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CEO Welcome
As we move into 2019, our company transformation is 
gathering pace, particularly in Digital & Commercial Solutions 

JOHN DAVISON
CEO ZUELLIG PHARMA

Over the past year, we have continued to build on 

the strong foundations established during the first 

phase of our company transformation. We have 

strengthened & expanded our leadership position  

in Distribution, as well as accelerated the 

development of our Commercial & Clinical Reach 

divisions. In Digital, we have made enormous 

progress through the Zuellig Health Solutions 

Innovation Centre with our Data Analytics, 

CareConnect & Channel platforms. 

Throughout this exciting journey we 

recognise the importance of working closely 

together, both internally and with our Clients & 

Customers, to rid the industry of inefficiencies, 

as well as introduce new solutions to extend our 

market reach and drive growth for our Clients. 

A major contributor to our progress on this path 

lies in the way that we have collectively managed 

innovation.

History has shown many times how 

companies can quickly veer off-track if they try 

to innovate or diversify too far beyond the core 

of their business. Leaders can become distracted 

from their main purpose and overlook the 

importance of investing in and strengthening their 

core business. Over the past years, our Executive 

& Senior Management Teams have worked very 

hard to build new Solutions without disrupting our 

Distribution core. 

We are well aware that our primary role is 

to supply medicines & medical devices on behalf of 

Clients to over 350,000 Customers daily, and we will 

never lose sight of this responsibility. Everything we 

invest in is meant to enhance rather than replace this. 

At the same time, we realise that Clients need more 

support to help drive business growth and patient 

adherence on key therapies that bring much needed 

help in combatting increasing disease. This requires 

new approaches to how we deliver our services.

In this annual report, you will read about 

some of the breakthroughs we have made through 

innovation. Whether we are applying digital 

technology to upgrade the connection to customers, 

deploying blockchain to address counterfeit medicines 

and parallel trade, or working with start-ups to 

bring new healthcare solutions to market, we do 

this in constant pursuit of making healthcare more 

accessible. In line with this mission, we also share 

progress on how we are further strengthening our 

organization with key principles of Sustainability, so 

we can ensure we have a positive and lasting impact 

on the communities we serve and on the stakeholders 

we care for. 

If any of these activities interest you, please 

get in touch. We will be happy to discuss how, 

together, we can build a better and healthier future 

for communities in Asia.

Wishing you every success in 2019! 
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making healthcare more accessible

Zuellig Pharma is one of the largest healthcare services groups in 

Asia and our purpose is to make healthcare more accessible. We 

provide world-class distribution, commercial and digital services to 

support the growing healthcare needs in this region. 

The company started almost a hundred years ago and has 

grown to become a US$13 billion business covering 13 markets 

with 13,000 employees. We serve over 350,000 medical facilities 

and work with more than 1,000 clients, including the top 20 

pharmaceutical companies in the world. 

More recently, we launched our Zuellig Health Solutions 

Innovation Centre to develop new services and address some 

pressing healthcare needs in Asia. Since then, our teams have 

been focused on creating data, digital and disease management 

solutions, supporting patients with chronic conditions and helping 

payors manage healthcare costs.

PRESENT IN  

13
COUNTRIES  

IN ASIA

WAREHOUSES 
ACROSS THE REGION

SUPPORTS OVER

CLINICAL  
TRIALS

EMPLOYS OVER

WORKS WITH THE  

TOP 20 
PHARMACEUTICAL 

COMPANIES

EMPLOYEES

Zuellig Pharma
About

OUR PAYOR BUSINESS 
SERVES OVER

MEMBERS IN 
MALAYSIA, THAILAND 
AND THE PHILIPPINES 76

56%
MALE

FEMALE
44%

2,000

1 3 0 0 0

9.8
MILLION

MANAGES

REPRESENTATION IN  
OUR MANAGEMENT
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Our  
Services

Our  
Mission

As one of the largest healthcare services groups in Asia, we 

will continue to grow by delivering on our promise of making 

healthcare more accessible. Since 2015, we have been on a 

journey of transformation to bring new solutions to the industry, 

building on our capabilities as a specialist healthcare distributor.

Our focus on Asia makes us very familiar with its diverse culture and needs.    

We tap into our strong local network of healthcare, professionals and 

regulators for reliable market intelligence to stay on top of the evolving 

healthcare environment.  

Our reputation is built on our commitment to compliance and quality.    

We own and operate some of the most advanced cold chain facilities that 

safely manage temperature-sensitive medicines. Our teams are proud of 

our values and how we operate with integrity.  

We provide progressive solutions to meet evolving healthcare needs.    

Our Innovation Centre pioneers new ways to address healthcare 

challenges including data analytics, commercial solutions, patient care 

and payor services.

Our end-to end solutions and 
extensive distribution network 
provides access to all relevant 
channels in even the most remote 
areas of Asia
• Transportation 
• Pick & Pack
• Warehousing
• Redressing
• Cold Chain Solutions

We provide innovative healthcare 
solutions that encourage healthier 
lifestyles, drive prescription adherence 
and improve health outcomes
• Patient Education & Public 

Awareness
• Affordability Solutions
• Disease Management & Patient 

Engagement Programmes
• Mass Vaccinations

Our payor services help companies 
and insurers develop plans and 
programmes to deliver high  
quality healthcare while  
minimizing administrative work  
and managing cost
• Administration
• Cost Management
• Solutions and Interventions
• Data Insights and Advisory

Helping our channel partners with 
digital solutions to improve customer 
retention, adherence and efficiency
• Digital Medication  

Management Platform
• Online Ordering Portal
• E-learning LifePlus Academy

Through our analytics, we help to 
deliver targeted insights to drive 
growth and performance in key 
therapeutic areas
• Market Intelligence
• Analytics Advisory

