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Purpose and scope

This document has been created by Ministry of Fish 
to provide comprehensive guidance and support 
to Otsuka employees throughout the CLM content 
creation process. 

CLM plays a crucial role in Otsuka’s marketing efforts, 
empowering employees to create personalised, data-
driven interactions with customers. 

To create and manage CLM presentations, you need 
access to Veeva Vault, either as an administrator or a 
user with appropriate permissions.

The CLM process encompasses various stages, including 
content creation, uploading, testing and presentation 
creation - within the Customer Relationship Management 
(CRM) system.

This document provides step-by-step guidance on each 
stage. Should you require further support, however, please 
don’t hesitate to contact Ministry of Fish:

01962 864888 
otsuka@ministryoffish.com

Don’t forget to check out the Appendix, 
for useful hints and tips.
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Summary

HTML vs PowerPoint

When it comes to creating CLM content, you have the option to choose between HTML and PowerPoint formats. Each format 
has its own set of advantages and considerations. 

HTML

•	 Flexibility and Interactivity: HTML-based content 
provides greater flexibility and interactivity compared 
to PowerPoint. With HTML, you can incorporate 
dynamic elements, interactive features, animations, and 
data integrations, allowing for a more engaging and 
personalised user experience.

•	 Responsive Design: HTML content can be designed to 
be responsive, meaning it adapts to different screen sizes 
and devices. This ensures that the content is accessible 
and optimised for various platforms, including desktops, 
tablets, and mobile devices.

•	 Data Capture and Integration: HTML allows for seamless 
data capture and integration with external systems. You 
can incorporate forms, surveys, and data capture fields 
within your content and easily transmit the collected data 
to your CRM platform or other databases.

•	 Customisation: HTML provides extensive customisation 
options, allowing you to create content, tailored to your 
specific requirements.

PowerPoint

•	 Ease of Use: PowerPoint is a widely used presentation 
software that offers a familiar and user-friendly interface. 
It provides a straightforward way to create slide-based 
content, making it accessible to users with varying 
technical skills.

•	 Standardisation: PowerPoint follows a standardised 
format, making it easier to maintain consistency across 
presentations. It offers predefined templates, themes, and 
layouts, ensuring a uniform visual style and structure.

•	 Ease of Editing: PowerPoint allows for easy editing and 
updating of content. Users can quickly modify slides, add, 
or remove content and make visual adjustments, without 
the need for advanced coding or development skills.

•	 Offline Accessibility: PowerPoint presentations can be 
downloaded and accessed offline, which can be beneficial 
in situations where an internet connection and Veeva 
CRM may not be available.

VS
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HTML vs PowerPoint

When it comes to creating CLM content, you have the option to choose between HTML and PowerPoint formats. Each format 
has its own set of advantages and considerations. 

HTML

•	 Flexibility and Interactivity: HTML-based content 
provides greater flexibility and interactivity compared 
to PowerPoint. With HTML, you can incorporate 
dynamic elements, interactive features, animations, and 
data integrations, allowing for a more engaging and 
personalised user experience.

•	 Responsive Design: HTML content can be designed to 
be responsive, meaning it adapts to different screen sizes 
and devices. This ensures that the content is accessible 
and optimised for various platforms, including desktops, 
tablets, and mobile devices.

•	 Data Capture and Integration: HTML allows for seamless 
data capture and integration with external systems. You 
can incorporate forms, surveys, and data capture fields 
within your HTML content and easily transmit the collected 
data to your CRM platform or other databases.

•	 Customisation: HTML provides extensive customisation 
options, allowing you to create unique and branded 
CLM experiences. You have full control over the design, 
layout, and interactive elements, enabling you to tailor the 
content to your specific requirements.

PowerPoint

•	 Ease of Use: PowerPoint is a widely used presentation 
software that offers a familiar and user-friendly interface. 
It provides a straightforward way to create slide-based 
content, making it accessible to users with varying 
technical skills.

•	 Standardisation: PowerPoint follows a standardised 
format, making it easier to maintain consistency across 
different presentations. It offers predefined templates, 
themes, and layouts, ensuring a uniform visual style and 
structure.

•	 Ease of Editing: PowerPoint allows for easy editing and 
updating of content. Users can quickly modify slides, add, 
or remove content and make visual adjustments, without 
the need for advanced coding or development skills.

•	 Offline Accessibility: PowerPoint presentations can be 
downloaded and accessed offline, which can be beneficial 
in situations where an internet connection and Veeva 
CRM may not be available.

