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ABSTRACT: Customer relationship management has been signed up as an integral part of the organization and is 

widely implemented within Salesforce, which operates globally. Such modern CRM systems are a must-have for data 

governance and consent management. As such, they must follow regulations such as the General Data Protection 

Regulation (GDPR), the California Consumer Privacy Act (CCPA), and the like. To remedy this problem, in this paper, 

we will discuss the intricacies of data governance as well as the other side of obtaining consent in Salesforce, how 

regulatory laws play into the situation, and what challenges exist with regard to Salesforce for data governance and 

consent management and what does not exist to replace them in terms of data governance and consent management 

provided by Salesforce specifically. We then describe how we approach the IAC and describe a structured approach 

using automated consent tracking, role-based access control, data classification, encryption mechanisms, and audit logs. 

We also dive deep into how Artificial Intelligence (AI) and Machine Learning (ML) influence salesforce data 

governance. Industry case studies show empirical results of improvement in compliance and operational efficiency. 

Finally, this paper provides recommendations and future directions to those organizations trying to build resilient data 

governance for their Salesforce organization. 
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I. INTRODUCTION 

 

1.1. Background 

Data governance is the data availability, usability, integrity, and security management framework. Especially as 

organizations adopt cloud-based CRMs such as Salesforce, they run into issues enforcing regulatory compliance. Data 

protection laws such as GDPR (General Data Protection Regulation) and CCPA (California Consumer Privacy Act) 

mandate stringent policies for personal data handling. [1-4] Given the growing regulatory requirements, data 

governance and consent management have become the most important part of today’s digital ecosystem. Big businesses 

comply with data protection laws regarding data collected by business establishments using CRM systems such as 

Salesforce. 

 

1.2. Importance of Data Governance 

 

• Data Quality Assurance: Data governance is crucial to data quality assurance. It is important to implement the 

process to ensure the organization data is accurate, consistent, and complete. Standardizing can be considered the 

way out for implementing standardized practices to ensure that the data on which businesses rely is clean and 

organized. This is because data quality consistency improves decision-making and the operations' efficiency and 

ensures that the insights obtained from data are truly actionable. Bad data creates bad analysis and strategies, and 

bad mistakes can happen. Also, for any organization that wants to remain competitive in a data-driven 

environment, it is critical to ensure high data quality to ensure it through governance frameworks. 

 

• Regulatory Compliance: The main aspect of data governance is its role to adhere to the laws that enforce the use 

and protection of data, such as GDPR, CCPA, and HIPAA. Failing to meet these standards can bring intense 

penalties such as fines, sanctions, or reputation damage to an organization. A well-structured data governance 

framework facilitates businesses to move with the complexities of these regulations by creating clear data handling 

protocols, deciding on data retention policies, and executing relevant consent management processes. 

Organizations can protect themselves from negligence's high and often costly consequences by conforming to this 

law. 
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Figure 1: Importance of Data Governance 

 

 

• Customer Trust: Data governance is deeply related to customer trust, and it’s the responsibility to safely set 

transparent processes for personal data management. Organizations that are truly serious about taking customer 

data protection and protecting their customer data can build credibility and create good relationships with 

customers by ensuring that their data is secure, managing consent and complying with data privacy regulations. In 

such an age where data breaches are becoming commonplace, personal information is now common prey for 

perverts, and many more customers have begun to be wary of just how their data is handled. Matching the above 

requirements is a solid data governance framework that positively impacts customer loyalty, satisfaction, and 

overall brand reputation. Today's competitive advantage is to trust in data protection businesses in any sector. 

• Risk Mitigation: Data governance is an important part of risk mitigation and should be included when discussing 

decreasing the likelihood of a security breach or data misuse. However, if organizations can establish their position 

on data access, Storage and Sharing, they can minimize the opportunity of being exposed to vulnerabilities. The 

governance frameworks used to protect sensitive information in data processing are data encryption, role-based 

access controls, and monitoring mechanisms that provide only access to the data to authorized individuals and 

potential cyber threats. Regular audits and data governance practices have the potential to surface risks on the road 

to major security incidents before they become actual major security incidents. The importance of data governance 

is that with it, an organization can perform monitoring and take into account the risks it entails in handling data, 

and the environment of the organization will be safer and more compliant. 

