Salesforce Governance
Best Practices
Brought to you by Salesforce Cloud Services

Forward-Looking Statements
Statement under the Private Securities Litigation Reform Act of 1995:
 his presentation may contain forward-looking statements that involve risks, uncertainties, and assumptions. If any such uncertainties materialize
T
or if any of the assumptions proves incorrect, the results of salesforce.com, inc. could differ materially from the results expressed or implied by the
forward-looking statements we make. All statements other than statements of historical fact could be deemed forward-looking, including any
projections of product or service availability, subscriber growth, earnings, revenues, or other financial items and any statements regarding
strategies or plans of management for future operations, statements of belief, any statements concerning new, planned, or upgraded services or
technology developments and customer contracts or use of our services.
 he risks and uncertainties referred to above include – but are not limited to – risks associated with developing and delivering new functionality for
T
our service, new products and services, our new business model, our past operating losses, possible fluctuations in our operating results and rate
of growth, interruptions or delays in our Web hosting, breach of our security measures, the outcome of any litigation, risks associated with
completed and any possible mergers and acquisitions, the immature market in which we operate, our relatively limited operating history, our ability
to expand, retain, and motivate our employees and manage our growth, new releases of our service and successful customer deployment, our
limited history reselling non-salesforce.com products, and utilization and selling to larger enterprise customers. Further information on potential
factors that could affect the financial results of salesforce.com, inc. is included in our annual report on Form 10-K for the most recent fiscal year
and in our quarterly report on Form 10-Q for the most recent fiscal quarter. These documents and others containing important disclosures are
available on the SEC Filings section of the Investor Information section of our Web site.
Any unreleased services or features referenced in this or other presentations, press releases or public statements are not currently available and
may not be delivered on time or at all. Customers who purchase our services should make the purchase decisions based upon features that are
currently available. Salesforce.com, inc. assumes no obligation and does not intend to update these forward-looking statements.

The Key Elements of a Salesforce Governance Strategy
Center of
Excellence

Change
Management

• Center of Excellence (CoE)
The process of managing governance.
• Change Management
Processes to manage the overall program or project
lifecycle: from collecting Business requirements to moving
code from development through production.
• Org Strategy
Designing and structuring the foundational “Orgs” or areas
where the customer’s Salesforce applications will reside
and run.

Org Strategy

Technical
Governance

• Technical Governance
Guiding principles for effectively developing the technical
aspects of Salesforce.

Org Strategy
Reasons for multiple orgs
Mergers and acquisitions
 usiness models
B
(subsidiaries, loosely
federated)
 egulatory, legal,
R
compliance and data privacy
needs
 echnical and product
T
feature limitations

Reasons for limited number
of orgs
 ommon, simplified data
C
model
360˚ view of Customer
• Common collaboration
• Simplified integration
• Consistent enterprise
business processes

Technical Governance
Your Governance Dialogue Should Include ALL of these!
Known Pain Points
▪ Evaluate current hot spots and pain points
▪ Impact of manual workarounds
▪ Impact of complexity in business processes & systems
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Business Growth
▪ Scale business systems ahead of business growth and acquisitions
▪ Identify breaking points with growth of customers, partners and employees

Operational Inefficiencies
▪ Identify similar or duplicated capabilities across the company
▪ Analyze technical debt, corporate impact and business value

Business Model Changes
▪ Acquisitions, Mergers, Emerging Markets, Globalization, etc...
▪ Social, Mobile, Cloud, Data

Compliance
▪ Regulatory compliance, SOX, privacy policy, security, etc…

Center of Excellence: Critical to Success
Technology

Program Strategy & Vision
•
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•
•
•
•
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Operating Model
Roles and Responsibilities
Communications Strategy
Vendor & SI Management
Org Strategy
Program Reporting & Roadmap
Risk Register & Management

