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How is Intouch evolving to be the “Agency of More” for 

modern pharma marketing? How is AI part of those plans?

Intouch is shaping the future of AI in pharma as we continue 

to identify how modern marketing can help our clients: where 

they are now, and where they need to go in the future. 

Every day, we’re actively investigating how AI can help solve 

business challenges. This begins with assessing clients’ readiness, 

but it’s already moved to developing and even deploying 

solutions – like AI-driven chatbots powered by Cognitive 

Core™ - that are effective in marketing, patient support, HCP 

engagement, and the creation of operational efficiencies. 

What’s Cognitive Core? 

Cognitive Core is our proprietary AI platform. We built it 

specifically to work within the pharmaceutical industry and 

its regulations and restrictions.  

 

Cognitive Core blends three common AI technologies – 

predictive analytics, robotic process automation, and natural 

language processing – to create user experiences that augment 

every aspect of a patient’s or a professional’s journey.

It ensures that the user experience is consistent, iterative, 

and personal, across multiple channels. Created with patient 

privacy and compliance in mind, it has adverse event and 

product-complaint recognition — along with notification 

and reporting abilities — built in. To accommodate a brand’s 

unique MLR requirements and associated process, Cognitive 

Core has a customizable workflow that can be implemented 

for each brand.

Can you give us some examples? 

Sure! One example is a “banner bot” — a media ad powered 

by AI. It can solve a number of challenges, such as relevance, 

awareness, personalization, engagement, and value for 

an end user. A banner bot can be the entry point for a 

consumer into a user-centric, intelligent, and connected 

ecosystem that evolves with the consumer. Every interaction 

with the banner bot is an opportunity for the platform to 

provide additional value add to the consumer.

Banner bots can strategically engage users in additional 

channels like SMS and email and can even add users to 
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a CRM stream. Cognitive Core seamlessly integrates the 

systems. By analyzing previous interactions in a secure and 

compliant manner, AI-powered banner bots can evolve the 

engagement experience beyond the traditional media banners. 

AI power at work can also be seen in patient support, 

employing multichannel bot engagement with contextual 

conversation capabilities. What’s often missing in chatbot 

conversations is contextual relevance. This to forgettable 

conversational experiences, which we’ve all had.) Contextual 

relevance is the essential bridge between technology and 

meaningful human interactions. 

The first step in creating contextual relevance is an AI 

engine’s ability to create a dynamic patient/user profile that 

becomes smarter with every interaction. 

Step two is for the AI engine to be able to look back at 

previous conversations to add a layer of personalization. 

Once the profile is created, it can grow over time, with gaps 

filled in along the way, enabling conversations to become 

richer and more personal. 

The third step is the ability of the AI engine to connect 

patients with the right resources at the right times through 

the channels they access. 

The fourth and the final step is to learn and recalibrate the 

previous three steps. So, why isn’t everyone doing this? Each 

step can be difficult to implement, especially in pharma. 

Technology isn’t the only challenge: there are issues with 

compliance, regulatory, privacy, and GDPR requirements. 

Cognitive Core’s conversation engine was built with 

contextual relevance and pharma requirements within 

its foundation. This makes it easier to build contextually 

relevant, as well as useful, conversations with consumers.

Do you have any more examples? 

Yes! The next one is an example of AI improving HCP 

engagement, with an embedded virtual assistant that 

connects with Veeva and Salesforce. 

Digital sales aids in pharma have become common. But even 

with their widespread adoption, many representatives still 

feel challenged by the amount of time and data it takes to 

research and document information on their customers.  

The scope of activities required of a sales representative 

is vast. Most reps are required to see up to six customers 

every day, but the time they spend with those customers 

is surprisingly short. Instead, much of their time is spent 

planning the day, preparing for meetings, getting from place 

to place, documenting calls, and coordinating with partners 

and managers.  
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“
Every day, we are consulting with clients  

on modern pharma marketing – what it means, 

where they are, and where they need to go.

— Justin Chase
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In the future, sales calls will be facilitated by AI, which can 

assist in planning, give helpful tips and do the necessary but 

laborious follow-up tasks. 

Companies need an efficient way to identify and 

communicate HCP needs and requests to reps in preparation 

for their calls, so that the most applicable and available 

content can be shared during sales appointments. 

AI can automate tasks, give proactive reminders, and create 

reports and analytics automatically, among other tasks. 

Cognitive Core integrates with DSA platforms like Veeva, 

assistants like Alexa, and tools like SMS to completely 

re-envision for reps how a typical HCP call occurs. This 

includes pre-call planning research and insights, AI-based 

insights just before the call, and post-call activities such as 

logging a call.
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C O G N I T I V E  C O R E ™

W A T C H  T H E  V I D E O

Intouch’s proprietary AI platform

https://www.youtube.com/watch?v=nMvjwZKPicU