 

1.3. Challenges in Data Governance & Consent Management 

On top of that, there is high complexity in Salesforce implementation (and planning in terms of multiple instances and 

systems), data governance, and consent management. However, data fragmentation is an issue that strikes harder, 

especially for large organisations operating in various regions or departments. Overall, data stored across multiple 

Salesforce instances or consolidated in other systems makes having a single view of the data extremely difficult. Doing 

so does not lead to having a building block governance structure and having consent preferences tracked effectively 

within the organization because it creates inconsistencies in data handling. Organizations without proper systems can’t 
account for a lot of issues and end up chasing compliance gaps. 

 

The second problem deals with granular consent preferences on a geography basis — geographies have different data 

protection laws and requirements. For example, complying with GDPR consent management differs from CCPA in 

California or LGPD in Brazil. For this to be possible, organizations will need very sophisticated consent workflow and 

preference management systems for each regulatory environment. The other concern is that it’s also a real-time 

compliance monitoring. However, organizations will still have to be able to monitor compliance or continue to comply 

with changing requirements. Any organization should be able to track their consent and audit log in real-time to react 

quickly to any potential problems, close the compliance gap and avoid unnecessary risks. 
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II. LITERATURE SURVEY 

 

2.1. Evolution of Data Governance 

Data governance is the old way of retrieving or managing structured storage and spent time in database and access 

control in the past. With the increased complexity of data ecosystems, modern governance rests partly on security, 

regulatory compliance and user consent management. In the meantime, data lineage, role-based access, and encryption 

are mainstream ways to obtain data integrity and privacy. [5-8] Recently, there has been a rise in the need for such 

products that adhere to the applicable regulations but maintain business missions without compromising operational 

efficiency; in addition to GDPR and CCPA, the laws focused on data protection at a global scale were introduced. 

 

2.2. Salesforce and Data Protection 

Being the leading CRM platform, Salesforce ensures that the whole suite of data protection tools supports business 

compliance in meeting regulatory requirements. Some other features are Salesforce Shield Encryption – which encrypts 

data at rest, and Data Masking (Anonymize for Non-Production), which caps the disclosure of anonymous data in non-

production. Along the same lines, Salesforce also provides Consent Management, which helps a company keep track 

and keep of the customer preference on how their data should be used. These tools are used so that businesses can keep 

a toe in the region of stringent compliance standards and continue to work safely. 

 

2.3. Challenges in Implementing Compliance 

Effective compliance is not an easy task in a CRM ecosystem. Weakness in implementing the policies of data 

governance programs across business units stems from the lack of a central framework. Another problem is legal 

problems when transferring data from one country to another since the countries have different data protection 

regulations, and there is a contradiction with some regulations. More importantly, several regulatory requirements 

referred to as GDPR, HIPAA and industry rules are very difficult to manage in one instance of Salesforce. Meanwhile, 

Salesforce is trying to balance compliance with the law but also trying to conform to it through the Salesforce account, 

using the Salesforce account to comply with regulatory needs. As a strategic approach to governance, this constitutes a 

challenge that should be automated and handled by policy-driven data. 

 

2.4. AI & ML in Data Governance 

AI and ML use predictive insights to automate prediction and change data governance. The predictive compliance 

monitoring approach enables organisations to predict potentially existing regulatory risks before they bear fruits rather 

than risk a compliance breach. Based on AI, anomaly detection provides a powerful built-in defense against abnormal 

API or policy access patterns. Additionally, the sentiment analysis of user-consented interactions is used to gain 

customer sentiment around data aggregation and help business models practice more transparent and user-friendly 

governance models. Such developments have taken it to a pretty advanced level at such a development stage that it 

does not treat regulatory compliance and data protection as just reactive but as proactive, intelligent acts. 

 

III. METHODOLOGY 

 

3.1. Data Classification Framework 

A structured classification framework guarantees security, compliance and accessibility in effective data governance. 

The classification model for the organization that classifies data concerning sensitivity, regulatory requirements and 

access controls is used as a three-tier model. [9-13] It allows businesses to act the right way while remaining 

productive. 

Figure 2: Data Classification Framework 

 

http://www.ijirset.com/


International Journal of Innovative Research in Science, Engineering and Technology (IJIRSET) 

                                              |e-ISSN: 2319-8753, p-ISSN: 2347-6710| www.ijirset.com | Impact Factor: 8.118| A Monthly Peer Reviewed & Referred Journal | 

|| Volume 12, Issue 2, February 2023 || 

| DOI:10.15680/IJIRSET.2023.1202006 | 

IJIRSET©2023                                                   |     An ISO 9001:2008 Certified Journal   |                                                     742 

 

• Public Data: Information is said to be public data when it is freely available to everyone without charges and with 

no restrictions for confidentiality after distribution. The press releases, marketing materials, publicly available 

reports, and product documentation fall within this category. Public data has no stringent security needs, yet 

organizations should still guarantee accuracy and stop modifications not authorized by them that could spawn 

misinformation or bad reputations. 