 Release Management
 Release Roadmap
 Change Control Process & Backlog
 Environmental Management
 Code/Configuration Standards
 Testing Strategy
 Architecture
 Integration Strategy
 Technical Debt
 Data Strategy
 Mobile Strategy / Architecture
 Security Architecture
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Adoption Strategy
Deployment and Training Strategy
Success Metrics Strategy
Adoption Reporting
End user Communication
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Adoption & Training

Center of
Excellence
Adoption

Supp

Backlog Management
Business Obstacles
Budgets
Prioritization/Decision Criteria
Innovation
Business Data Architecture
Business Transformation
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Business Goals

Support Model
•
•
•
•
•
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On-going Support Plan
Skill Management
Bug Reporting Process & Tracking
Administration
End to End Readiness
Offshore Development

Sample Operating Model
Steering Committee

Strategic
Initiatives
Budget Setting

Salesforce
Platform
Strategy

Enterprise Priorities

Strategic Roadmap

Escalation Authority

Salesforce Center of Excellence

Resourcing
Best Practices

Platform
Strategy & Value

Build/Buy/Code
Strategy &
Standards

Architecture &
Platform
Standards

Tool Sets &
Capabilities

Compliance
Standards

Salesforce Program Management
Program Planning

Salesforce
Program
Management

Communications

Business Sponsors

Risk / Issue Management

Release
Readiness Board

Enhancement
Management

Business
Priorities

Platform Data
Ownership

Champions

Adoption

Business
Reporting

Budget Management

Vendor Management

Salesforce IT Implementation Teams
Release
& Project
Management

SCRUM Teams

Architecture &
Integrations

Quality
Assurance

Production
Support

Design Authority
& Change Control

Change Management
The change management plan
should be structured in order to
achieve three main objectives:

To ensure the proper
use of the tool by the
teams, within all
populations

To set new ways
of working in order
to optimize
processes and
increase internal
efficiency

To make SFDC
project a
sustainable
success and
maximizing the
value of
investment

Change Management Plan
Our Change Management plan architecture for SFDC project

1
Ensuring the proper
use of the tool

Impact
Analysis

Champion program
Knowledge development
Training program

Stakeholders
overview

Exec coaching & mentoring
Support & Adoption Metric follow-up

2
Setting up new ways
of working

Internal main
benefits

Internal
issues
Customers
main
benefits

3
Making SFDC project
a sustainable enabler
of performance

Customers
main issues

HR change management
Working together on key processes
Boot camp
Team booster
“Change” story
Communication plan
Service pledge for long term adoption

Global risks

TOP managers seminar
Celebration Day

Change plan
monitoring

Ensuring the proper use of the tool
Sample of Adoption Metric follow-up

Your Governance Success Journey
Blaze your trail in Trailhead
Learn more!

Get expert guidance

Access deep strategic
& technical expertise

- ‘Learn CRM Essentials’
- ‘Setting up Collaborative Forecasts’ (Premier Success)
- ‘Customizable Forecasting for Administrators’ (Premier Success)

Governance Accelerators
- Introduction to Governance
- Design a Center of Excellence

Get Strategic & Technical Advice with
Salesforce Advisory Services
- Our experts can help you develop the strategic roadmap to
align your IT infrastructure with desired business outcomes.
- Governance framework & change management best
practices.

Cloud Services helps you achieve business value, faster
We provide prescriptive advice,
best practices and experts at
every stage of your journey

Always-on expertise
Data-driven insights
Design-led innovation

Level of Complexity

We engage at a level that is appropriate for your business
Consultative
Success
Accelerated
Success

Transformational
Success
Innovation &
Transformation Center

Advisory

Experience Design

Accelerators

Mission Critical Support

Strategic Projects

Premier Success Plan

Premier+ Success Plan

Signature Success Plan

Level of Ambition

Let’s continue the conversation
Visit Cloud Services at ‘APAC Success Central’ in the
Success Community

sfdc.co/bvJ7zA
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