






























Human, process 
and machine: 
the operating model

 
 

Human judgment
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AI creates value in pharma when it supports 
the system around the field team.

The strongest model connects three elements: 
human judgment, disciplined process and 
machine intelligence.

The human part matters because pharma rela-
tionships depend on trust.

A sales rep understands tone, context, clinical 
conversation and the reality of each healthcare 
professional. AI can support preparation, but 
the relationship remains human.

The rep still decides how to open the conversa-
tion, how to respond to the HCP, how to adapt 
the message and when to escalate an opportu-
nity or a risk.
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