 

• Restricted Data: Restricted Data May Be Controlled with RBAC (role-based access control) or other 

preconfigured authorization policies. They are internal emails, internal data, and internal records that are required 

for running a business but are not to be disclosed to anyone but authorized personnel. For restricted data, proper 

access management, audit logs, and user authentication mechanisms are necessary to guard restricted data from 

losing by accident or someone gaining unauthorized access while at the same time providing legitimate persons to 

use it as needed. 

 

• Confidential Data: The highest security and encryption are needed for confidential data, which is the most 

sensitive category. The PII, financial records, trade secrets, healthcare data and so forth that can constitute a 

subject of the compliance regulations, such as GDPR, HIPAA, or PCI DSS, are all included. Strong encryption, 

multi-factor authentication, tight access control and continuous monitoring are required to protect confidential 

data. Such data organizations must have Set Data Loss Prevention (DLP) measures to avoid such breaches and to 

meet the requirements of the regulatory frameworks. 

 

3.2. Consent Management Implementation in Salesforce 

Consent management on Salesforce helps organizations collect, monitor, and enforce user preferences when using the 

data. With the rise in the importance of privacy regulations like GDPR, CCPA, and HIPAA, businesses shall have a 

robust system to manage customers’ consent easily. Below are the steps through which Salesforce can be utilized to 

implement consent management. 

 

Figure 3: Consent Management Implementation in Salesforce 

 

 

Step 1: Define Consent Types (Explicit, Implicit, Opt-in, Opt-out) 

The first element of effective consent management is defining the types of consent to meet the regulatory and business 

requirements. The direct user allows you to get explicit consent, which means you can collect or process some data 

only when the customer agrees, like if he or she agrees to get a marketing email. User actions such as continued service 

use are taken as a blessing. Opt-in consent is when the users have to give their approval to collect the data, while opt-

out consent is when they have to approve everything unless they decide to opt out. It defines how these organizations 

can maintain compliance and transparency in the data handling policy. 

 

Step 2: Use Salesforce Objects (Custom Objects, Data Privacy Records) 

It has native facilities to save and manage consent records using normal and custom objects. Data Privacy Records 

within the Salesforce Data Protection and Privacy framework help track user consent preferences individually. Custom 

objects can also gather consent-related metadata, such as consent types, timestamps, and data processing purposes. The 
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digital records provide a structured and auditable way of managing user preferences while seamlessly integrating with 

Salesforce’s data governance strategy. 

 

Step 3: Automate Consent Validation (Using Salesforce Flows and Apex Triggers) 

However, with that being said, one of the themes is gaining compliance and enforcing consent preferences over time 

dynamically, and that’s through automation. Real-time consent is captured, updated, and validated using Salesforce 

Flows, which enables businesses to create no-code workflows without the need to develop any code. An Azure app 

service in which Apex Triggers provides a more advanced, code-driven approach to such consent rules so that 

unauthorized data processing does not occur in line with pre-defined policies. Organizations can escape the legal risks 

and even counter their audience’s trust by processing only customer data with valid, up-to-date consent using these 

automation tools. 

 

3.3. Data Encryption Strategies 

Data encryption is an integral protection that prevents one from being able to access or read the protected sensitive 

data. Encryption strategies in Salesforce offer organizations a way to secure confidential data, as well as support for the 

new regulations and limit data breach risk. Unfortunately, the two key encryption methods commonly used in 

Salesforce environments are Field Level Encryption and Tokenization. 

 

• Field-Level Encryption: Field-Level Encryption is provided by Salesforce Shield Platform Encryption, which 

protects sensitive data while enabling it to be used by business operations. In particular, the fields of personally 

identifiable information (PII), financial records, and health data are processed using this encryption mechanism, 

which prevents unencrypted values from being accessed unless the user is given the correct permission to access 

them. That said, since Salesforce encrypts data at rest with the Advanced Encryption Standard (AES-256), 

businesses can meet compliance with GDPR, HIPAA, and PCI-DSS without losing system performance. 