We provide end-to-end clinical supply 
chain solutions to ensure clinical trials 
and research run smoothly
• Clinical Research Planning  

& Design
• Clinical Trial Supplies  

& Logistics
• Clinical Research Technology 

Solutions
• Clinical Research Compliance & 

Quality Management

We launch and grow pharmaceutical 
products through agile sales and 
marketing models, and local trade 
channel expertise
• Brand Development
• Lifecycle Management
• Regulatory Affairs Services
• Business Intelligence
• Market Research
• Medical Marketing
• Pharmacovigilance

DATA ANALYTICS

CLINICAL REACHCOMMERCIAL 
SOLUTIONS

DISTRIBUTION PATIENT CARE PAYOR SERVICES

CHANNEL
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Our  
People
In 2015, Zuellig Pharma embarked on 

a 5-year journey to transform the way 

we make healthcare more accessible 

in Asia. This change saw shifts in 

our structure, our services and 

correspondingly, the different types of 

talent we need to drive this change. 

Growing through transformation

We believe in managing careers, not jobs. 

This mantra underpins our performance 

development framework that includes 

Individual Development Plans and 8 Quarter 

Plans, where selected talents have career 

development profiles that start with a 

realistic view of their current capabilities and 

a roadmap to develop new capabilities and 

realise their aspirations for the future.

With changes also come new 

opportunities for development and through 

our Zuellig Pharma Mobility Programme, we 

work with our talents to successfully place 

them in roles that give them exposure to other 

countries, functions and business units.

Engaged in meaningful work

Despite going through a time of change, 

our business-wide Sustainable Employee 

Engagement Score has continued to improve 

by 2% year on year since 2013. Through 

various focus groups and the Employee 

Opinion Survey, we know that most of 

our employees are here because they 

passionately believe in our mission to make 

healthcare more accessible. Performing 

meaningful work every day, no matter what 

the role, is the driving force behind our 

improving levels of engagement.

Our reputation as a partner that 

values quality and conducts itself with 

integrity has been the cornerstone to our 

success. This is something that we are proud 

to say is true of the way we act internally as 

well. Our Code of Conduct ensures a culture 

of openness with the highest standards 

of probity and accountability through a 

‘Speak Up” Policy. We have also designed 

channels to ensure that employees raise 

serious concerns without fear of retaliation, 

discrimination or any forms of harassment.

A culture that encourages learning

As we continue to manage our diverse, multi-

generational team, one of the key strengths 

is in our desire to develop talent. We run 

in-house training that teaches coaching skills, 

team collaboration, leading performance as 

well as how to be an effective manager.  

We have region-wide training 

programmes such as the Young Talent and 

Advanced Management Programmes that 

create opportunities for employees to be 

mentored by Executive Team members and 

Department Heads. Our e-Learning platform 

provides free certification programmes and 

relevant courses to all our employees. We also 

offer an Employee Development Sponsorship 

Programme that provides financial support 

for employees to pursue training or part-time 

courses of their choice.

Innovation Personal 
Growth 

Collaboration
Passion for 
Excellence

Our employees are here because they are 
passionate and believe in our mission to 
make healthcare more accessible.

BE CREATIVE AND 

OPEN-MINDED 

PURSUE PROGRESS 

AND LEARNING 

BUILD PARTNERSHIPS 

INTERNALLY AND 

EXTERNALLY 

BE DETERMINED TO 

DELIVER ONLY THE BESTOur  
Values

Integrity 
& Trust 
BUILD OPEN HONEST 

RELATIONSHIPS 
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Becoming a  
Sustainable 
Business
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As a company that has lasted for almost a 

century, it’s clear that our approach to business 

has always involved meeting immediate 

needs with the long-term view in mind. We 

continue to be driven by an active commitment 

to support, enhance and strengthen the 

communities that we operate in. 

With the steady progress of our 

transformation journey following the launch of 

the Zuellig Health Solutions Innovation Centre, 

we have also recognised a pressing need for our 

Sustainability strategy to be similarly revitalised 

to ensure we use our capabilities in the most 

impactful way for the communities we serve. 

Our Approach 

We saw the importance of identifying 

material issues on which we can make 

the biggest difference, coupled with a 

clear strategy to help us communicate our 

ambitions. Both are important to galvanise 

our teams and attract the best partners to 

work with.

Engaging with internal and external 

stakeholders

To develop an integrated strategy that 

would address the rapidly changing 

healthcare landscape, we conducted 

one-to-one interviews with internal and 

external stakeholders to surface critical 

issues. Perspectives were taken from global, 

regional and in-market levels, and external 

stakeholders included manufacturers, medical 

institutions, pharmacies and government. 

These were then shaped into a 

materiality matrix, with issues owned by 

various members of the executive and senior 

management teams. 

Looking Ahead 

In 2019, we plan on articulating a clear and 

actionable sustainability strategy that builds 

on our mission of making healthcare more 

accessible. We look forward to working 

together with our clients, customers and 

partners on this agenda, so do reach out if 

you would like to contribute to a healthier 

future for communities in Asia. 

Improving
Health Outcomes

• Access to Healthcare 

• Affordability 

• Community Engagement 

• Preventative Care 

• Enabling Healthcare 
Professionals

Nurturing
Talent

• Talent Recruitment,
Development & Retention 

• Workplace Health & Safety

• Employee Wellbeing 

• Employee Engagement

• Diversity & Inclusion

PURPOSE
Making Healthcare 
More Accessible

Respecting
The Environment

• Climate Resilience 

• Climate Change Mitigation 
& Energy Efficiency 

• Responsible Waste 
Management

• Environmental Compliance

SUSTAINABILITY
VISION

Building a healthier future for Asia with 
our clients & customers, improving 
health outcomes, nurturing talent & 
respecting the environment, while 
setting the highest standards of 
integrity.