VS

HTML PowerPoint

PROS

•	 More scope for creativity 

•	 Greater interactivity

•	 Greater data collection

•	 Links to other Veeva multi-channel presentations 
(MCP) content

•	 Simpler to create 

•	 Quicker to produce 

•	 Reduced cost

CONS

•	 Must be coded, so more  
reliance on agencies 

•	 Takes longer to produce

•	 More costly

•	 Not as flexible as HTML

•	 Limited interactivity

•	 Less specific data collection

Summary
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Reaction buttons

When presenting CLM content, users are able 
to capture customer reactions to each slide - 
helping you to determine the most engaging 
content and aiding the development of future 
presentations, with more targeted content. 

There are three reaction buttons  
to choose from:

•	Top blue button: denotes a positive reaction

•	Middle white button: denotes a neutral reaction

•	Bottom red button: denotes a negative reaction

Note: Reaction buttons are set at a user level and therefore 
cannot be turned on and off for specific presentations. 
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Auto-Publishing

Auto publishing allows you to share your Vault 
materials to Veeva CRM as CLM content, which in 
turn allows your field teams to access and share 
the content as appropriate. 

After creating and approving content in Vault, 
access the metadata and under ‘CLM Properties’ 
select ‘Yes’ for ‘CLM Content’.  Once your Veeva 
CRM account has been synced, you will then be 
able to access this content within it.
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Sharing CLM content

Using the Veeva CRM app, you can generate and share CLM content through a link or QR code. In your media library, click the 
“More Actions” button above the approved presentation you want to share. Choose “Send Presentation” to explore sharing 
options.

Important points to note:

•	Web links don’t have an expiration date, so they won’t disappear over time

•	If the content linked to the URL expires after you’ve generated the link, attempting  
to use the link will result in an error message, and the link won’t work
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Call Clickstream

Collecting valuable customer insights...

•	What is Call Clickstream?: Call Clickstream is a digital tracking system that records how end users interact with 
HTML CLM presentations. It keeps track of the actions they take, such as clicking on slides, selecting buttons, 
submitting forms and other engagements. By analysing this data, you can gain insights into user behaviour and 
preferences, which can guide marketing strategies and content improvements. 

•	When to use Call Clickstream:  
There are two main situations where Call Clickstream can be valuable:

	� Deep content tracking: When you have complex interactive content that spans multiple slides, Call Clickstream gives a 
comprehensive view of how users engage with different elements and helps you optimise your content accordingly.

	� Additional data collection: If you need to gather more information beyond the standard key messages, duration, and 
sentiment tracking that comes with standard Veeva tracking. Unlike surveys, which may interrupt the flow of the presentation, 
Call Clickstream allows you to collect user input seamlessly without causing any disruptions. 
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Step 1  Files required for upload

Your agency should provide you with the following files for 
upload:

•	packaged up HTML files (a folder containing individual 
.zip files for each slide)

•	 .csv file (a spreadsheet in .csv format)

The .csv file requires complete accuracy for a smooth upload 
process. Please do not alter the slide filenames (column G) as 
these need to match the HTML files provided and will cause 
errors if they differ. You can alter the following details, by 
opening the .csv file using Excel:

•	Name of the presentation - this appears in columns A, C, H, 
T and X 

•	Name of the individual slides - columns H and Y

Even if you are updating an existing presentation, we 
recommend that it is uploaded to Veeva as a new presentation 
(ie with new presentation, slide and file names) and that you 
expire the old one. Please note that this is updated advice.

Ministry of Fish can provide a .csv template should you wish 
to create your own .csv.

How to upload HTML presentations
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Step 2  Uploading your .csv file

Open ‘Admin Tools’ from the toolbar and select 
‘Multichannel Loader’. Then drag and drop 
your .csv file into the designated area. Veeva 
Vault will then validate your .csv – once it has 
passed, click Next in the top right-hand corner.

Step 3  Uploading your HTML .zip files

The next page requires the .zip files that 
Veeva is expecting – drag and drop the 
supplied into the designated area. Once 
uploaded, the status for each file should 
read “Completed.”

When completed, 
click ‘Next’ in the top 
right-hand corner.

An ‘Action’ column 
now appears and you 
simply need to click 
on ‘Complete Load’ in 
the right-hand corner. 

Step 4  Confirmation

Lastly, you will receive an email detailing 
whether the upload was successful or not. If 
the email states that there were errors, creating 
or updating the presentation, please contact 
your agency. Once you have received an email 
detailing a successful upload, you will be able 
to publish, sync and test in your presentation.

If error messages appear during any of these steps, please contact your agency.



