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Salesforce is applying for Conformance Certification for its leading industry solution on
omni-channel service.

This report maps Business Process Framework processes that can be supported by
supporting products from Salesforce.
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1 1.3.6 Customer Information Management

1.1 1.3.6.1 Create Customer Record

LEVEL 3 PROCESS MAPPING DETAILS

1.3.6.1 Create Customer Record

Brief Description

Create a new customer record in the customer inventory.AM

Extended description

is created for each customer, and it persists the customer data in the customer inventory. AM

Salesforce Conformance Description

Salesforce standard object “Account” is used to store information about customers [REF 05].

Salesforce gives few options to create new Account through lead conversion process,
programmatically (through an API) and manually.

Please refer to [REF1.3.6-06], [REF1.3.6-03], [REF1.3.6-08], [REF1.3.6-07] for additional details.




1.2 1.3.6.2 Update Customer Data

LEVEL 3 PROCESS MAPPING DETAILS

1.3.6.2 Update Customer Data

Brief Description

Update the customer data in the customer inventory. AM

Extended description

(such as customer data cleansing). AM

Salesforce Conformance Description

Salesforce provides multiple options to update customer data (fields in any Salesforce object -
standard or custom) — through DML within APEX code, mass updates (Data Loader), automated field
update and manually.

Please refer to [REF1.3.6-22], [REF1.3.6-18], [REF1.3.6-19], [ REF1.3.6-20], [ REF1.3.6-21] for
additional details.




1.3 1.3.6.3 Notify Customer Data Change

LEVEL 3 PROCESS MAPPING DETAILS

1.3.6.3 Notify Customer Data Change

Brief Description

Notify other processes that customer data has been changed. AM

Extended description

Data Warehouse or Master Data Management) should be notified about such changes. AM

Salesforce Conformance Description

Salesforce platform provides a number of options for notifying other processes that data has
changed — through Workflow, Triggers, Streaming API, Rest/SOAP APl and Data Loader

Please refer to [REF1.3.6-09], [ REF1.3.6-10], [ REF1.3.6-11], [ REF1.3.6-12] for additional details.




1.4 1.3.6.4 Archive Customer Data

LEVEL 3 PROCESS MAPPING DETAILS

1.3.6.4 Archive Customer Data

Brief Description

Archive the customer data. AM

Extended description

required by the customer. AM

Salesforce Conformance Description

There are multiple ways to archive Salesforce data (including customer related data) — through
native Salesforce tools (such as Workflow Processes, Admin Console) and partner tools. An Admin
can also setup manual process to extract data.

Please refer to [REF1.3.6-13], [REF1.3.6-14], REF1.3.6-15], REF1.3.6-16] for additional details.




1.5 1.3.6.5 Build a unified customer view

LEVEL 3 PROCESS MAPPING DETAILS

1.3.6.5 Build a unified Customer view

Brief Description

Extended description

Salesforce Conformance Description

Salesforce Service Cloud is a customer service and support application. It helps keep your customers
happy and your support team effective, whether your customers reach out to you by different
channels, like email, phone, social media, online communities, or real-time Web chat. Please refer to
[REF1.3.6- 01] for a high level introduction to the product.

Service Cloud integrates multiple channels and customer data into an easy to use help desk called
Console, which can be customized to fit each company’s unique support processes. Please refer to
[REF1.3.6- 02] for more details.

The Console is where all of Salesforce service features come together, providing a unifying help desk
experience for agents. It gives to service team a 360-degree view of each customer and where that
customer is in the defined support process.

Service Cloud leverages the general Salesforce capability of providing a complete customer view
based on all customer related and relevant data. Salesforce can master a comprehensive set of
customer data directly within the platform. The data model can be easily extended, adding custom
objects and fields needed to adapt to any specific context. Please refer to [REF1.3.6- 17] for more
details. Besides data managed within Salesforce, part of customer data can also be mastered in




other system and made available for use to Service Agents through Salesforce views (leveraging
Salesforce Integration Framework).

Please refer to [REF1.3.6-03], [REF1.3.6-04] for additional details.
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