• Product Quality & Security

• Counterfeit Products

• Parallel Trade

• Bribery & Corruption

• Data Privacy & Security

• Public Policy

• Responsible Sourcing

• Responsible Sales & Marketing

Setting The Highest Standards Of Integrity

Sustainability Framework
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We have been actively supporting Action4Diabetics (A4D) 

in their mission to transform the lives of young people 

suffering from Type 1 Diabetes in Asia. This includes:

•  Committing to support 14 children for 3 years under 

A4D’s Sponsor A Child programme, with each of our 

markets and our corporate office sponsoring essential 

medication and care for one child. As of January 2019, 

every single child under the programme is being 

supported. 

•  Sponsoring the charity’s annual Cycle Challenge, 

which sees a team of cyclists take on some of the 

most challenging rides in the world to raise funds. 

•  Supporting skills training to help prepare A4D children 

for the workplace.

Our people are the heart of our business, and it is our 

commitment to foster the long-term growth of each 

employee. Current development programmes across all 

our markets include: 

• The Young Talent Programme for promising 

talent under 30 years old to build their leadership 

and project management skills and gain a better 

understanding of the business.

• The Advanced Management Programme which 

provides future leaders with a senior management 

team mentor and a structured leadership 

development programme in partnership with 

Singapore Management University.

We have made deep investments in technology and 

infrastructure that will maximise energy efficiency and 

improve the resilience of our operating environment as it 

adapts to climate change. Here’s an example of a recent 

major investment: 

•  Environmental considerations were placed as a top 

priority during the building process of MDI’s new 

National Distribution Centre, leading to a focused 

investment in CESS Technology and energy-saving 

initiatives such as solar roofs as well as LED and 

motion sensor lights. 

We are committed to act in accordance with the highest 

standards of integrity, and have recently extended this 

goal to tackle the problem of counterfeit products and 

parallel trade:  

• Teams at the Zuellig Health Solutions Innovation Centre 

have created eZTracker, a mobile application-based 

solution which uses blockchain technology to provide 

full product traceability, and detect counterfeit 

or parallel imported products. 

• eZTracker allows for instantaneous material 

traceability, resulting in unparalleled levels 

of quality control and compliance to improve 

patient safety. This will also be a consistent way 

to tackle the potential risks posed by parallel trade to 

drug quality and pharmacovigilance.

Improving Health 
Outcomes 

Nurturing  
Talent 

Respecting The 
Environment 

Setting The Highest 
Standards of Integrity 

Improving access to healthcare by working  
with charity partner Action4Diabetics 

Developing the skills and capabilities of our 
employees, who are the heart of our business  

Driving environmental change and  
mitigation through our operations 

Building on our foundations of  
unwavering integrity 

Current activities under 
our Sustainability Pillars 

Shining the spotlight on some ongoing initiatives,  
for each sustainability pillar, across our markets.

12
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Healthcare Gaps In

ASIA
Quality healthcare access for everyone

One of the largest forces shaping the healthcare landscape today is the move 

towards Universal Health Coverage (UHC), driven by the WHO. Their goal is 

simple – for every person to receive the quality health services they need 

without suffering financial hardship. While not all countries have explicitly said 

that they are pursuing UHC, most governments are working on achieving the 

same goal.   

What is also clear is that this goal cannot be achieved without close 

collaboration between the private and public sectors, including the general 

population, on a strategy that meets the unique needs of each country. This 

strategy also needs to prioritize investments, recognise trade-offs, and allow for 

priorities to shift as the economy develops, population ages or if diseases bring a 

different burden into play. 

Given this, here are some areas we have been working on to address 

what the OECD and WHO have identified as healthcare gaps in Asia.

PLUGGING
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Building effective supply chains that 
contribute to advancing public health
By 2020, the pharmaceutical industry is expected to 

spend around $17 billion on cold chain management. 

The integrity and quality of these pharmaceuticals, and 

ultimately patient safety, are increasingly reliant on an 

intact cold chain during storage and transportation. 

Failure to maintain appropriate conditions at any point 

in the supply chain can impact the efficacy of the drug, 

resulting in the loss of a shipment and putting patients 

at risk. The industry’s migration to these new medicines 

injects tremendous complexity into the logistics process. 

Beyond our temperature controlled warehouses, 

that are under constant surveillance by temperature 

sensors, we have developed the eZCooler - a unique 

thermal isolation system that maintains the temperature 

of a product for up to five days. This helps us deliver 

medicines such as life-saving vaccines, across Asia 

particularly to rural areas. The eZCooler’s phase change 

material and vacuum insulation panels make it possible 

to maintain low temperatures without relying on 

external energy sources, integrated with our digitized 

temperature monitoring technology, this provides further 

peace of mind to customers and patients of cold chain 

integrity of products they use. It is also reusable and 

100% recyclable, minimizing our environmental impact. 

Given our geography, climate and rate of urbanisation, 

Asia is vulnerable to emerging communicable diseases, 

particularly zoonosis (diseases transmitted from animals), 

vector-borne diseases, and drug-resistant pathogens. 

Strengthening our supply chain infrastructure helps 

countries build resilience through control and response 

on top of disease prevention.

Our distribution footprint consists of Distribution 

Centres (DCs) supported by a network of branches 

or sales offices. The DCs are strategically located and 

perform distinct roles for either nationwide or regional 

distribution, with most having capability for both. 

