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Providers Face Financial Uncertainty 
from COVID-191

The postponement of elective procedures due to the pandemic has left many provider 
organizations in weakened financial states. Hospitals were expected to lose at least $323 
billion in 2020, according to the American Hospital Association. Meanwhile, physicians 
have seen their revenue drop by nearly one-third on average since the pandemic started, 
according to the American Medical Association. And there is no sign that these financial 
pressures will ease in the months ahead.

Faced with these difficult financial realities, many provider organizations 
have had to furlough or lay off employees, putting stress on existing staff 
to deliver care. What’s more, many providers on the front lines are simply 
burned out from the high demands of caring for COVID patients.
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https://www.aha.org/system/files/media/file/2020/06/aha-covid19-financial-impact-report.pdf
https://www.ama-assn.org/practice-management/sustainability/physician-survey-details-depth-pandemic-s-financial-impact


In such a tense environment, sales teams that 
understand the business challenges of healthcare 

providers will have a significant advantage over 
those that do not. Review your training curriculum 
for potential opportunities to improve your sales 

team’s business acumen.

DID YOU KN   W?
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Empathy can help sales reps 
develop more meaningful 

relationships with customers, 
especially in challenging times. 

Selling with Empathy1

Communicating with Empathy2

Strategic Business Planning in a 
Changing Healthcare Market3

Some of our most popular topics include: 

View Sample Pathway

“Selling with Empathy”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=d3418f08-f7da-484b-8960-479662b0c3ab
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Selling-with-Empathy.png
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Despite Record Profits in 2020, Health Plans 
are Cautious About 20212

While providers’ revenues suffered as patients postponed elective procedures in 2020, 
health plans made record profits. It is unclear whether the trend of delaying care will 
continue in 2021 or result in a surge in demand for care once the threat of COVID-19 wanes.

Trends for 2021

https://jamanetwork.com/channels/health-forum/fullarticle/2770148


Your team should understand how payers earn 
revenue so they can offer value-based solutions to 

their health plan and pharmacy benefit manager 
(PBM) clients. Your reps and account managers 

should also be able to monitor the key sources of 
financial information on payers so they can keep 
tabs on their customers’ revenues, expenses, and 

profitability. By doing so, they can pivot their 
offerings based on each customer’s financial 

situation, now and in the coming months.

LEARN HOW 
THEY EARN

Trends for 2021

Follow the Dollar:  From 
Manufacturer to Patient1

Payer Finances eBrief2

Major Healthcare Payers and 
Managed Care Payment3

Some of our most popular topics include: 

View Sample Pathway

“Pricing in Today’s Marketplace”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=0708ebc8-16b9-46d8-9cbf-fc1326845bd3
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Pricing-in-Todays-Marketplace.png
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Incoming Biden Administration Brings 
New Legislative, Regulatory Priorities3

President-elect Biden has said he will work closely with the life science industry to battle 
the pandemic. And like every new administration, Biden’s team will have new priorities for 
reforming healthcare. One of the top targets will likely be drug prices, which could be 
targeted via a number of proposed strategies. Pharmaceutical Research and Manufacturers 
of America (PhRMA) has signaled its commitment to working with his team “to advance 
policies that lower patient costs and to sustain and protect a robust 
innovation ecosystem that makes it possible to develop new vaccines.”

In addition, the U.S. Supreme Court’s ruling on the fate of the Affordable Care Act 
will likely come in mid-2021. If parts or all of the law are invalidated, the effect on 
your provider and payer customers could be significant.
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https://www.phrma.org/Press-Release/PhRMA-Statement-on-the-2020-US-Election


Microlearning strategies can keep your team 
up-to-date when new laws and regulations affect 

their business strategies. You’ll also want to ensure 
that you have channels in place to quickly 

disseminate new market developments to help 
your team stay ahead of the competition. And when 
it comes to discussing drug prices, your customer-
facing teams should understand how prices are set 
in the market using various benchmarks — and how 

they can communicate value to their customers.

DID YOU KN   W?
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At CMR, we update our content 
within 5 business days of major 

industry changes.
Drug Price Benchmarks eBrief1

Understanding Medicare Part D2

Copay Accumulators eBrief3

Some of our most popular topics include: 

View Sample Pathway

“Understanding Reimbursement & Payers”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=65a6def1-489c-4b6e-ab8d-075e4f67e8ca
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Understanding-Reimbursement-and-Payers.png
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Payers Continue to Push for Higher Value, 
Especially for High-Cost Drugs4

A global pandemic didn’t change government and commercial payers’ commitment to 
value-based care. For example, 2021 will bring new value-based payment models into the 
mix, including the Primary Care First model. Another model scheduled to begin next year, 
Oncology Care First, has been delayed because of the COVID-19 crisis.
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https://innovation.cms.gov/innovation-models/primary-care-first-model-options


Recognize that value will remain top of mind for 
your customers. Clinicians will continue to explore  

opportunities to integrate evidence-based 
medicine into their day-to-day practices so they 

can improve clinical, and potentially financial, 
outcomes. As a learning leader, you can train reps 

to approach their pre-call planning with an 
evidence-based medicine strategy in mind. 

