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Company Information

Headquarters

Industry

Web Site

Singapore

Pharmaceutical (Healthcare Distribution)

www.ezrx.com

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, digital and commercial services to support the growing healthcare 

needs in 13 markets across the region. We develop services that are focused on creating data, digital and disease 

management solutions, supporting patients with chronic conditions and helping payors manage healthcare costs. Our 

US$13 billion business serves over 350,000 medical facilities and more than 500 clients, including the top 20 

pharmaceutical companies in the world.

Built on the robust SAP ERP Central Component (SAP ECC) and developed by Zuellig Pharma, eZRx is ASEAN’s 

largest B2B eCommerce platform for the healthcare industry. eZRx offers a smarter and more convenient way to 

buy and sell healthcare products online, anywhere and anytime – a way forward in the traditionally sales-

dominated business with most reps visiting clients face-to-face. Through eZRx, customers and sales reps can now 

order, track, return and pay. The platform is simple to use, allows for self-service and consolidates information – all in 

one place with full visibility to the best prices, bundles and promotions. Compared to manual order requests, eZRx helps 

individuals, healthcare practitioners, clinics and hospitals save time, increase efficiency and maximize productivity.
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Challenge Solution Outcome
eZRx adopted a digital-first strategy by 

developing a cloud native B2B 

eCommerce healthcare platform built 

with a microservices architecture on top of 

our SAP ECC (ERP). 

We also leveraged on well-developed 

modules such as SAP S/4HANA Cloud for 

Customer Payments (C4P) to process, 

manage and integrate payments into our 

platform. 

It streamlined business processes, 
reduced operational costs and
maximised operational efficiency.

With an increased in accuracy and 
transparency alongside secure ordering, 
returns and payments, our sales reps and 
customers are more meaningfully 
engaged.

The simplified process through eZRx
ensured the timely delivery of 
vaccinations and PPEs, which played a 
pivotal role in the fight against Covid-19.

Covid-19 mobility restrictions affected 

Sales Reps’ visits to customers for 

collection of orders and payments. As 

Asia’s leading pharmaceutical distributor, 

it was important to ensure that medical 

products including Covid-19 vaccines 

and Personal Protection Equipment 

(PPEs) were delivered in a timely 

manner especially during a pandemic, so 

that our customers were able to continue 

their operations smoothly as well as tend 

to patients. 

Zuellig Pharma (eZRx)

11.6M
in annual productivity 

gains due to eZRx>$1.2
million

of all order lines were 

digitalised and 

automated29%

eZRx: an integrated digital-first B2B eCommerce Platform for Healthcare Industry

order lines automated in 

2021, with manual order 

lines reduced by half



4PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

The pandemic has further heightened the challenges in the traditional 

pharmaceutical industry which is a known digital laggard. Integrating the 

SAP ERP, SAP S/4HANA Cloud for Customer Payments and SAP HANA

in eZRx allows us to simplify the ordering, return and payment process

for our valued customers. By adopting a digital-first approach, our 

customers enjoy a seamless and enhanced purchase experience on 

eZRx.
Michael Hofer, Director, Digital & eCommerce 
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Business Challenges and Objectives

Business Challenges Project Objectives

• In the past, order / return / payment 

requests could only be placed and 

processed manually (e.g. phone, 

fax, face-to-face interactions). The 

number of interactions and 

touchpoints to interact with customers 

greatly reduced during the pandemic.

• Business Continuity Plans which 

ensured that orders were placed and 

processed, so that essential 

products like Covid-19 vaccines and 

Personal Protection Equipment 

(PPEs) were delivered in a timely 

manner especially during a 

pandemic. 

Maintain accessibility to essential 

healthcare products during the Covid-19 

pandemic
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Business Challenges and Objectives

Business Challenges Project Objectives

• On average, 55% of lines are 

processed manually in a year – a 

highly labour-intensive and tedious 

process which is equally time-

consuming.

• High dependency on customer 

service to place orders and enquire 

about order status

Maximise Zuellig Pharma’s core distribution 

business with streamlined processes and 

reduced operational costs, resulting in 

efficiency gain
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Business Challenges and Objectives

Business Challenges Project Objectives

With the advancement of technology, 

B2B buyers comprise 72% of 

millennials who are also familiar with 

B2C eCommerce, and have increased 

expectations for accessibility, 

convenience, as well as features and 

functionality.

• Become the dominant B2B eCommerce 

platform for the healthcare industry in 

ASEAN

• Improve customer experiences and 

satisfaction through a platform that provides 

ease-of-use, convenience and 

accessibility on-the-go 24/7. Customers 

and sales reps can self-service anytime, 

anywhere using the platform for a seamless 

user journey.

https://www.marketingmag.com.au/hubs-c/millennial-b2b-buyers-come-age/
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Business Challenges and Objectives

Business Challenges Project Objectives

Challenges in providing consistent 

promotional pricing across sales 

channels for different markets and 

users, since each have unique 

licenses restrictions on the products 

they can or cannot purchase. It is 

difficult to standardise the processes 

and requirements across markets. 