Individually, each DC has various levels of planned 

redundancies in systems and equipment, to ensure 

sustained delivery of critical services under a wide range 

of conditions.

In times of a pandemic, our continuity procedures 

kick in to ensure the situation is monitored, risks are 

continuously assessed, employees, clients and customers 

are up to speed, the identified actions for that stage are 

executed, and most importantly, plans and actions for the 

subsequent stage are pre-identified for the quickest and 

most appropriate response.

Improving the quality of healthcare 
through patient-centric solutions
While at a national level, legislators are exploring cost 

saving solutions such as pooled procurement and 

government-funded healthcare programmes, there are 

still unresolved needs for individuals to receive quality 

healthcare without jeopardising their finances.

We work with governments and businesses 

to design programmes that pay attention to every 

individual’s disease prevention and management needs. 

Affordability solutions such as easy payment plans, 

discounted medicines and redemption offers are matched 

with patient education and support through remote 

interactions with medical professionals. To date, we have 

seen an increase in adherence by up to 300% in patients 

enrolled on our programmes.

In the last few years, we have also brought to the 

region a series of advanced medicines such as Esmya, the 

first oral medication to treat uterine fibroids or Granulox, 

a haemoglobin spray to accelerate healing in wounds and 

a series of drugs to help patients deal with hypertension.  

All of which have shown significant improvements in 

quality of health for Asian communities.

 

Promoting efficiency in the administration 
of healthcare 
Asia is facing an underlying crisis of financial instability 

in healthcare provision, driving the need for innovative 

healthcare delivery and effective cost management. 

Asides from improving the general levels of health in any 

given population, the growing challenges facing leaders 

of payor organizations include financial performance, cost 

effectiveness, and quality of care.  

We have worked with public and private payors 

to help contain costs, manage and track healthcare 

expenditure, minimize administrative work, identify waste 

or abuse in their systems and support the development 

of plans and programs that enable the provision of high 

quality care. Our subsidiary, MiCare is the market leader 

in payor solutions in Malaysia supporting over 9.8 million 

members from Malaysia, Thailand and the Philippines on 

its platform.  

We have also invested in Klinify, a health-

tech start up that supports doctors and clinics in the 

administration of their practices from managing patient 

medical records to improving workflow. We have also 

introduced a tissue analytics system to help medical 

professionals track a patient’s healing wound with greater 

accuracy and efficiency, freeing up much needed time and 

resources for medical teams.

Supporting the development of medical 
professionals    
The supply of doctors and nurses in the region is currently 

at 1.3 and 3.2 per 1000 people. This is well below the 

OECD average of 3.3 and 9.1 respectively. Over the years, 

we have consistently supported the education of doctors, 

nurses and pharmacists in various countries through 

scholarships or training. In anticipation for greater 

knowledge in chronic wound care given the rise in aging 

populations and NCDs, we have also invested in training 

healthcare professionals to be certified wound care 

experts under the German wound healing society ICW 

(Initiative Chronische Wunden).

Beyond our day to day operations, Zuellig Pharma 

is also increasing our dialogue with members of industry 

and government, to work towards a unified system that 

makes healthcare more accessible to the communities 

that we serve. They also acquired a HealthTech start-up, 

Docquity that connects doctors through the first online 

peer to peer learning network in the region.

Many of these topics are elaborated in the pages 

that follow, with relevant contact details at the end of 

each article. If there is an area that interests you, please 

get in touch with us through the contacts provided here 

or your local Zuellig Pharma representative to see if there 

are ways we can work together.



WWW.ZUELLIGPHARMA.COM making healthcare more accessible

18 19

   Full 
Immunity

The 
Journey 

To 

Encouraging disease prevention and proper 

disease management 

U
p to 650,000 people die globally from seasonal influenza 

each year.  During the recent 2017 – 2018 influenza season, 

the U.S. was severely hit by a record number of 900,000 

hospitalisations and more than 80,000 deaths from flu. In 

Singapore, there are 15 times as many deaths from flu and 

related complications every year as there are from motorbike accidents. 

Close to one in five Singaporeans lose their lives to pneumonia making it 

the second most common cause of death after cancer.   

These cases underscore the importance of vaccination which 

prevents between two to three million deaths annually. Due to vaccine 

action plans around the world, polio is on the verge of eradication, 

death from measles declined by 79% worldwide, and 45 countries have 

successfully eliminated maternal and neonatal tetanus. 

However, the road to creating a vaccine is a long and arduous 

one. It takes an average of 15 years or more to go through the necessary 

research, trials, regulatory approval and manufacturing before a vaccine 

is ready for use. As seen in the case of HIV, a global pandemic that has 

claimed a staggering 35.4 million lives, the hunt to develop a vaccine to 

stop HIV has entered its fourth decade with an estimated 36.9 million 

people still living with the disease. 

While pharmaceutical companies invest in R&D to develop new 

vaccines, there are things we can do to alleviate the burden on our 

already stretched healthcare system by encouraging disease prevention 

and better disease management in our communities.

While pharmaceutical companies invest in R&D to develop new 

vaccines, there are things we can do to alleviate the burden on our 

already stretched healthcare system by encouraging disease prevention 

and better disease management in our communities.
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Making vaccination accessible
Despite the significant benefits of vaccination, 

affordability issues can be a significant barrier to 

immunization. Vaccines take years of research to develop 

and require careful handling across the supply chain, 

making them expensive to produce and distribute. 

All players – from governments and manufacturers 

through to distributors and healthcare providers, need to 

come together and find ways to make vaccines available 

at a price that more people can afford. Digital solutions 

also offer an avenue to make the ecosystem more 

efficient and reduce administrative costs. 