Also, make sure your customer-facing teams can 
adequately convey your brand’s value proposition 

to key stakeholders using health economics  
outcomes research (HEOR) data and other tools.

Trends for 2021

Effective Evidence-Based 
Medicine Sales Calls1

Evidence-Based Medicine 
as a Sales Strategy2

Engaging in a Productive 
Dialogue about Drug Prices3

Some of our most popular topics include: VALUE-ABLE.

View Sample Pathway

“Focus on Patients: Value-Based Selling”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=f9b04a0e-0fae-4ff8-8254-5602fb8b6080
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Focus-on-Patients-Value-Based-Selling.png
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Health Equity Becomes a Top Stakeholder Priority5

The pandemic has exposed the significant health disparities that already existed in the US 
healthcare system. For example, data from the Centers for Disease Control and Prevention 
(CDC) reveals that non-white populations have significantly higher rates of hospitalization 
for COVID-19 than white, non-Hispanic populations. Yet even before the pandemic, many 
forward-thinking payer and provider organizations had made improving 
health equity one of their population health management goals.
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https://www.healthaffairs.org/do/10.1377/hblog20201023.55778/full/
https://www.cdc.gov/coronavirus/2019-ncov/covid-data/investigations-discovery/hospitalization-death-by-race-ethnicity.html


Your sales team should understand what strategies 
their customers are using to promote health equity 

and address social determinants of health, like 
poverty and low health literacy. By doing so, they 

can provide more targeted solutions to their 
customers, such as provider and patient education 

to reduce health inequities or data analytics tools to 
help customers monitor health equity metrics.

Trends for 2021

Promoting Health Equity and 
Addressing Social Determinants 
of Health

1

Population Health Management: 
A Strategy for Higher Quality and 
Lower Costs

2

Some of our most popular topics include: 

FROM DISPARITY
TO EQUITY

View Sample Pathway

“Focus on Patients: Value-Based Selling”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=2706e16d-333a-4e27-86ba-b6726ce1d0ba
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Focus-on-Patients-Value-Based-Selling.png
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Telehealth Shapes Care Delivery6

The use of telehealth technologies, particularly 
virtual visits with providers via telemedicine 
platforms, has grown significantly during the 
pandemic. 

Trends for 2021



It’s important for your team to understand how their customers 
are using telehealth, or “virtual health,” so they can explore 

opportunities to support these efforts. Because this is a rapidly 
evolving area, sales teams need to closely monitor their 

customers’ portfolio of telehealth offerings and capabilities. To do 
so, they’ll need to understand the technologies so they can ask 

customers the right questions. As consumerism drives even 
greater adoption of telehealth, your team should be able to 

identify opportunities to offer digitized programs that can help 
support customers’ virtual health initiatives.

Trends for 2021

Telehealth spotlight module:

DID YOU KN   W?
The increase in telehealth use 

reported by the CDC compared to 
the same period in 2019 was

154%
Telehealth Trends and 
Opportunities1

View Sample Pathway

“Selling in Today’s Virtual World”

https://www.cdc.gov/mmwr/volumes/69/wr/mm6943a3.htm
https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=ffb072b5-6468-47ca-8518-8b006a4e1b44
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Selling-in-Todays-Virtual-World.png
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Virtual Selling Remains an Important Tool7

Just as more patient care went virtual in 2020, so did selling. Even after the pandemic is 
behind us, many experts believe that pharmaceutical and medical device sales will require 
a hybrid approach combining in-person and virtual selling. A survey by Bain & Company 
found that more surgeons and office-based physicians have shifted their preference to 
virtual sales than was the case before the pandemic. About 60% of physicians who 
previously preferred in-person sales calls would like to have more 
virtual sales calls or fewer in-person calls. The percentage of surgeons 
who now prefer virtual sales calls or fewer in-person calls was lower 
but still significant (47%).
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https://www.bain.com/insights/medtech-and-pharma-sales-go-virtual/


The next few months will be critical for sales teams to 
continue optimizing their strategies and tools for sales 
effectiveness. This includes following some of the best 

practices for virtual promotion so they can add value to their 
digital presentations. Virtual selling requires a proactive, 

targeted approach to delivering customer value. In addition 
to learning how to integrate more virtual selling into their 

business plans, sales reps should know how to partner with 
physicians in changing times. 

