
Shaping the Order Management Process for ACT Products
From Capacity Planning to Product Delivery, Autologous Cell Therapy (ACT) Manufacturers have Key Decisions to 

Make that can Greatly Affect their Partner Sites’ Experience of Using Their Product
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Clinical vs. Commercial Slots
Consider how ongoing internal 
negotiations occur to allocate and 
reassign available slots to meet both 
commercial and clinical needs

Manufacturing to Order Platform Interconnectivity
Mapping how slot availability will be loaded into an order management 
platform for sites to see, along with the ability to adjust in real-time as slots are 
taken is a complex task to automate and maintain on a real-time basis

Order Requirements
Defining what documentation is required for an 
order and how to validate/store the 
documentation for each order will become 
more complex as volume grows

Urgent Orders
Establishing internal policies to 
evaluate special requests will require 
coordination between multiple 
internal teams

Support Triggers
Designating when patient support can 
be requested and integrating that 
within the order process 
will require system coordination with 
patient services

Apheresis Timing
Fresh vs. cryoed apheresed cell requirements as well 
as ability to store cells will significantly impact the 
flexibility of sites to schedule apheresis tied to 
manufacturing availability

Preparation & Transport Coordination
The number of site teams involved with cell preparation & 
courier logistics will require exact chain of custody 
management as well as timely coordination to avoid 
delays in delivery

Delivery Scheduling
Providing a product delivery window to sites will 
likely need to occur before manufacturing is 
complete so they can plan accordingly – the 
exact policy and process will impact multiple 
teams

PO Timing Determination
A key decision by the organization will 
be when payment commitment is 
established before costs are incurred

Mfg. Progress Visibility
Mapping key update opportunities and 
determining how to provide those updates 
will be important to plan before 
system/platform builds

Cancellation Policies
Cancellation criteria and policy need to 
be clearly defined to ensure sites are 
informed and not deterred from offering 
this therapy

Transfer of Ownership
The timing of ownership transfer can range 
from shipment to receipt – this decision will 
impact internal and external financial 
processes
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Authorized treatment sites’ experience of using 
Autologous Cell Therapies ultimately rests on how 
manufacturers usher a patient’s order from its 
placement to drug product delivery. We refer to this 
process as Order Management.
Sites’ Order Management experience hinges on how 
several key operational decisions are made – several of 
these decisions are shown on the pathway captured to 
the left. 
Each of the decisions should be made with your specific 
product’s strategy in mind, as deciding in favor of one 
advantage will often result in a tradeoff elsewhere.
Through Nuvera’s engagements with ACT 
manufacturers, we’ve learned that across your Order 
Management operational decisions, it is critical to 
balance the following tensions:

1. Fitting In vs. Standing Out - Existing ACTs have set 
precedents in the marketplace, especially with more 
experienced treatment sites; there must be a strong 
rationale if your process will deviate significantly from the 
established norm

2. Providing Visibility While Managing Expectations - Helping 
sites understand where a patient’s order is in the process is 
important so they can devise treatment plans accordingly; 
giving the right amount of information at the right time to 
inform, but not overwhelm, will be critical

3. Balancing Accommodation with Simplicity - Sites 
appreciate it when manufacturers can provide some leeway 
on their requirements throughout the order process; however 
not all edge cases and exceptions can or should be allowed, 
lest unnecessary complication and internal confusion among 
manufacturing and operational teams could result
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