Introduction HTML Presentations PowerPoint 
Presentations

Creating Custom CRM  
PresentationsCLM Content Profiling

Veeva CLM guide

Appendix



Introduction HTML Presentations PowerPoint 
Presentations

Creating Custom CRM  
PresentationsCLM Content Profiling

Veeva CLM guide

Appendix



Introduction HTML Presentations PowerPoint 
Presentations

Creating Custom CRM  
PresentationsCLM Content Profiling

Veeva CLM guide

Appendix



Introduction HTML Presentations PowerPoint 
Presentations

Creating Custom CRM  
PresentationsCLM Content Profiling

Veeva CLM guide

Appendix



Veeva CLM guide

Introduction HTML Presentations PowerPoint 
Presentations

Creating Custom CRM  
PresentationsCLM Content Profiling Appendix

PowerPoint 
Presentations  
As CLM Content



Introduction HTML Presentations PowerPoint 
Presentations

Creating Custom CRM  
PresentationsCLM Content Profiling

Veeva CLM guide

Appendix

Slide notes

When added prior to upload, PowerPoint presentation notes can now be viewed whilst presenting in Veeva CRM -  helping to 
provide more context for your Sales Teams and aiding their interactions with HCPs.

On iPads, you can activiate this by selecting the ‘...’ icon in the top left corner. On desktops, the slides notes are conveniently 
displayed below the presented slides.
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Step 1  Creating your presentation

Your PowerPoint presentation 
must be approved within Veeva 
PromoMats, prior to transferring it 
to Veeva CRM. Once approval has 
been given, click on the ‘...’ icon in 
the top right had corner and select 
‘Create Presentation’ from the drop-
down menu.  

Within the pop-up message that 
appears, leave ‘Split the pages of 
this document into separate slides’ 
selected and click ‘Continue’.

Step 2  Metadata 

Input the necessary metadata 
for your presentation - fields 
highlighted in yellow must be 
completed. For ‘CLM Content’ 
ensure you select the ‘Yes’ button. 

Once the metadata is completed, 
please click ‘Next’ in the top right-
hand corner

Step 3  Confirmation 

Await an email confirmation to 
say that Vault has successfully 
created the presentation.

Step 4  Ensure functionality 

Within the metadata of each 
slide, you are able to use the 
‘Disable Actions’ field, should 
the functionality of your 
presentation require it. For 
example, if a presentation was 
created in portrait, rather than 
landscape, each slide will need 
to have ‘Rotation Lock’ selected 
from the drop-down menu. 

Step 5  Test your presentation

Approve each slide, as well as 
the presentation binder, before 
syncing in Veeva CRM and 
testing the material. 

Tip: If viewing the presentation on Veeva 
desktop be sure to click on the play bottom 
in the bottom right-hand corner to open the 
presentation properly, otherwise your menu 
buttons will not work.

How to upload PowerPoint presentations

followed by ‘Start’.
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Step 1  Making your  
custom presentation

Once logged into Veeva CRM 
and having clicked on ‘Sync’ in 
the top left corner of your Home 
screen, navigate to ‘Media’ within 
the bottom menu bar. Then select 
‘My Presentations’ within the 
top bar; click ‘...’ in the top right 
corner; and then click ‘Manage 
Presentations’.

Custom presentation process

Click the ‘+’ Icon in the top right 
corner to create a new presentation 
and give your new presentation a 
name, before clicking Done’.

Step 2  Putting your 
presentation together

Select the slides you wish to include 
and then click ‘Save’.

Step 3  Test your presentation 

To test your custom presentation, 
first navigate to the ‘My Accounts’ 
page, via the bottom menu bar. 
Select your preferred account to 
test from and click on the three dots 
at the end to select ‘Start Media’. 
Select your presentation from 
the options available and ensure 
everything is working correctly. 
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Step 1  Create a profile

Sign into Salesforce and 
navigate to ‘Profiling’ via 
the top left menu icon. 
Then click on the ‘Profiling’ 
tab in the top bar, followed 
by the‘New’ button.

Profiling process

Step 2  Select a record type

Click on ‘Recurring’ (this allows you 
to use the Profiling more than once) 
and click ‘Next’. 

Step 3  Edit profiling

The ‘Profiling Edit’ will appear next - 
fill out the information accordingly, 
being sure that the external ID 
you’ve selected is unique and case 
sensitive. Click ‘Save’ once finished.

Step 4  Add your survey questions

Within the final screen you can add 
your survey questions to complete 
the process. This is also the screen 
you would reach if you are editing 
an existing profile and wishing to 
make changes to the questions. 

ProfilingProfiling

Profiling NameProfiling Name

ProfilingProfiling

ProfilingProfilingProfilingProfiling

ProfilingProfiling

Profiling EditProfiling Edit

Profiling Name

Profiling DetailProfiling Detail

Profiling Questions Profiling Questions ((0/250/25))

Profiling Name
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ProfilingProfiling

ProfilingProfilingProfilingProfiling
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Profiling EditProfiling Edit

Profiling Name
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Profiling DetailProfiling Detail

Profiling Questions Profiling Questions ((0/250/25))

Profiling Name
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•	Account: An account represents a specific HCP or 
healthcare institution. CLM content is often organised 
based on target accounts to ensure relevant content 
delivery.