Accessibility can also impact the uptake of 

vaccination programmes. “Although there might be 

many available financial support plans in place, families 

may be unaware of how to apply for them. This is 

where mass vaccination events at local pharmacies and 

clinics, particularly in remote or rural areas become very 

important,” Sandy Ho, Zuellig Pharma Regional Head 

PatientCare said.

Zuellig Pharma is partnering with the largest 

pharmacy chain in the Philippines to increase 

immunization demand through in-store awareness 

creation activities on the importance of being vaccinated 

and free-of-charge vaccine administration services. 

The company has administered over 280,000 

doses since establishing the partnership in May 2016 and 

works with the pharmacy to offer this service in more than 

200 stores. “This is a fully integrated model. We work with 

the manufacturers to source the vaccines, distribute them 

Disease prevention programmes
Effective disease prevention measures identify people  

who are at risk of developing a chronic condition as early as 

possible to help them delay or prevent the onset of  

the disease. 

The use of technology through wearable devices, 

artificial intelligence and mobile apps are good examples 

of how we can educate people about chronic disease risk 

factors, and encourage them to make lifestyle changes. 

These devices and applications can help monitor a 

person’s condition and use information, incentives and 

reminders to motivate people to adopt healthier lifestyles. 

Zuellig Pharma recently launched a holistic 

and interactive wellness application called SWITCH. 

This lifestyle management program encourages users 

to achieve a healthier life through educational videos, 

quizzes and health goals that are set every month. It 

allows users to connect with professional health coaches 

and syncs with health and fitness trackers to provide users 

with a seamless experience. 

Looking ahead, our CareConnect team is working 

on Switch 2.0, which will focus on early detection using 

real-time AI software for automatic screening and Switch 

3.0, which will focus on disease management to improve 

patient adherence and outcomes. 

When used as part of a broader health 

management programme, applications like SWITCH 

can deliver significant results as experienced by clients 

in Malaysia who saw a 20% reduction in new cases of 

chronic diseases.
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Reach out to 

Vice President 

CareConnect Moses 

Hee at MHee@

zuelligpharma.com 

to find out how we 

can support patients 

with programmes  

to improve access  

to healthcare.

Zuellig Pharma also works with companies to 

integrate vaccinations into their corporate medical 

insurance plans. Its subsidiary, MiCare, is Malaysia’s 

leading third party healthcare administration provider 

that helps companies and insurers deliver high quality 

healthcare to more than 6.2 million members. The 

payor business also recently expanded into Thailand and 

the Philippines, bringing this number up to 9.8 million 

members across the 3 countries. 

Zuellig Pharma Vice President CareConnect Moses 

Hee explained: “We work with companies to integrate 

immunisation into corporate medical schemes. This not 

only benefits the employee but helps companies reduce 

sick days as well as their overall corporate medical costs.” 

Moses added that the company works with partners 

across the healthcare ecosystem to make this happen. 

Improving disease management 
It is estimated that up to 90% of the world’s 425 million 

diabetics do not have good control of their disease – an 

alarming statistic that has serious consequences for the 

individual and the overall healthcare sector. 

We have been working on reversing this trend by 

empowering patients and extending care beyond clinic 

walls. This is where innovative solutions such as mobile 

apps and nursebots come in to remind patients to adhere 

to their treatments and monitor their conditions on the go.

Mobile apps can monitor a patient’s health 

parameters and send alerts if the patient is at risk of 

complications while nursebots can provide patients 

with ongoing support as they manage long and complex 

treatment programmes. These solutions, which are being 

developed by Zuellig Pharma, help patients manage their 

conditions, without placing any additional burden on 

healthcare providers.

Zuellig Pharma is also using data analytics to 

develop effective screening programmes to identify  

pre-diabetic patients. They will then be able to use  

mobile technology to help these people delay or avoid the 

onset of the disease by encouraging healthier lifestyle and 

diet choices.

to the pharmacy channel, organize the in-store vaccination 

events and administer the vaccines on-site. People can 

just walk in and take up this service, paying only for the 

vaccine. The free of charge administration means people 

using this service pay less to be immunized than if they 

had gone to their local clinic,” she added. 

Zuellig Pharma hopes to drive improved access to 

vaccines through mass vaccinations at work. Since 2011, 

we have helped over 1,500 companies and institutions 

manage and administer over 700,000 doses of vaccination 

at over 6,400 vaccination events.  Our services include 

website registration and ordering, delivery of products 

to the site, administration of vaccines, data and insight 

reports to evaluate effectiveness, as well as options for 

on-going patient management programmes.

Vaccines take years of 
research to develop and 
require careful handling 
across the supply chain, 
making them expensive 
to produce and distribute.
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Accelerating 
growth with  
new players  
in healthcare
Fostering partnerships to address industry 

pain points and changing needs
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A
s an organisation, Zuellig Pharma 

recognises the immense value 

that passionate and driven 

entrepreneurs bring to the table 

and we are committed to helping 

them scale-up their business. As the industry 

grows to include new 

players, we believe in 

taking the right steps to 

create a platform that can 

connect everyone in the 

healthcare ecosystem.

We have been 

working with a few 

HealthTech startups: 

Klinify, a cloud-based clinic 

management solution, Docquity, the first online 

peer to peer learning network for doctors and 

recently MedAdvisor, Australia’s leading digital 

medication management company. 

What these companies have in common is 

that they all address some of the key pain points 

our industry faces in delivering quality healthcare. 

The healthcare ecosystem is facing 

mounting challenges – growing populations in 

developing markets, chronic diseases and ageing 

in developed markets, lack of access to healthcare 

and inefficiencies in healthcare systems due to 

silos within the industry.

