
 



 

Could Emotional Blind Spots Be Blocking Your HCP 
Engagement? 
Picture this: you have a brand that just launched a new campaign for a therapy with strong 
clinical data. The messaging has been reviewed, refined, and tested. It’s compliant, consistent, 
and delivered across every major channel, including field visits, email, events, and digital 
portals. Your dashboards are lighting up with activity. Reps are logging calls, HCPs are 
engaging with materials, and all the metrics are moving in the right direction. On the surface, 
everything looks perfectly fine. 

But then you start to notice the softer signals. Reps return from calls saying the HCPs were 
“neutral” or “polite” but didn’t ask questions. Event feedback is technically positive, but no one 
seems energized.  



 

Advisory board transcripts use the right words, but something feels off. The team starts 
wondering: if everyone is saying the right things, why does it seem like nothing is really landing? 

And this is the moment most commercial teams hit an invisible wall: when the words being 
captured don’t match the emotional reality of the market.  

Because the truth is, you might be tracking every touchpoint, but if you’re not capturing how 
your audience feels, then you’re missing the very thing that drives their decisions. 

In a Data-Driven World, Emotion Still Drives Decisions 

In a world where healthcare decisions are increasingly data-driven, one powerful factor still 
operates in the background- emotion. 

You can have perfect timing, scientific accuracy, and regulatory compliance, but if your HCP 
feels uncertain or overwhelmed, even the most robust product won’t resonate. 

Both contextual analysis and sentiment analysis in healthcare are not just about tracking 
emotions for the sake of it. It’s about understanding how confidence, curiosity, scepticism, or 
hesitation influence prescribing decisions. 



You Know What Was Said. But Do You Know What Was Meant? 

Here’s what often happens: a brand sees lower-than-expected uptake three months 
post-launch. Sales teams start reviewing their rep coverage. Marketing checks digital 
engagement stats. Leadership wants to know if the message was clear enough, strong enough, 
and timely enough. 

But by the time these questions are asked, it’s too late. The real signals were always there from 
the beginning, in the way HCPs responded during calls, in the tone of post-event surveys, in the 
discussions on forums, and within online feedback.  

The problem wasn’t a lack of data. It was a lack of visibility into what the data meant. 

When you don't measure sentiment, you rely on assumptions. And in a market as high-stakes 
as pharma, assumptions are expensive. 

 

At CustomerInsights.AI, we’ve built a Sentiment Analysis App, part of our app suite for 
marketing & customer engagement, designed to read between the lines. A physician may say, 
“This looks promising”, but do they mean it, or are they just being polite? These nuances matter.  

Our app leverages natural language processing in healthcare (NLP) to analyze unstructured 
text: HCP comments, rep notes, speaker feedback, online reviews, and more. It identifies and 



doesn’t just count keywords; it decodes emotional tone - positive, neutral, negative, and 
everything in between.  

More importantly, it helps your teams: 

●​ Identify messaging misalignment early 
●​ Understand emotional responses at scale 
●​ Tailor content and rep follow-ups based on sentiment drivers 
●​ Compare how your brand is perceived relative to competitors in real time 

It brings emotional clarity to every piece of text, helping you pivot before perception becomes a 
problem, and showcasing the power of sentiment analysis pharma solutions. 

Real-World Shift: What the Data Didn’t Show 

A large life sciences company launched a therapy with a new and differentiated administration 
model. Messaging emphasized simplicity, patient convenience, and long-term outcomes for the 
patient. In the early launch campaign metrics, engagement was showing alright, but the field 
teams felt there was a disconnect; HCPs felt engaged, but it was a lukewarm, non-excited 
manner. 
 
Through the Sentiment Analysis App, the team examined rep notes, speaker feedback, and 
public commentary. What they discovered was unexpected: 
 

●​ 42% of mentions positively raised the concept of patient convenience 
●​ However, 31% of mentions expressed hesitation, particularly around long-term familiarity 

and payer coverage 
●​ Additionally, 28% of the mentioned threads had negative sentiment referencing legacy 

treatment, which highlights a strong emotional and loyalty attachment to legacy 
treatments  

These are insights that never get captured in CRM fields or topline survey results, only through 
structured sentiment analysis in healthcare. 



 

The Action Plan 
With these findings, the brand team: 
 

●​ Refined messaging to clearly communicate payer support and ease of dosing 
●​ Updated rep training for territories with higher hesitation 
●​ Created KOL-driven content to reposition the narrative 

 
Within 6 weeks, sentiment improved, engagement rose across key markets, and the core 
campaign strategy remained intact. 

Conclusion: Sentiment Is the Signal Behind Every Strategy 

You already know what’s being said. But do you know how it’s being heard? In life sciences, 
emotion drives action. And sentiment analysis for patient care allows you to listen for it early, 
accurately, and at scale. 

With CustomerInsights.AI’s Sentiment Analysis App, you gain more than a view of your 
message. You gain insight into your customer’s mindset, so you can act faster, connect deeper, 
and build the kind of trust that drives real-world impact.  

Because sometimes, the most important data point isn’t a number. It’s a feeling. 



About CustomerInsights.AI 

Founded in 2018, CustomerInsights.AI delivers AI-powered commercial analytics applications to 
the pharmaceutical and life sciences industries. Its commercial analytics cloud, 
ciPARTHENON™, is a ready-to-deploy, no-code, unified data management and analytics 
platform with 40+ vertical applications across Sales Operations & Analytics, Customer 
Engagement, Market Access, and Information Management, accelerating the delivery of 
actionable insights. For more information, visit CustomerInsights.AI or follow us on LinkedIn. 

Schedule A Demo Today 
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