•	Binder: A binder is a collection of slides or content 
modules that are grouped together for a specific 
purpose - ie a presentation to deliver during a sales 
interaction.

•	HTML (Hypertext Markup Language): CLM content 
can be created in HTML. HTML uses special tags to 
define the structure and content of your material and 
allows for interactivity and data capture.

•	 .CSV (Comma Separated Values): .csv is a file format 
where data is organised using commas. It is commonly 
used to store data in a structured way, often for tasks 
such as uploading information into databases or 
spreadsheets. For CLM presentations built using HTML, 
a .csv file is required for the Veeva upload process.

•	CLM (Closed Loop Marketing): Closed Loop Marketing 
is an approach that uses data about individual 
customers to create personalised marketing strategies. 
It’s all about tailoring your marketing efforts to the 
specific needs and preferences of each customer.

•	Veeva CRM (Customer Relationship Management): 
Veeva CRM is a specialised Customer Relationship 
Management system tailored for the pharmaceutical 
industry. It helps Otsuka manage their interactions 
with healthcare professionals and institutions, ensuring 
compliance with industry regulations and improving 
relationships with potential stakeholders.

•	Veeva Vault: Veeva Vault is a cloud-based platform, 
designed for pharmaceutical and life science 
companies to securely manage their important 
documents and data. It can be thought of as a highly 
secure digital filing cabinet.

•	Veeva PromoMats: Veeva PromoMats allows for the 
creation, review and approval of promotional materials. 
It is also connected with Veeva CRM; allowing for the 
transition to distribution, once materials have received 
full approval. 

Useful terms

To effectively organise and manage CLM content, it is helpful to understand some of the terms that are often used.
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Supported file types

Veeva Vault supports various file types for CLM content. The supported file types may vary depending on the version of Veeva 
you are using and any specific configurations set by your organisation. Commonly supported file types include:

•	PowerPoint (PPT / PPTX)

•	HTML

•	PDF (flat PDFs only - embeded 
interactivity does not work in Veeva)

It is important to note that while Veeva Vault typically supports these file types, you should consult with your Veeva Vault 
Administrator if you run into any compatibility issues.

•	Video (MP4 / AVO / MOV)

•	Images (JPEG / PNG / GIF)
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Common errors and solutions

The following table is a helpful resource for users who encounter errors while using Veeva Vault and Veeva CRM 
Multichannel Loader, including direct links to relevant support pages on the Veeva. Of course, if you are unable to 
solve your error please reach out to your agency or Veeva support to assist you further. 

Error Root Cause Solution Veeva Support 
Page Link

POST request failed to process There is at least one TAB character hidden in a 
cell

Remove any extra spaces at the end of values 
in the .csv file Link

Unable to set field values on related document There are non-populated required fields on 
the source document

Populate all required fields on the source 
document Link

Vault API call failed. Unknown field in 'field list' The field mentioned is hidden from the user 
using Multichannel Loader Remove security overrides hiding the field Link

Unable to continue CLM content refresh 
process

There are no valid vault sessions during the 
integration

Validate the password of the Vault user 
account Link

slide.claim__c.name__v is not a valid column 
header

The object field name__v is not unique within 
the object

Use a unique field (e.g., ID) instead of 
name__v Link

Change document status: change state could 
not be completed

The ‘Send to CLM’ entry action is added to the 
approved state

Remove the ‘Send to CLM’ entry action from 
the workflow Link

Error: slide.claim__c.name__v is not a valid 
column header

The object field name__v is not unique within 
the object

Use a unique field (e.g., ID) instead of 
name__v Link

Error: .zip file [filename.Zip] improperly 
structured

The .zip package contains .png images which 
are not supported for legacy packaging

Update the packaging format to use the new 
standard and ensure folders are not included 
in the .zip file

Link

https://support.veeva.com/hc/en-us/articles/360019967494-Error-Post-Request-failed-to-process-When-Uploading-Content-Using-Vault-Multichannel-Loader
https://support.veeva.com/hc/en-us/articles/360048774993
https://support.veeva.com/hc/en-us/articles/360022403273
https://support.veeva.com/hc/en-us/articles/1260800460730
https://support.veeva.com/hc/en-us/articles/4406857358107
https://support.veeva.com/hc/en-us/articles/360009795774
https://support.veeva.com/hc/en-us/articles/4406857358107-Error-slide-claim-c-name-v-is-not-a-valid-column-header-name-v-is-not-a-unique-field-on-the-XXX-object-Error-102-When-Using-Multichannel-Loader-in-Vault-PromoMats-and-Vault-Medical#:~:text=Root%20Cause%3A,not%20unique%20within%20the%20object.&text=Example%3A,a%20slide%20would%20become%20slide
https://support.veeva.com/hc/en-us/articles/4404960256539