Trends for 2021

DID YOU KN   W?
Our 20-minute module can help reps: 

Virtual Selling spotlight module:

Engaging Your Customers: 
Virtual Promotion Strategies 
that Work 

1

1. Understand how to revise their
business plan after a pause in selling 
or a change in customer relationships.

2. Identify the value-based sales 
messages that are likely to resonate 
with specific customers.

3. List strategies to maintain their 
influence with customers and 
demonstrate value over the long-term. View Sample Pathway

“Selling in Today’s Virtual World”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=676f01d1-c571-491d-9cef-e2f1531d5e71
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Selling-in-Todays-Virtual-World.png
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Reps Need to Employ New Strategies 
to Engage Customers8

As sales reps are tasked with developing more hybrid selling approaches, they will also 
need to think about using more creative customer engagement strategies. As customers 
juggle multiple strategic priorities (including staying ahead of potential surges of COVID 
patients), they will need to be compelled to make time for sales calls, whether these 
presentations are in-person or virtual. Competition for customers’ time and attention 
will likely be a major obstacle for sales teams in the coming months. 
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Your sales team needs to be flexible when determining 
which customer engagement strategies they use to 
optimize their most valued relationships. One way to 

enhance this agility is by training your team to craft value-
based sales messages for specific customers: physicians, 

office managers, hospital leaders, and health plan 
executives. Another creative approach for conveying the 

value of your product is storytelling. Reps who can 
integrate this technique into their virtual and in-person 
sales presentations can effectively differentiate their 

solutions from the competition.

DID YOU KN   W?

Trends for 2021

Being able to navigate a physician’s office 
effectively will help reps overcome hurdles 

that can limit customer engagement.

Customer Engagement 
Strategies – Finding Success 
in Today’s Market

1

Navigating a Physician Practice2

Using Storytelling in Sales eBrief3

Some of our most popular topics include: 

View Sample Pathway

“Selling in Today’s Virtual World”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=c9a569c8-f926-4267-968e-3f1ccdb6a7f5
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Selling-in-Todays-Virtual-World.png
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Specialty Drugs Continue to Shape the Market9

The U.S. Food and Drug Administration (FDA) approved several specialty drugs in 2020, 
including new brands for cancer. A promising pipeline means that specialty drugs will offer 
new treatment options for patients with cancer and other serious conditions in 2021 and 
beyond. However, as cost pressures rise, payers will continue to see specialty drugs as a 
target for their utilization management strategies.

Trends for 2021



The payment and distribution of specialty drugs is 
particularly complex, so your sales team needs to 

understand how various factors can influence access 
to their brand. Your sales reps should also be able to 

explain the stakeholder relationships within the 
specialty drug channel. And for those selling oncology 

drugs in particular, this new year could present a 
prime opportunity to hone their oncology business 

acumen by learning more about the impact of 
oncology clinical pathways and other utilization 

management strategies on market access.

Trends for 2021

Follow the Specialty 
Drug Dollar1

Oncology Clinical Pathways: 
Understanding Clinical Pathways2

Oncology Utilization Management: 
Prior Authorizations in Oncology3

Some of our most popular topics include: LEARNING IS 
OUR SPECIALTY

View Sample Pathway(s)

“Oncology Business Acumen”

“Understanding the Specialty Market”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=b6835942-e7e1-4bae-a259-b1f1315fae31
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Oncology-Business-Acumen.png
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Understanding-the-Specialty-Market.png
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Customers Prioritize Population Health, 
Especially Mental Health

Because of the pandemic and economic downturn, many patients have delayed care for 
acute and chronic conditions, which could lead to greater morbidity and mortality. As a 
result, payers and providers may seek opportunities to step up their population health 
management efforts in 2021. Mental health symptoms have also increased during the 
COVID-19 crisis. The Kaiser Family Foundation found that 
37% of adults reported symptoms of anxiety or depression 
in October 2020, compared with 11% in 2019. To combat 
this mental health crisis, customers will likely seek 
solutions from manufacturers that support better 
mental health outcomes in their populations.

10
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https://www.cdc.gov/mmwr/volumes/69/wr/mm6936a4.htm#contribAff
https://www.kff.org/statedata/mental-health-and-substance-use-state-fact-sheets/


Make sure your team understands the basics of 
population health management and how they can 
create opportunities to improve health outcomes in 

their territories. This might include partnering on 
strategies to engage patients or health plan members, 
as well as educating customers about various support 

programs that your company offers, such as call 
centers and websites.

Trends for 2021

Partnering with Providers1

The Role of the Field Sales Team 
in Outcomes Management2

Population Health Management: 
A Strategy for Higher Quality and 
Lower Costs

3

Some of our most popular topics include: 
INCREASING KNOWLEDGE,

IMPROVING HEALTH 

View Sample Pathway

“Focus on Patients: Value-Based Selling”

https://cloud.scorm.com/sc/InvitationConfirmEmail?publicInvitationId=35da26f4-56b7-48d8-95c0-90a482cf19b4
https://www.cmrinstitute.org/wp-content/uploads/2021/01/Pathway_Focus-on-Patients-Value-Based-Selling.png
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At CMR Institute, we’re here to help you prepare your 
customer-facing teams so they can excel and reach their goals, 
even in a rapidly changing environment. We can enhance your 
existing training with our dynamic library of customizable and 

relevant learning content that’s always up-to-date. 

cmrinstitute.org 800.328.2615 solutions@cmrinstitute.org

https://www.cmrinstitute.org/training-catalog/
https://www.cmrinstitute.org/
mailto:solutions@cmrinstitute.org