• Support complex promotions to maintain 

consistency across 

sales channels, and 

integrate price 

calculation logics.

• Enhance our 

eCommerce platform 

by leveraging on 

existing SAP ECC 

as backbone, so that 

the processes 

across markets can 

be standardised. 

Pricing and product 

availability can be 

mapped to each 

market and up to 

an individual user level. 
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Project or Use Case Details

The advanced back-end data management system, powered by SAP ECC and SAP HANA, enables order 

management system and master data (Finance, Inventory, and Product information) to be integrated 

seamlessly into eZRx web and mobile. This information includes material data, descriptions, mapped 

license restrictions, pricing, bundles, promotions, stock availability, expiry dates and order history.

With SAP providing the backend resources and infrastructure, eZRx can tap on Zuellig Pharma’s existing 

capability and focus our efforts on building the eZRx web and mobile applications to complement its 

functionalities.

On eZRx, our customers and sales reps enjoy a smarter and more convenient way to buy and sell 

healthcare products, as well as track, return, and pay while leveraging on SAP’s backbone. This enables 

them to save time and place orders on the go, and at the same time reduce pricing errors from manual 

order processing.

This is evident from user feedback, such as a Sales Executive from 

Maxwell Pharma Sdn Bhd who shared that “eZRx has enabled me to 

place orders on the go while on the field, reduced some paperwork, 

and reduced pricing errors.”
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Project or Use Case Details

1. Customers or sales reps 

use eZRx (Web / Mobile) to:

• Browse and Search

• Check past orders and 

order status

• Make an order / process a 

return

• Check stock availability 

2. Information is pulled from 

SAP and displayed on-screen

the smarter way to buy and sell healthcare products

anytime, anywhere
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Business Process Details

Process Before Process After

Requests could only be placed and 

processed manually. The pandemic has 

greatly reduced the number of touchpoints 

and interactions among customers and 

sales reps.

Customers and sales reps can continue to 

manage and process requests on eZRx, 

despite reduced interactions from the 

pandemic.

Customers depend on sales reps for 

updates on products with pricing and 

promotions / bundles. There was no full 

visibility to the items with promotion. 

eZRx provides full visibility about Zuellig 

Pharma’s items and its personalised

prices, without having the need for 

customers to call sales reps to check on the 

prices.

Since each customer and sales rep has  

different licenses which allow them to 

purchase goods of various classes, Zuellig 

Pharma’s customer service had to 

manually check each order line to see if 

the end user was able to purchase the 

product based on their license.

Each user is mapped to their specific 

license restriction. By logging in to eZRx, 

the items which cannot be purchased by the 

user will not be shown to them. 
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Business Process Details

Process Before Process After

Orders that were placed manually (via 

phone, email or fax) were limited to 

business hours. As each line was 

processed manually, it was more prone 

to human errors. 

eZRx helps to minimise human errors with 

automation. Customers can place their own 

orders or through sales reps, who can utilise

eZRx. Requests are processed quicker, 

increasing efficiency and accuracy while 

reducing overall costs. 

Since orders were placed manually, 

sales reps had no insights into user 

ordering behavior.

In addition, eZRx provides insights into 

customers and sales reps’ ordering 

behaviour, including how many orders are 

processed within a time frame. 

There were often surges in manual 

orders, which exacerbated manpower 

shortages, since each manual order 

required more time to process.

The data helps manpower delegation and 

provides an estimation of resources 

available. Complementing data from SAP 

HANA + ECC and user behaviour data, 

we can provide to build a greater customer 

experience. 
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Business Process Details

Process After
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Benefits and Outcomes

Business or Social IT* Human Empowerment

* IT benefits are required if you are using SAP Business Technology Platform products

of our order volume 

digitalised and automated

29%

annual productivity gains 

through a digital-first 

approach with eZRx

>$1.2 million
order lines automated in 

2021; manual orders halved

11.6 million6 markets
consolidated individual legacy 

systems within 20 months: 

Malaysia, Taiwan, Thailand, 

Vietnam, Singapore and Philippines

2 new markets
expanded eZRx to Myanmar and 

Cambodia in 2021

resources freed for more 

value-adding tasks by 

automation of manual order 

processing with eZRx

105 FTE
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Benefits and Outcomes

Business or Social IT* Human Empowerment

* IT benefits are required if you are using SAP Business Technology Platform products

Customers

• Customers can self-serve 

through a simplified, easy-

to-use system in our one-

stop platform

• Enhanced customer service 

Finance & Sales Reps

• Employees gain a greater 

job satisfaction with manual 

tasks now automated. 

• Sales reps are empowered

to focus on value-adding 

services

• The regional development 

team can focus on front-

end solutions and improving 

the customer experience, 

with the back-end data 

management taken care of 

by SAP

• Processes are streamlined 

since the backend is driven 

by SAP backbone. 

