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ANTIDOTE TO A 
SCRUTINOUS IMAGE 
!S฀MANY฀PHARMACEUTICAL฀CORPORATIONS�฀.OVARTIS฀HAS฀SUFFERED฀FROM฀NEGA

TIVE฀PUBLICITY�฀7ITH฀A฀NEW฀EVALUATION฀TOOL�฀"RAND฀2EPUTATION฀)NDEX�฀THE฀
COMPANY฀HAS฀REVEALED฀THE฀REASONS฀AND฀MANAGED฀TO฀IMPROVE฀ITS฀IMAGE�

BY฀-ARKUS฀2ENNER
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��฀0ATIENTS฀REMAIN฀CENTRAL฀TO฀THE฀WORK฀
DONE฀AT฀.OVARTIS�฀WITH฀THE฀MOTTO฀@CARING฀
AND฀CURING�฀ARTICULATING฀THE฀PURPOSE฀OF฀
THE฀ ENTIRE฀ ORGANIZATION฀ AND฀ EACH฀ EM

PLOYEE฀ WORLDWIDE�฀ .OVARTIS฀ DOES฀ THAT฀
BY฀BEING฀PATIENT
FOCUSED�฀AN฀INNOVATION฀
LEADER�฀A฀RESPONSIBLE฀GLOBAL฀CITIZEN฀AND฀
A฀PERFORMANCE
DRIVEN฀ORGANIZATION�
��฀4O฀ACHIEVE฀THE฀ASPIRATION฀TO฀BE฀@THE฀
WORLD�S฀MOST฀RESPECTED฀AND฀SUCCESSFUL฀
HEALTHCARE฀ COMPANY��฀ .OVARTIS฀ WANTS฀
TO฀BE฀A฀TRUSTED฀PARTNER�฀THE฀TOP฀INNO

VATOR�฀THE฀GLOBAL฀ LEADER�฀AND฀HAVE฀THE฀
BEST฀TALENT฀AND฀TEAM�
��฀4O฀ REACH฀ THIS฀ GOAL�฀ THE฀ STRATEGY฀OF฀
.OVARTIS฀IS฀TO฀PROVIDE฀HEALTHCARE฀SOLU

TIONS฀ THAT฀ADDRESS฀ THE฀EVOLVING฀NEEDS฀
OF฀PATIENTS฀AND฀SOCIETIES฀WORLDWIDE�฀฀
��฀4HE฀NEW฀BRAND฀DESIGN฀EXPRESSES฀THE฀
.OVARTIS฀ SPIRIT฀ AND฀ ASSURES฀ A฀ CONSIST

ENT฀ VISUAL฀ IDENTITY�฀ 4HE฀ COLOUR฀ FAMILY฀
CONSISTS฀ OF฀ WARM฀ COLOURS฀ TO฀ EMPHA

SISE฀CARING�฀6ISUALS฀REmECT฀THE฀.OVARTIS฀
BRAND฀STYLE�฀INSPIRING�฀EMPATHETIC฀AND฀
FACT
BASED�
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&IGURE฀)฀\฀(OW฀REPUTATION฀DRIVES฀BEHAVIORAL฀INTENTIONS฀OF฀KEY฀STAKEHOLDERS฀
IN฀THE฀PHARMACEUTICAL฀INDUSTRY

+EY฀STAKEHOLDERS

-EDICAL฀$OCTORS
0HARMACISTS
0ATIENT฀/RGANIZATIONS
%MPLOYEES
"USINESS฀0ARTNERS
)NVESTORS
(EALTHCARE฀0OLICY฀-AKERS
#OMPETITORS
&UTURE฀4ALENTS
.'/S

)MPACT฀ON฀BUSINESS฀PERFORMANCE

0RESCRIPTIONS
2ECOMMENDATIONS
#OOPERATION�฀SUPPORT฀
0RIDE�฀MOTIVATION�฀RETENTION฀
0REFERRED฀PARTNER�฀BETTER฀CONTRACTS
0ORTFOLIO฀SHARE�฀LOYALTY
/PENNESS฀TO฀DIALOGUE
&AVORABLE฀ATTITUDE฀TO฀COMPANY
-ORE฀AND฀BETTER฀APPLICATIONS
/PENNESS฀TO฀DIALOGUE�฀JOINT฀PROJECTS

