Societies

Scientific assoc
institutions

Scientific
Universities

Pharmacy
Universities

Ordre pharmaciens
Medecins

Medicine
Universities

Academies
Phar/Medicine

Key accounts

Academic
CollegesINSERM

CUSTOMER SEGMENTATIONCUSTOMER SEGMENTATION

APNET

Hospitals

INCa
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CUSTOMER STRATEGYCUSTOMER STRATEGY

Develop 
offers

4

Develop value 
proposition 
statement

3

Expecta
tions

Needs

Define new customer 
experience based on 

customer expectations

1

Develop plan of
potential offers based on 

customer needs

2