Innovation and disruption to the 

healthcare industry is happening quickly in 

completely non-linear ways, and it is crucial 

for startups and corporations to form the right 

partnerships to deliver better care to the patients 

that we serve. 

At the same time, the HealthTech 

landscape in the region is advancing at a rapid 

pace. At the close of 2018’s third quarter, Galen 

Growth Asia reported that the year was already 

the most-funded ever for HealthTech in Asia. 

To accelerate innovation and improve 

access to healthcare, here are 3 principles that 

corporates and startups should bear in mind: 

Reach out to Senior 

Vice President 

Strategy & Corporate 

Development 

Maarten Kelder 

at MKelder@

zuelligpharma.com 

to learn more about 

strategic partnership 

opportunities.

KLINIFY

Klinify is a cloud-based clinic manage-

ment solution that helps doctors 

deliver better care and better business. 

It also collects and aggregates unique, 

anonymised insights on the real-life 

practice of medicine. 

Find out more:  

https://www.klinify.com/

DOCQUITY 

Docquity is the first online peer to 

peer learning network for doctors 

in the region. This secure platform 

connects over 75,000 doctors in 

Asia and is a powerful channel for 

organisations to engage with them 

digitally.  

Find out more:  

https://docquity.com/

MEDADVISOR 

MedAdvisor is Australia’s leading digital 

medication management platform. 

Their aim is to develop and deliver the 

world’s most effective software for 

personal medication management, to 

help people make the best possible use 

of medication.   

Find out more:  

https://www.medadvisor.com.au/  

About our 
HealthTech 
Investments

1
An impactful partnership needs 

the best mix of internal and 
external support

Innovative ideas, speed and agility are the 

key advantages that startups bring to the 

table, but they most often lack access to 

capital and networks. Corporates can help 

in connecting the new player with the right 

industry veterans or internal functions to scale 

up. Internally, startup founders and corporate 

leaders will have to champion the cause 

and pave the way for others to follow suit. 

Partnering will allow both parties to impact 

the overall ecosystem in ways that neither 

could have done alone.  

With Zuellig Pharma’s unique position 

in the industry placing us at the intersection 

of many players, processes and transactions, 

there are plenty of opportunities for us 

to forge partnerships with and between 

stakeholders. Our job then is to identify the 

right mix of internal and external partnerships 

from our extensive network and connect 

these to the respective HealthTech solutions 

we are supporting. 

2
Consider the environment and 

invest in the right opportunities
When considering a partnership, it is best to 

assess the current ecosystem and ask if the 

innovations can be made stronger by plugging 

into the corporate’s core capabilities and 

infrastructure. 

Zuellig Pharma’s unique position in 

the industry. This allows us an overview of the 

rapidly changing environment with its pain 

points and opportunities, so that we can best 

determine if a new idea is timely and suitable. 

We invested in Klinify, Docquity 

and MedAdvisor because of their passion 

and commitment to our mission of making 

healthcare more accessible. By allowing 

them to plug into our platform, we hope to 

promote efficiency, lower costs and ultimately 

improve patient outcomes.  

3
It takes time and relentless 

determination to make  
things work   

Change always requires adjustment, patience 

and hard work. As a business which has always 

upheld a pioneering spirit as one of our core 

principles, we know from experience that 

patience is needed to see our efforts come to 

fruition. With this in mind, we nurture new 

partnerships by applying the same level of 

rigour and pragmatism that has made us a 

trusted partner to our clients. 

Already we are seeing progress, with 

Zuellig Pharma receiving the prestigious 

‘Information Visionary’ award at the second 

Singapore IDC Digital Transformation Awards 

2018 out of 600 entries across Asia Pacific 

together with United Overseas Bank. 

With our recent successful 

investments combined with the exciting 

opportunities that lay ahead, it is an exciting 

time to be in healthcare. We must take a good 

look at the seeds we can sow today in order to 

reap the benefits tomorrow for the industry 

and for the patients that we all care for.  
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T
The global cold chain market is 

poised to grow around 7.8% over the 

next decade to reach approximately 

US$339.15 billion by 2025.

One of the biggest driving 

forces behind this growth is the rising demand for 

pharmaceuticals that require temperature-control 

infrastructure and technologies. “Currently, more 

than 80% of the world’s pharmaceutical products 

require some form of temperature management to 

ensure product quality and efficacy is maintained, 

and this requirement will continue to grow with the 

expanding range of biopharma products entering 

the supply chain,” said Zuellig Pharma Corporate 

Head of Quality Assurance, Brett Marshall.

The efficacy of today’s higher value and 

structurally complex drugs can be destroyed 

through a single cold chain break, the integrity 

of controlled room temperature products can be 

impacted through inconsistent environmental 

conditions during distribution, while a weak link in 

the management of temperature sensitive clinical 

trial materials can impact study outcomes and lead 

to extremely costly delays in bringing new products 

to market. 

These challenges, along with the globalization of 

supply chains and increased regulatory requirements, 

makes temperature management throughout the 

pharmaceutical industry a difficult but urgent matter 

to manage.

ALL 
ABOARD

THE

cold
The growing importance of temperature management

chain
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Clinical trial management 
These changing needs impact the storage  

and distribution of finished products 

and impact clinical trial logistics. Biologic 

drugs are more sensitive to the external 

environment, requiring cold chain handling 

and more regulatory approvals during the 

clinical trial process. This can add significant 

cost to the trial and lead to study and drug 

approval delays.

Waste due to temperature excursions 

can therefore easily lead to stock-outs of 

required products, an inability to supply 

enrolled patients or re-supply issues for 

patients already under treatment in a 

randomized study. This could delay studies, 

pushing back the introduction of a new 

treatment or drug for patients and costing the 

trial sponsor millions of dollars in R&D costs 

as well as potential sales.