2EPUTATION

h฀!฀PRECONDITION฀FOR฀A฀TARGETED฀AND฀SUSTAINABLE฀
DIALOG฀WITH฀STAKEHOLDER฀GROUPS฀IS฀A฀PRECISELY฀

DElNED฀CORPORATE฀BRAND�฀฀v฀฀
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��฀7HICH฀REPUTATION฀DIMENSIONS฀DRIVE฀PERCEPTION฀OF฀EACH฀KEY฀
STAKEHOLDER฀GROUP฀AND฀WHICH฀OF฀THEM฀DETERMINE฀BEHAVIOR฀OF฀
THESE฀GROUPS฀TOWARD฀.OVARTIS�
��(OW฀ STRONG฀ OR฀ WEAK฀ IS฀ .OVARTIS฀ COMPARED฀ TO฀ KEY฀ COM

PETITORS฀n฀GLOBALLY�฀ IN฀SPECIlC฀COUNTRIES฀AND฀PER฀STAKEHOLDER฀
GROUP�฀
��฀7HAT฀ARE฀ THE฀ RESPECTIVE฀PERCEPTION฀GAPS฀ TOWARDS฀PEERS฀
AND฀WHY฀DO฀THEY฀EXIST�
��฀7HAT฀ARE฀THE฀REASONS฀FOR฀MISPERCEPTIONS฀AND฀UNSATISFYING฀
BEHAVIOURAL฀INTENTIONS฀AMONG฀STAKEHOLDERS฀AND฀WHAT฀CAN฀BE฀
DONE฀TO฀CHANGE฀OR฀IMPROVE฀THEM�
��฀ $O฀ RESPECTIVE฀ ACTIVITIES฀ PAY฀ OFF�฀ I�E�฀ ENHANCE฀ REPUTATION฀
TOWARDS฀PEERS�

&IGURE฀))฀\฀4HE฀"2)฀MODEL฀FEATURES฀NINE฀REPUTATION฀DIMENSIONS

2EPUTATION฀$IMENSIONS

1UALITY฀OF฀0RODUCTS฀�฀3ERVICES฀��฀INDICATORS	
%THICAL฀"USINESS฀0RACTICES฀��฀INDICATORS	
4RANSPARENCY฀��฀INDICATORS	
)NNOVATIVENESS฀��฀INDICATORS	
1UALITY฀OF฀-ANAGEMENT฀4EAM฀��฀INDICATORS	
#ORPORATE฀2ESPONSIBILITY฀��฀INDICATORS	
%MPLOYER฀!TTRACTIVENESS฀��฀INDICATORS	
%FFECTIVENESS฀OF฀-ARKETING฀�฀3ALES฀��฀INDICATORS	
"USINESS฀0ERFORMANCE฀��฀INDICATORS	
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-ARKUS฀2ENNER

(EAD฀OF฀#ORPORATE฀"RAND฀
-ANAGEMENT�฀.OVARTIS฀
)NTERNATIONAL�฀

-ARKUS฀ 2ENNER฀ IS฀ (EAD฀ OF฀
#ORPORATE฀"RAND฀-ANAGEMENT฀
AT฀.OVARTIS฀ )NTERNATIONAL�฀3INCE฀
����฀HE฀HAS฀BEEN฀RESPONSIBLE฀
FOR฀DEVELOPING฀AND฀GLOBALLY฀IM

PLEMENTING฀THE฀NEW฀CORPORATE฀
BRAND฀STRATEGY฀AND฀THE฀.OVARTIS฀
"RAND฀�฀2EPUTATION฀)NDEX�

3CRUTINIES
s฀#RITICISM฀FOR฀THE฀PHARMACEUTICAL฀INDUSTRY

2EPUTATION฀MEASUREMENT
s฀)MPLEMENTING฀A฀SYSTEM฀MEASURING฀WHAT฀

REPUTATION฀THE฀COMPANY฀HAS฀AMONG฀ITS฀
STAKEHOLDERS฀n฀"RAND฀2EPUTATION฀)NDEX

!DVANTAGES
s฀2ESEARCH฀DESIGN฀PROVIDES฀CONCRETE฀IM


PROVEMENT฀DRIVERS
s฀2EmECTING฀CHANGING฀PATTERNS฀OF฀PERCEP


TION฀AND฀BEHAVIOR

3ECOND฀0HASE
s฀'AP฀ASSESSMENT�฀STRATEGY฀DEVELOPMENT
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