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  Job ID 
  REQ-10061600  

  
  9月 09, 2025  

  
  USA  

  
  

  摘要  

This position will be located at our East Hanover, NJ site and will not have the ability to be located
remotely. This position will require 25% travel as defined by the business (domestic and/ or
international).

Novartis is a global company that combines medical science and digital technology to provide life-
changing medicines to millions of people. We offer numerous opportunities for growth and
development, including global and local cross-functional careers and a wide range of learning pro-
grams. Our strong pipeline of medicines ensures continued business growth and enables us to bring
innovative treatments to patients quickly.

Novartis Patient Support (NPS) plays a crucial role in helping eligible patients access and continue
their prescribed medications. We work directly with patients, caregivers, and prescribing customers to
provide education and support on access, affordability, acquisition, and adherence programs. Our
team has supported millions of patients in the US, assisting over 500,000 patients annually.
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The Novartis Patient Support Center (PSC) is the central operational function within our organization.
We handle all patient, caregiver, and customer interactions and enrollment related to sup-porting
patient access, including patient onboarding, intake, case management, benefits verification, prior
authorization and appeals support, specialty pharmacy triage, and adherence support. We are
committed to delivering exceptional customer service, which is measured through service level
agreements (SLAs), key performance indicators (KPIs), and net promoter scores.

  

  About the Role  

The Vice President of the Novartis Patient Support Center (PSC) holds ultimate responsibility for
overseeing two critical functions: Program Management and Business Operations, which includes
450+ personnel across five global locations, a $MM+ annual budget, and operational oversight for
patient support programs for 35+ approved medications. This role drives the seamless integration
and collaboration of these functions to deliver comprehensive patient support across the end-to-end
journey, from intake and case management to reimbursement and adherence. This role is also
accountable for scaling operations, optimizing processes, and fostering a culture of high performance
to meet SLAs, KPIs, and productivity metrics while maintaining a positive customer experience.

Key Responsibilities:

Strategic Leadership and Vision

Set and champion a clear vision and measurable goals for operational excellence across NPS
patient support programs and interactions.
Drive organizational transformation by helping to modernize the workforce through near-shore
and off-shore augmentation, ensuring scalability, efficiency, and cost-effectiveness.
Lead efforts to shift the organization from highly manual processes to self-service and digital-
first operational models, empowering patients and providers with faster speed to therapy and
preference-driven solutions.
Foster innovation and agility in operational design and execution, ensuring that systems and
workflows are equipped to meet evolving healthcare and patient needs.

Operational Management and Delivery

Design, build, and maintain physical and digital infrastructure for contact center operations
supporting the NPS service model.
Develop scalable systems, processes, and workflows for patient intake, enrollment,
adherence, co-pay assistance, and other services.
Ensure the delivery of outstanding customer experiences by monitoring and optimizing
performance, speed, reliability, and responsiveness of services.
Apply robust process improvement methodologies (e.g., Lean, Six Sigma) to enhance patient
experience touchpoints and customer journeys.

Team Leadership and Development
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Lead and manage staffing, workforce planning, and the development of 450+ customer
support personnel with expertise in key patient service functions.
Build a high-performing team by recruiting, training, and mentoring Executive Directors,
Directors, and Managers.
Foster a culture of operational excellence, collaboration, and professional growth across all
levels.

Vendor and Stakeholder Collaboration

Collaborate with NPS therapeutic area teams and centers of excellence to ensure alignment
with cross-functional goals.
Partner with vendor management teams to establish high-performance standards and
operational metrics for strategic service providers.
Engage key internal stakeholders (e.g., finance, analytics, commercial sales, marketing) to
ensure effective execution of programs and deliver actionable insights.

Financial and Analytical Oversight

Manage the department’s ~$100M budget while adhering to financial goals and ensuring
responsible resource allocation.
Leverage analytics to identify strategic opportunities, efficiency gaps, and solutions that
enhance program value and patient impact.
Deliver regular performance updates to senior leadership, ensuring transparency and
accountability.

Essential Requirements:

Education: Bachelor’s Degree required; advanced degree preferred (e.g., MHA, MBA)

Travel requirements: Role is office-based in East Hanover, NJ with occasional travel between offices
(anticipating 25%)

Hybrid Working Requirements: Ability to work on-site (East Hanover, NJ) 3 days per week

Required Experience:

Leadership & Management: 10+ years of progressive experience in program or operations
management showcasing increasing responsibility and accountability, with 7+ years of
management experience—ideally within a matrixed or second-line leadership role. Proven
ability to coach, develop, inspire, and motivate teams while building a high-performing,
collaborative culture.
Operational Expertise: Experience designing, implementing, and launching patient support
systems or programs, including central operations in customer service environments such as
intake, case management, reimbursement, and adherence services. Skilled in managing multi-
million-dollar budgets and/or P&L while delivering measurable results against SLAs, KPIs,
and productivity metrics.
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Patient Support & Reimbursement: Advanced expertise in patient reimbursement processes,
including prior authorization, benefit investigation/verification, appeals, and an understanding
of payer policies and procedures. Knowledge of commercial copay programs, patient
assistance programs, foundation support, and specialty pharmacies.
Strategic Thinking & Execution: Ability to lead and execute strategic initiatives, including
scaling operations, process optimization, and cost-containment measures, while maintaining
customer and provider satisfaction. Experience driving organizational transformation,
including transitioning manual processes to self-service, digital-first models.
Cross-functional & Collaborative Leadership: Demonstrated success in partnering with cross-
functional teams (e.g., Commercial Operations, finance, analytics, IT, vendor management) to
drive alignment and implement integrated processes.
Regulatory Compliance: Deep knowledge of HIPAA regulations, patient privacy requirements,
and other patient-related healthcare/legal policies. Awareness of broader regulatory
compliance (e.g., FDA or CMS guidelines as it relates to patient support operations).
Change Management: Expertise in leading organizational change, especially scaling
operations and adopting new systems or workflows, fostering a culture of innovation and
agility while meeting evolving business needs.
People Development & Cultural Leadership: Proven ability to cultivate an environment of
accountability, operational excellence, and high performance, ensuring associates’ growth
and engagement.

Desirable Requirements:

Healthcare/Pharma Expertise: 5+ years of progressive leadership in customer service
management roles within biotechnology or pharmaceuticals, especially patient-facing or
customer-facing environments.
Digital Transformation: Experience driving digital innovation, such as implementing
automation tools and self-service capabilities to improve patient and provider experience.
Operational Collaboration: Significant experience working in multidisciplinary team
environments, successfully partnering across Commercial Operations and other departments
to address strategic goals.
Measurable Impact: Demonstrated ability to improve operational processes and outcomes,
including speed-to-therapy, adherence rates, and cost optimization.

The pay range for this position at commencement of employment is expected to be between:
$261,100.00 and $484,900.00/year; however, while salary ranges are effective from 1/1/25 through
12/31/25, fluctuations in the job market may necessitate adjustments to pay ranges during this
period.  Further, final pay determinations will depend on various factors, including, but not limited to
geographical location, experience level, knowledge, skills, and abilities. The total compensation
package for this position may also include other elements, including a sign-on bonus, restricted stock
units, and discretionary awards in addition to a full range of medical, financial, and/or other benefits
(including 401(k) eligibility and various paid time off benefits, such as vacation, sick time, and
parental leave), dependent on the position offered. Details of participation in these benefit plans will
be provided if an employee receives an offer of employment. If hired, employee will be in an “at-will
position” and the Company reserves the right to modify base salary (as well as any other
discretionary payment or compensation program) at any time, including for reasons related to
individual performance, Company or individual department/team performance, and market factors.
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Why Novartis: Helping people with disease and their families takes more than innovative science. It
takes a community of smart, passionate people like you. Collaborating, supporting and inspiring each
other. Combining to achieve breakthroughs that change patients’ lives. Ready to create a brighter
future together? https://www.novartis.com/about/strategy/people-and-culture

Join our Novartis Network: Not the right Novartis role for you? Sign up to our talent community to stay
connected and learn about suitable career opportunities as soon as they come up: 
https://talentnetwork.novartis.com/network

Benefits and Rewards: Read our handbook to learn about all the ways we’ll help you thrive personally
and professionally: https://www.novartis.com/careers/benefits-rewards

  

EEO Statement:

The Novartis Group of Companies are Equal Opportunity Employers. We do not discriminate in
recruitment, hiring, training, promotion or other employment practices for reasons of race, color,
religion, sex, national origin, age, sexual orientation, gender identity or expression, marital or veteran
status, disability, or any other legally protected status.

Accessibility & Reasonable Accommodations

The Novartis Group of Companies are committed to working with and providing reasonable
accommodation to individuals with disabilities. If, because of a medical condition or disability, you
need a reasonable accommodation for any part of the application process, or to perform the essential
functions of a position, please send an e-mail to us.reasonableaccommodations@novartis.com or call
+1(877)395-2339 and let us know the nature of your request and your contact information. Please
include the job requisition number in your message.

  
  部门 
  US  

  Business Unit 
  Universal Hierarchy Node  
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  地点 
  USA  

  �� 
  New Jersey  

  站点 
  East Hanover  

  Company / Legal Entity 
  U014 (FCRS = US014) Novartis Pharmaceuticals Corporation  

  Functional Area 
  Marketing  

  Job Type 
  Full time  

  Employment Type 
  Regular  

  Shift Work 
  No  

  Apply to Job 
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  Job ID 
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