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Why data governance and stewardship?

With all the time and effort put into creating
a centralized source of customer information
comes the challenge of making sure this data
is put to good use across the company. And
it is a big challenge. Irrelevant or inaccurate
data reduces employee productivity, hampers
customer engagement, and can give your
competition the upper hand.

Typical data issues, such as incomplete records,
out-of-date or obsolete information, and
duplicates, erode trust in enterprise systems
and affect key business functions. To realize the
full value of technology investments like the
Salesforce platform, you need to have policies
and processes in place to make sure you’re
collecting the right data, managing it effectively,
and ensuring that it is reliable and relevant.
This is where data governance and stewardship
come into the picture.

$7OO billion - year in

potential sales is lost due to bad data.’

Defining the Terms

While many might assume that governance
and stewardship are synonymous, there are

nuances that are important to understand.

The right framework for handling data will not
only make the job of the data steward more
efficient, but it also serves to keep marketing
and sales efforts running smoothly:

e Customer data drives campaign and sales strategy,
helping you get the most from your resources.

e The ability to target customers reliably and effectively
creates an advantage over the competition.

e Better data improves finance, customer service and
support, and operational functions, which means
increased customer satisfaction.

Simply put, the right data allows you to
understand, adapt, focus, and execute with
surgical precision. Creating a governance and
stewardship plan helps care for your data, so
that it becomes an asset instead of a liability.

In this paper, we’ll show you how to get started
by assessing the current state of your data, and
then building a framework for governance. We’ll
also describe the key stewardship activities you
should consider to make data an integral part of
your organization.

Governance

Establishes rules and policies to ensure reliable
and effective customer data. These rules define
processes and protocol to ensure usability,
quality, and policy compliance of the data asset.

Stewardship

Puts tactical roles and activities into effect

to ensure adherence and support of the data
governance plan. It includes assigning people
to uphold the plan, and developing strategy for
monitoring and maintenance of customer data.




Chapter One

Before developing a governance and stewardship plan, it’'s important that

you gain a deep understanding of the current condition of data in your
organization. Some key questions and research will clarify where you’ll need to
focus your energy initially, as well as where you can improve in the future. It’s
also important to understand how data is or is not managed, so you can help
eliminate bad behaviors and promote best practices. A few simple questions
will allow you to assess your organization’s current approach to data.



of all business initiatives
fail to achieve their targeted
benefits due to poor

data quality.?




TIP: Create a data quality score that
measures key attributes to identify
data that needs attention.

Measuring Your Data Quality

Review and segment data based on the following
attributes that determine quality and usefulness:

Age: Time elapsed since date last modified

Completeness: Percentage of records that include
key data fields

Usage: Time since last used in reports or
other applications

AcCcuracy: Matches against a trusted source
Consistency: Field formatting and spelling is the

same across records (state or province, phone, country,
and so on)

Duplication: Amount of identical or very similar
records that vary in quality




Chapter Two

Now that you’ve assessed the current state of your data, you have a solid
groundwork for putting together a data governance plan. Consider the
following as sections or pieces of the plan. The key, always, is to maintain
a balance between protocol and flexibility, and to empower users to feel a
sense of ownership of data standards and quality.



Data Definitions

Develop and apply standards for naming and organizing
data. Consider how data is captured or entered into the
database, and then create a workflow for verifying and
approving records as they enter the system. Define the
stages a record passes through during its lifetime; make
sure to give thought to business usage and which groups
own certain kinds of data, even down to the field level,
when developing definitions. Also, define data types —
including master, reference, and transactional — to be
applied in usage, permissions, and stewardship activities.

Quality Standards

Set appropriate standards for data quality, including the
ability to measure or score records. As you did in your
assessment, put a value on age, completeness, usage,
accuracy, consistency, and duplication, along with any
other quality or value metrics specific to your business.
With an emphasis on the sustainability of your plan,
think about how you can incorporate visible data quality
measurements within your applications to help users
support the standards.

For different types of records, define the must-have
and optional information. For example, lead records
could require name, email, account or company, title,
and country, while optional fields might include phone,
address, company size, and department or job function.



Roles & Ownership

Team members involved in governance and stewardship
should know their roles, the time that’s allotted for this
work, and how they’ll be held responsible. Detail where
decision-making power resides for the different types of
data in your system. Consider the RACI model to outline
who is:

Responsible owns the data
Accountable must sign off on or approve changes
Consulted can provide information and support

Informed needs to be notified, but not consulted

Security & Permissions

Assign consistent and appropriate levels of privacy,
confidentiality, and verified access to comply with
regulatory, legal, and contractual obligations. Outline
which fields are most relevant for different groups of
users, and which need to be restricted or hidden. Note
that your data access requirements may look slightly
different than your actual organizational hierarchy.

Quality Control Process Follow the 80/20 Rule

This last section of your governance plan focuses on
the stewardship function. Outline the structure of a
quality control process, including frequency, scope,
owners, and checks. Include methods for cleansing,
de-duping, blocking duplicates, merging, and adding to
records. Create a policy for data retention and archival,
supported by metrics that can be tracked using

simple dashboards.

Don’t get bogged down in pursuit
of 100% accurate data; instead, first
focus on high-value records to get
the most from your investment.
Often, companies using Salesforce
find the traditional 80/20 rule
applies to their data, meaning 80%
of their revenue can be tied back
to 20% of their customer database.

Determine the 20% of data that is
most valuable to the organization,
making sure that your governance
plan focuses on improving that
data before tackling the remaining
information in your CRM.




Chapter Three

Creating a well-informed data governance plan is an important step toward getting
the most from your customer information. But a system is only as strong as those
who carry it out. The everyday stewards of your data must apply these policies
going forward. At the same time, it’s crucial to stress the importance of caring for
data across your organization. Stewardship includes assigning the parts each team
member and each departmental group has to play in improving customer data, and
finding ways to ensure that it remains strong long after the initial push. Here are the
key aspects of data stewardship.



What Can | Manage Internally vs
Relying on Data Providers?

Many companies spend significant time and resources
gathering data, such as industry information, that
third-party data partners are better prepared to
provide. Determine which data to manage internally
and which can be outsourced.

Internally sourced:

e Proprietary financial data
o [egally sensitive data, like social security or payment numbers

» Data unique to your organization, such as internal product SKUs

Externally sourced:

* Business card data
e Company profiles and locations
e |ndustry classification details

» Corporate hierarchy mapping




Look to Tools for Help

For Sales Cloud customers using
Professional Edition or higher,

Data.com Duplicate Alerts and Blocking

is provided as a standard CRM feature

to help ensure that new duplicate records
are kept to a minimum. Customers can also
opt for paid tools — several options are

available on the Salesforce AppExchange.




of companies lack a
coherent, centralized

approach to data quality.®
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LEARN MORE

GO TO THE APPEXCHANGE


http://www.salesforce.com/data/customers/
https://appexchange.salesforce.com/listingDetail?listingId=a0N30000000puBxEAI
http://about.datamonitor.com/media/archives/4871