Compliance 
Regulators are placing a much higher level of 

scrutiny on quality systems and processes and 

temperature management is one key element 

of this. Regulatory bodies require proof that all 

Changing market needs
One of the most significant changes within 

the pharmaceutical industry in recent years is 

the evolution of drug portfolios.  

Many manufacturers are moving away 

from chemical pharmaceuticals towards more 

structurally complex biotechnology drugs. 

Biologics accounted for 29% of branded 

global pharmaceutical sales in 2014, while 

specialty drugs accounted for one-third of 

total drug costs in 2016 with expected growth 

to 50% in 2020. 

Biologic pharmaceutical products 

have much stricter handling requirements 

and failure to adhere to these requirements 

at any point in the drug’s lifecycle can impact 

product quality and efficacy, put patients at 

risk or result in significant product waste and 

supply chain disruption.  

Vaccines are one of the most common 

type of biologic drug that requires handling 

at temperatures between 2°C - 8°C to 

maintain its efficacy and safety. Any break in 

this cold chain, from production, to storage, 

transportation, or usage could damage the 

integrity of the vaccine, resulting in reduced 

efficacy and safety in treatment.

According to the World Health 

Organization, more than 50% of all vaccines 

manufactured in the world each year are 

destroyed during the storage and delivery 

process. To cope with this problem, the 

pharmaceutical industry has been investing 

in new solutions to mitigate the risk of 

temperature excursions. Zuellig Pharma’s 

eZCooler packaging system is one example of 

this. The eZCooler extends the holding time 

of temperature sensitive products to five 

days, versus two days with traditional systems 

ensuring the integrity of products to the last 

mile of distribution.

In the hot, often temperamental 

climates in Southeast Asia, this system 

has a big role to play in helping to ensure 

temperature-sensitive products reach their 

destination in good condition, particularly in 

remote, rural areas. 

According to the World 
Health Organization, 
more than 50% of all 
vaccines manufactured 
in the world each 
year are destroyed 
during the storage and 
delivery process.
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drugs and biological components have been 

distributed within the required temperature 

range – meaning all processes and sub 

processes need to be validated to ensure there 

has been no negative impact on the safety, 

efficacy or quality of a product. 

To do this, monitoring and reporting 

technology such as temperature monitors, 

sensors and track and trace systems are 

used. Much of this reporting is currently 

provided on a historical basis, at the end of 

a journey or delivery, but there is a growing 

trend towards real time monitoring which 

will provide alerts if the temperature deviates 

beyond the safe range.  

Companies need to invest in more 

sophisticated supply chain infrastructure to 

comply with new regulations and while this 

can be costly, the cost of non-compliance is 

likely to be much higher. A single consignment 

of drugs being distributed can be worth 

millions of dollars and a cold chain break can 

mean an entire shipment needs to be written 

off while a recalled batch of drugs due to 

temperature excursion can lead to significant 

reputational damage or regulatory scrutiny. 

For more information 

on how we manage 

our cold chain 

infrastructure and 

resources please 

reach out to Brett 

Marshall Head of 

Quality Assurance 

at bmarshall@

zuelligpharma.com.

How we help
Zuellig Pharma takes quality very seriously. 

All our warehouses are Good Storage and 

Distribution Practice (GSDP) and Good 

Distribution Practice (GDP) certified with 

annual audits to help us stay on top of quality 

management standards and develop more 

efficient processes.  We have also recently 

started to explore the use of blockchain to 

flag temperature excursions.  

Our Specialty Solutions Group maintains 

a network of 14 clinical trial depots across Asia, 

offering integrated storage, distribution, returns 

and destruction, re-labelling and a comparator 

drug-sourcing service.  

Having supported over 1,800 

clinical trials, our network of local and 

central depots have the knowledge and 

experience to provide a one stop shop 

clinical trial support. This enables sponsors 

to customise their clinical supply chain 

set-up for each study, taking into account 

regulatory considerations, risk aspects, 

required shipment turnaround times, and 

geographical focus, with the aim of balancing 

study objectives against cost. 
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Read more about 
how some of our 
digital innovations 
in distribution are 
helping to bring 
quality healthcare 
to communities 
we serve.

Technology can help the healthcare industry 

deliver care more efficiently and effectively to 

healthcare providers and patients. 

As such, we have set up an online 

ordering portal that enables us to connect and 

engage with our customers anytime, anywhere. 

Through the platform, customers can order 

prescription drugs, make payment online and 

arrange returns all with the touch of a button. 

After placing an order, users are able to track 

their orders, view their statement of accounts 

and review purchasing balance to optimise 

their inventory management.

This is also a channel for manufacturers 

to connect with doctors by providing them 

access to essential medical content to help them 

make better choices at the point of purchase.

eZRx

Counterfeiters and parallel traders are 

becoming more sophisticated and we felt that 

the healthcare industry urgently needs to 

leverage the latest technology to fight back.  

It is a natural step to harness the solutions 

developed in our Innovation Centre to work 

with partners like SAP and create a tool that 

can quickly address the problem. That’s why 

we came together to create eZTracker.

eZTracker uses blockchain technology 

to address counterfeit products, cross-border 

trading and product recalls. It allows for 

instantaneous material traceability, and this 

results in unparalleled levels of quality control 

and compliance to improve patient safety. 

By scanning the barcode of the product, 

users will be able to tell if the medicine is 

genuine, whether it is being legitimately 

distributed and where it was manufactured.  

If the product is fake, alerts will be 

automatically triggered to the manufacturer 

and to Zuellig Pharma together with an instant 

identification of where the fake product 

entered the supply chain.

