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As Novartis continues its journey to become a fully customer-centric, digitally enabled pharmaceutical
leader, the Cx Journey Associate plays a critical role in transforming how we engage with healthcare
professionals (HCPs). This role leads the strategic design, execution, and optimization of
omnichannel engagement across therapeutic areas, ensuring personalized, compliant, and impactful
interactions that drive scientific exchange, customer satisfaction, and improved patient outcomes.

About the Role

Major Accountabilities
HCPs reach & Customer Segmentation

* Maximize HCPs reach by identifying affiliates with mass HCPs affiliation. Stakeholder



mapping for these affiliates with the intent to initiate collaborative programs focused on certain
disease areas.

* Collect digital consent for the new targeted HCPs.

¢ Conduct digital affinity segmentation of HCPs and engagement preferences.

Disease strategy & patient journey

* Has a deep understanding in the respective disease area strategy. Maintain and enhance
knowledge of disease areas, products, product strategy, positioning, key messages,
programs, company developments, customers, and competitors.

* |In depth understanding of patient journey pains and gains. Be able to design and optimize
customer journeys using data insights.

¢ Strong ability to design and orchestrate a full omnichannel engagement experience.

Omnichannel Engagement & Customer Experience Management

¢ Strong ability to design and orchestrate a full omnichannel engagement experience.

¢ Create outstanding customer experiences by orchestrating omnichannel engagements and
delivering personalized content—ensuring the right message reaches the right customer
through the right channel at the right time, aligned with their specific journey and needs.

* Experimenter for different engagement models.

Continuously assessing Customer Experience (CX), promptly attending to Customer feedback and
suggestions.

* |dentify engagement gaps and opportunities for deeper customer connection and
continuously evaluate channel mix effectiveness and recommend improvements.

* Manage the deployment and performance of digital channels (email, webinars, portals,
remote detailingl).

* Promote a customer-first mindset by continuously assessing and improving HCP satisfaction.

* Implement structured feedback mechanisms—including surveys, interviews, and analytics—to
effectively capture the voice of the customer.

¢ Contribute to initiatives that address pain points and enhance the overall experience across

touchpoints.
* Leverage analytics dashboards and KPIs to monitor campaign performance and ROI.

Content Strategy & Personalization

* Participate in the creation, localization, and deployment of scientific and promotional content

across channels.
* Ensure content is tailored to HCP needs, compliant with regulatory standards, and optimized

for performance.

Scientific Engagement & Compliance



* Follow all adverse events guidelines and Code of Conduct Guidelines as promoted by
Novartis.

* Demonstrate behavior in accordance with Novartis code of practice.

* Provide and discuss scientific knowledge and on label medical data relevant to the Therapy
Area with HCPs.

* Provide scientific and educational information to HCPs on specific patient critical issues.

* |Involve HCPs when a need is identified to provide support / advice / participate in specific.

* Medical and scientific activities e.g. education of HCPs, etc.

Governance & Risk Management

* Follow governance frameworks for omnichannel execution, ensuring consistency, quality, and
compliance.

* Participate as necessary in audits, reviews, and regulatory inquiries related to engagement
activities.

Education

* Bachelor”s degree in Life Sciences, Pharmacy, Business, or Marketing. Advanced degree,
master” s in digital marketing is a strong asset.

Languages:

* Fluent in English (written and spoken).
* French and/or Arabic proficiency is a plus.

Experience/Professional
Requirement:;

¢ 3-5 years of experience in pharmaceutical sales, marketing, digital engagement, or account
management.

* Proven success in leading cross-functional initiatives and managing complex stakeholder
networks.

* Experience with digital marketing, CRM, and data-driven decisions is a plus.

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


https://www.novartis.com/about/strategy/people-and-culture

Benefits and Rewards: Learn about all the ways we Il help you thrive personally and professionally.

Read our handbook (PDF 30 MB)
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var config = { targetld: "kalturaplayer69fc46a527a59802411794", provider: { widgetld:
"10m7rmlpm?", partnerld: "2076321", uiConfld: "55802022" }, playback: { autoplay: false, autopause:
false, allowMutedAutoPlay: false, loop: false }, sources: { options: {}, startTime: 0 }, plugins: {},
sources: { options: {}, startTime: 0 }, ui: { showCCButton: false, settings: { showQualityMenu: true,
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showSpeedMenu: false }, css : "/modules/custom/arcticnckalturaaddon/css/kalturavideo.css",
components: { fullscreen: { disableDoubleClick: false } }, uiComponents: [ { presets: ['Playback’,
'Live], area: 'BottomBarRightControls', replaceComponent: 'Fullscreen’, get:
KalturaPlayer.ui.components.Remove } ] } }; // Check and add plugins only if they exist if
(KalturaPlayer.plugins['download"]) { config.plugins.download = { disable: true }; } if
(KalturaPlayer.plugins[“transcript"]) { config.plugins[“playkit-js-transcript"] = { position: "right", //
Default: bottom;('left’, 'right’, 'top’, 'bottom’) to enable transcript. expandMode: "over", // Default:
alongside;(‘alongside’, 'hidden’, 'over’) expandOnFirstPlay: false, showTime: true, downloadDisabled:
false, printDisabled: false, disable: true }; } if (KalturaPlayer.plugins['preventSeek"]) {
config.plugins.preventSeek = { preventSeekForward: false, preventSeek: false }; }
config.plugins.floating = { disable: true }; if (KalturaPlayer.plugins[“navigation"]) {
config.plugins.navigation = { position: "right", expandMode: "over", expandOnFirstPlay: false, visible:
false }; } if (KalturaPlayer.plugins["hotspots"]) { config.plugins['playkit-js-hotspots'] = { disable: true }; }
if (KalturaPlayer.plugins['moderation"]) { config.plugins['playkit-js-moderation’] = { disable: true }; } if
(KalturaPlayer.plugins["info"]) { config.plugins['playkit-js-info'] = { disable: true }; } if
(KalturaPlayer.plugins['share"]) { config.plugins.share = { disable: true }; } config.ui.uiComponents =
[]; if (KalturaPlayer.plugins[‘googleAnalytics"]) { config.plugins.googleTagManager = {};
config.plugins.googleTagManager.customEventsTracking = {};
config.plugins.googleTagManager.containerld = 'GTM-57RJQ5';
config.plugins.googleTagManager.customEventsTracking.custom = [];
config.plugins.googleTagManager.customEventsTracking = { preset: { coreEvents: true, UIEvents:
false, playlistEvents: false, castEvents: false } }; }

try { var kalturaPlayer = KalturaPlayer.setup(config); // Add the player to the global array. if (typeof
kalturaPlayerVideos == 'undefined'’) { kalturaPlayerVideos.push(kalturaPlayer); } else { var
kalturaPlayerVideos = []; kalturaPlayerVideos.push(kalturaPlayer); } // Load the Player for other
media. kalturaPlayer.loadMedia({entryld: "1dgfvmafo"}); } catch (e) { console.error(e.message) }
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