• We saved time and 

maximised efficiency by 

digitalising 19% of our total 

company transaction 

value. 

• Enhanced security with 

various payment gateways

• Information stored on eZRx

can be accessed on-the-go, 

24/7 (not limited to business 

hours)

• Greater transparency of all 

transactions (orders, returns, 

payments) all-in-one place

• Enhanced visibility for 

sales reps and customers
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Architecture



17PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Deployment: C4P Architecture

(Zuellig Pharma)

SAP Business Technology Platform
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SAP® technologies used:

Date 

Number of end usersDeployment status

Number of customers

Transaction Volume

Deployment Details 1 of 2

SAP

product

Primary

product
Deployment status 
LIVE or POC [proof of concept]

Contribution 

to project

1
SAP SAP S/4HANA Cloud for 

Customer Payments (C4P)

Mar 2020 Using payment services from C4P APIs. Build services to encrypt payment 

data in BTP subaccount

2
Business Suite/SAP HANA 

DB

Sept 2020 Using BAPIs to create/change orders, update customer account for payments 

from C4P.

3
SAP BTP, Cloud Foundry 

environment (Cloud 

Connector)

Sep 2019 Connecting on-premise systems to cloud for API and BAPI calls. Cloud 

Connector is part of SAP BTP, Cloud Foundry environment

4 SAP API Management Oct  2021 Created APIs to extract data from SAP HANA views for open invoice details

5
SAP SLT / SAP HANA Smart 

Integration Tool

Sept 2018 Used to replicate data to SAP HANA DB, core DB to provide data to all 

consumers

1 March 2020

17,600Live

13,000

950,000 per month

x

x
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The following offerings from SAP Services and Support were utilized during the implementation 

or deployment phase

SAP MaxAttention™

SAP ActiveAttention™

SAP Advanced Deployment

RISE with SAP for Industries

SAP Innovative Business Solutions

Other:

SAP Value Assurance

SAP Cloud ALM

Deployment Details 2 of 2

SAP Advisory Services

SAP Customer Experience Solutions

SAP Preferred Success

SAP Solution ManagerSAP Innovation Services

SAP Enterprise Support

Contribution to the project

SAP support using OSS message system when issues occurred
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eZRx User Testimonials

Feedback from users after onboarding and support:

eZRx is the best ordering platform I have used; other ordering 

applications can’t compare to this. It’s responsive, user-friendly 

and easy to navigate, even for less tech-savvy individuals like 

myself. As long as you have an internet connection, you can 

place orders through any gadget. Thank you Zuellig Pharma for 

always innovating and finding ways to make our lives easier.

- A trade representative from the Philippines
eZRx provides all which is required of an 

online drug-ordering platform: security, speed, 

an intuitive search engine and providing 

important stock information. It certainly 

improves our efficiency in drug orders.

- A doctor from Heartland Family Clinic in 

Singapore

eZRx is user-friendly for both customers and 

Sales Reps. eZRx is perfect ordering platform 

as it is easy to use, informative and time-

saving.

- A sales representative from Myanmar

Thanks to eZRx! It’s convenient to key in our order without 

making any mistake no matter in the product code, bonus tier or 

pharmacy ship to code. Everything is just one click away.

- An OTC sales executive from Malaysia
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The following advanced technologies were part of the project.

Advanced Technologies

Technology 

or use case
Product *

Contribution to project and how 

product used integrates with 

SAP products

Advanced cloud 
integration
New business models using 

API’s, Connecting business 

partner(s) with API’s, 

Integration Advisor, Digital 

integration hub architecture, 

Event Mesh

1. SAP Integration Suite 

–C4P API services

2. SAP Integration Suite 

– Payment data 

encryption

3. SAP Integration Suite 

– consuming SAP 

HANA views via APIs

• Using standard C4P SAP APIs for 

payment process, SAP also added 

additional fields for our requirements

• Ensured secured payment process 

by implementing the encryption 

required by the gateway services

• APIs consumed by eZRx using API 

management product

*If this is not an SAP product, explain how it integrates with SAP products.

(1 of 2)
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The following advanced technologies were part of the project.

Advanced Technologies (2 of 2)

Technology 

or use case
Product *

Contribution to project and how product 

used integrates with SAP products

3 Advanced cloud integration
New business models using API’s, Connecting 

business partner(s) with API’s, Integration Advisor, 

Digital integration hub architecture, Event Mesh

4 Advanced and augmented 
analytics
Real-time and streaming analytics, spatial 

analytics, natural language processing, machine 

learning to identify trends, patterns, and outliers, 

predictive analytics and planning)

5 Combined transactions and 
analytics on single data set
Reduce data latency and footprint from dedicated 

data marts, data warehouses and data lakes (> 

1TB)

*If this is not an SAP product, explain how it integrates with SAP products.
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Additional Information

eZRx Value Proposition Video: https://bit.ly/ezrxvaluepropvideov3

https://bit.ly/ezrxvaluepropvideov3
https://bit.ly/ezrxvaluepropvideov3