A sophisticated new packaging solution that 

ensures the integrity of temperature-sensitive 

products to the last mile of transportation.

Phase change material and vacuum 

insulation panels ensure stable storage 

temperature, no matter the external 

environment and without any dependency on 

external energy sources.

With the eZCooler, we are able to 

minimise the risk of cold chain breaks by 

maintaining product temperature for up to five 

days, mitigating risk from supply chain delays 

and/or changes in the external environment. 

Integration with digitized temperature 

monitoring technology provides further peace 

of mind to customers and patients of cold chain 

integrity of products they use.

It is also reusable and 100% recyclable, 

reducing waste. The eZCooler can be 

customised for different product needs  

and can be developed in a range of sizes.

eZCooler 

eZTracker
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#FightTheFakes
How we 

Sneak Peek: How Zuellig Pharma is tackling counterfeit 

medicine in Asia

A
ccording to the World Health Organization, an estimated 1 in 10 

medical products in low- and middle-income countries are fake. 

This poses a danger to patients who might not be educated on the 

effects of consuming fake medicines, or who believe that they are 

receiving genuine treatment.

The Zuellig Health Solutions Innovation Centre was set up in partnership with 

Singapore’s Economic Development Board, to explore new ways to fulfill our mission 

of improving access to healthcare. More recently, one of the solutions developed 

here has unlocked new ways to address the problem of counterfeit products. 

Hear more from Head of Analytics Tristan Tan and Head of SAP and IT 

Solutions Daniel Laverick as they share more about this solution: 

KEEPING IT REAL

results in unparalleled levels of quality control 

and compliance to improve patient safety. 

You can download the eZTracker 

application on your mobile phone and scan 

the barcode of a medical product. In a split 

second, the eZTracker will be able to tell 

you if the medicine is genuine, whether it 

is being legitimately distributed and where 

it was manufactured. If a product is fake, 

alerts will be automatically triggered to the 

manufacturer and to Zuellig Pharma together 

with an instant identification of where the 

fake product entered the supply chain. 

 

T: What I feel is most important and 

revolutionary about the eZTracker is that for 

the first time, patients are empowered to join 

in the fight against counterfeits and other 

products of dubious origin. This application 

should be available to all patients so that they 

have instant access to complete information 

at their fingertips. 

The eZTracker allows you to detect 

counterfeit products, locate where a product 

is manufactured, and detect cross-border 

transactions.  

How do you think the eZTracker 
can benefit the healthcare 
industry?  
T: Apart from the most important function of 

improving patient health outcomes and safety, 

Why is blockchain a good 
solution to combat counterfeit 
products?  
T: We were concerned with increasing 

reports of counterfeit medicines in the region 

and the impact this has on patients. I’ve 

witnessed first-hand how current measures 

to investigate a counterfeit product are 

time-consuming and inefficient. To identify a 

potential counterfeit, the entire supply chain 

needs to be investigated. This manual process 

often takes weeks because of the multiple 

parties involved and because the data sits 

in many different locations. Blockchain 

technology can really speed up this process. 

D: Unfortunately, the threat of counterfeiting is 

further exacerbated by an equally challenging 

and damaging market practice of cross-border 

and cross-channel trading. The potential 

risks the grey market can pose to drug 

quality and pharmacovigilance are too often 

underestimated but we hope to be able to 

tackle them in a coherent, consistent manner.

Perpetrators of counterfeiting 

and grey market trading are getting more 

sophisticated and I feel that the industry 

urgently needs to leverage the latest 

technology to fight them. It is a natural step to 

harness the solutions that we have developed 

in our Innovation Centre to work with 

partners like SAP and create a tool that can 

quickly address the problem. That’s why our 

teams came together to create the eZTracker. 

Utilising the latest technology from 

the Zuellig Health Solutions Innovation  

Centre to help in the fight against harmful 

trading practices. 

Tell us more about the eZTracker. 
D: eZTracker uses blockchain to address 

counterfeit products, cross-border 

trading and product recalls. It allows for 

instantaneous material traceability, and this 

PARTNER WITH US: Reach out to Tristan Tan (TTanz@zuelligpharma.com) and Daniel Laverick (DLaverick@zuelligpharma.com)  

if you would like to find out more about the eZTracker or the solutions developed at the Zuellig Health Solutions Innovation Centre.

manufacturers will also be able to detect and 

manage cross-border transactions using the 

eZTracker. Another benefit is that we can raise 

patient awareness on the ills of counterfeit 

products and non-adherence through 

integrating educational materials provided by 

manufacturers within the application. 

D: This is also going to make product recalls 

much faster, because the eZTracker can trigger 

real-time alerts to patients and hospitals, 

together with immediate information on 

where the affected batch is located and who 

has it. The product recall alert system and 

the counterfeit detection tool will be useful 

for hospitals and clinics, especially for those 

located in rural areas. This is completely in line 

with our mission of making healthcare more 

accessible in the region. 

Once the technology is in place, I 

think that there is potential to extend the 

application to governments and non-profits 

to raise awareness about the dangers of 

taking counterfeit medicine. For example, 

non-profits that are administering medicine in 

poverty-stricken or disaster areas can use the 

eZTracker to quickly verify the authenticity of 

the medicine donations that they receive. 

Any news about the eZTracker 
that we can look forward to in 
the coming months?  
D: We are all very excited about this, and are 

hoping to launch eZTracker in the first half 

of 2019, starting in a few key countries. This 

will require strong collaboration between us, 

pharma manufacturers, hospitals, doctors 

and other players in the industry.  

T: We are also exploring more features within 

the app that will help make quality healthcare 

accessible to all, and I welcome ideas from 

our partners and clients on ways that we can 

work together with them to fight the fakes! 
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