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The Syneos Health Korea Operations Manager developed a detailed project plan for the Syneos 
Health Korea team members focused on work-oriented collaboration between team members  
from both companies.

SITUATION
A large pharmaceutical company, based in Korea, contracted Syneos Health to become a secondary 
full-service provider because their primary provider was experiencing high turnover  
and delivering poor quality. Because Syneos Health and the client already had a global master 
service agreement in place, a local contract was quickly executed, and within a matter of weeks, a 
partnership began.

SOLUTION
The solution was a stronger management strategy 
and a change to a functional line manager (LM) 
model. Under the new plan, the Syneos Health LMs 
became more involved with the daily aspects of the 
project, and the Syneos Health Korea Operations 
Manager provided more focused support on project 
management and delivery of key project milestones. 
KPIs were managed directly by the LM along with 
general performance management. In addition to 
implementing a management level of alignment, 
Syneos Health engaged employees across teams 
from both companies to create a  
joint governance model.

CHALLENGE
Early in the partnership, a few efficiency challenges were identified concerning misaligned 
expectations with the client. As a result, Syneos Health initiated discussions to uncover and resolve 
project roadblocks. It was determined that the traditional full-service provider model would not 
meet the program’s needs because it did not include full oversight. As a result, multiple meetings 
took place to collaboratively design a plan. 
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CONCLUSION
To attract and maintain talent, Syneos Health strives to 
provide a good working environment rich with self-
development opportunities. This contributes to the Syneos 
Health growing reputation, both within Korea and 
internationally, as a good place to work.

Establishing a close, open working relationship was key to 
setting up this partnership for success. Within a short period 
of time, Syneos Health Korea became a large part of the 
client’s Korea Clinical Operations team, and the contract was 
extended through 2023.

Three Key Success Factors  
of the Management Model
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Team Expansion 
Acceleration
Expansion of the client’s team in  
Korea was a priority, with recruitment 
being the focal point; however, because 
of pandemic-related staffing shortages 
and increased competition, hiring was 
difficult throughout 2020 and 2021.

Syneos Health Korea managers worked 
closely with local talent acquisition teams, 
focusing on prescreening candidates and 
proactively identifying qualified 
candidates ahead of program needs.  
By utilizing and maximizing the internal 
referral program and transfer process, 
Syneos Health Korea was very successful 
in the recruitment of qualified candidates 
for the required positions. The client’s 
teams are now well staffed with low 
turnover rates, which helped to build 
trust and confidence in project delivery. 

As a result, the client has added more 
vendor positions to the local Syneos 
Health contract, including Clinical Trial 
Assistant (CTA), Clinical Lead Monitor 
(CLM), Contract and Budget Specialist 
(CBS), and a Study Start-Up Quality 
Control (SSU QC) specialist position, and 
has also increased the size and diversity 
of positions and partnerships.


