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Strategy & Operations
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Jun 01, 2026
LOC_US

About the Role

Major Responsibilities:

Develop and drive adoption of enhanced customer-centric capabilities to deliver high quality support to internal and
external stakeholders 

Engage with NPS Neuromuscular team to define process optimization opportunities 

Support delivery of systems and tools in partnership with IT (as well as 3rd parties) to support product fulfillment,
patient access and the customer experience 

Measure and analyze key performance metrics and drive continual process improvement. Metrics includes but are not
limited to: customer satisfaction, new systems/application adoption, and internal stakeholder satisfaction 

Own and resolve escalations related to customer engagement 

Lead team training efforts to ensure effective adoption of new processes and tools 

Serve as day-to-day liaison with Novartis Neuromuscular  colleagues to coordinate and streamline processes across
Patient Services, Finance and Customer Services 

Provide regular updates to department leadership on program performance, as well as coordinate
and facilitate monthly and quarterly business reviews 

Work closely with internal and external stakeholders to ensure data exchanges and associated reporting
are timely and accurate 

Communicate to leadership key operational events as they arise to ensure effective business understanding and/or
necessary coordination and adjustments 

Ensure alignment with NPS & Brand strategies to develop tools necessary for NPS Access & Reimbursement Teams
to help eliminate coverage barriers for patients. 

Partner with NPS Content Center of Excellence (CoE) to adhere to the enterprise content approach 

Partner with NPS Content CoE and external creative agencies to develop communication strategies and materials
necessary to execute and educate on NPS programs   

Ensure “sign-off” of concept, develop content and submission of materials in FUSE/MAP and rollout/communication
plan of tactics to field and front-line patient support associates in the Patient Support Center and/or external Hub
partners 

Identify opportunities to apply learnings and content across diseases areas with an Enterprise approach in
collaboration with the NPS CoEs 

Partner with legal and compliance teams to ensure programs are compliant and evolve as needed based on new laws
/ regulations with minimal or no oversight 
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Responsible for identifying and reporting adverse events via the established Novartis systems as per applicable
processes. 

 

 Minimum Requirements:

Education (minimum/desirable): 

Bachelor’s Degree, (PharmD, RN or MBA a plus) 

Required Experience:  

7+ Pharma commercial experience, with 3 of those years of experience operating in patient services space and/or
market access is required  

Proven success in Hub Services  

Ability to connect commercial, financial, and clinical perspectives to develop enhanced value messages and
strategies  

Comprehensive understanding of access journey for a patient with ability to diagnose issues and impact across
comprehensive set of channel participants and vendors  

Strong written and verbal communication skills, including comfort level with senior management presentations  

Strong experience with sales force communication   

Proven track record leading across cross-functional teams  

 

Preferred Experience:  

In depth knowledge of specialty and buy and bill product distribution and service company business models   

In-depth knowledge and understanding of rare disease patient services challenges and opportunities   

Experience with specialty/buy and bill products  

Home office marketing experience    

Previous consultant or vendor experience 

The pay range for this position at commencement of employment is expected to be between $152,,600 and
$283,400.00/year; however, while salary ranges are effective from 1/1/25 through 12/31/25, fluctuations in the job market
may necessitate adjustments to pay ranges during this period.  Further, final pay determinations will depend on various
factors, including, but not limited to geographical location, experience level, knowledge, skills and abilities. The total
compensation package for this position may also include other elements, including a sign-on bonus, restricted stock units,
and discretionary awards in addition to a full range of medical, financial, and/or other benefits (including 401(k) eligibility and
various paid time off benefits, such as vacation, sick time, and parental leave), dependent on the position offered. Details of
participation in these benefit plans will be provided if an employee receives an offer of employment. If hired, employee will
be in an “at-will position” and the Company reserves the right to modify base salary (as well as any other discretionary
payment or compensation program) at any time, including for reasons related to individual performance, Company or
individual department/team performance, and market factors.  

Role Requirements

Why Novartis: Helping people with disease and their families takes more than innovative science. It takes a community of
smart, passionate people like you. Collaborating, supporting and inspiring each other. Combining to achieve breakthroughs
that change patients’ lives. Ready to create a brighter future together? https://www.novartis.com/about/strategy/people-and-
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https://www.novartis.com/about/strategy/people-and-culture


culture

Benefits and Rewards: Learn about all the ways we’ll help you thrive personally and professionally.
Read our handbook (PDF 30 MB)

Division
DIV_IU
Business Unit
Marketing
Location
LOC_US
Site
East Hanover
Company / Legal Entity
U014 (FCRS = US014) Novartis Pharmaceuticals Corporation
Functional Area
FCT_MM
Job Type
Full time
Employment Type
Regular
Shift Work
No
Apply to Job
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