• Tokenization: Tokenization makes data more secure by replacing sensitive data with non-sensitive placeholder 

values, or “tokens,” with no exploitable meaning. Tokenizing data differs from encryption; it can be decrypted, but 

tokenized data cannot be reversed unless mapped back to a secure token vault. Particular use of this method is to 

protect the credit card numbers, Social Security numbers, and customer identification details. Tokenization helps to 

reduce the compliance burden and limit the exposure risk in the event of a data breach, even when sensitive data is 

removed from Salesforce storage, but does not compromise system functionality. 

 

3.4. Role-Based Access Control (RBAC) 

Role-Based Access Control (RBAC) is a critical security alternative that dictates how users can access an entity based 

on their organisational role. RBAC’s key concept describes that users should be assigned certain permissions based on 

their job functions while allowing individuals to access the information they need to fulfil their duties. [14-17] In the 

safe mode of Salesforce, we define three overarching roles: Admin, Compliance Officer and User, who typically have 

privileges at different levels. Generally, Full permissions are accorded with Admin Roles as they have the highest level 

of access. This role can read, write, and delete data for the systems, manage user perimeters and system settings, and 

access all features of Salesforce.  

 

Moderate access is granted to Compliance Officers, who usually only read and write permissions. Although they 

officially don't have the right to delete or alter key system settings, they can manipulate the data in a manner that will 

help in compliance monitoring and enforcement. Finally, the User role only gets Limited access and is 'Granted' usually 

as 'Read-Only' permissions. This means that users can see the data but cannot change it in any way. RBAC 

implementation, which was accomplished, ensures privacy by limiting the access of such sensitive data to such roles 

while at the same time adhering to privacy regulations that do not allow any other role to access sensitive data. 

 

3.5. Audit Logs and Anomaly Detection 

Audit logs and Anomaly detection are the two aspects in which Salesforce can enhance compliance and security of its 

data. Salesforce logs internally what it tracks, which is data access, changes to records login attempts, and 

modifications to configuration; all of this is logged in the usable audit trail. This brings out comprehensive logging, in 

which organizations can then monitor and review log data to determine whether there has been any security threat, 

unauthorized access, or data breach. These logs can be used even further with Machine Learning anomaly detection 

algorithms for even better security. With these algorithms, these are the things that the algorithms are supposed to find 

themselves and identify strange conduct, a couple of failed logins—it’s trying to see a couple of 'couple failed logins', 

historical utilization of delicate information past conventional working hours or somebody attempting to delete or 
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change focal records. Historical user behavior can help ML models flag activities not in line with some norms and 

quickly notify the security teams about them.  

 

It offers proactive monitoring to control the risks, comply with data protection regulations and act as an overseer to 

prevent illegal activities. Further real-time anomaly detection, in conjunction with detailed audit logs, are too many 

businesses an effective way to show that their software is compliant with frameworks like GDPR, HIPAA and PCI 

DSS. 

IV. RESULTS AND DISCUSSION 

 

4.1. Case Study: Salesforce Data Governance at a Global Firm 

The model outlined above was successfully implemented in a global enterprise. Thus, the company was ready to use a 

three-tiered data classification system, integrated role-based access control (RBAC) and consent management via 

Salesforce tools. This implementation has achieved excellent results in many areas: 

 

• 40% Reduction in Data Access Violations: A significant 40% reduction in data access violations was achieved 

by integrating a strong Role-Based Access Control (RBAC) system into Salesforce. The company defined user 

roles and assigned certain permissions to each user based on the job he was assigned so that employees had access 

only to the data related to their work. This decreased the possibility of human error and unauthorized access to 

sensitive information. Additionally, the regular auditing of users' activities also came in handy to check if any such 

issues existed early on and then take prompt corrective action. Restricted access controls and continuous vigil 

greatly reduced the cases of data misuse and assisted with handling customer data more securely. 

 

• 30% Improvement in Compliance Tracking: However, this ability to track compliance increased by 30% due to 

the integration of Salesforce’s consent management tools and audit logs. As a result of Salesforce’s automated 

workflows, the company could effortlessly record, control, and keep track of user consent relating to various data 

processing activities. The organizations could readily report and document their compliance with key privacy 

regulations such as GDPR and CCPA by keeping things streamlined. It automatically updated consent records, 

minimizing manual errors and reducing time to prove audit compliance. Thus, he was more set up to comply with 

regulatory requirements and to show compliance straightforwardly and efficiently. 

 

• Enhanced User Trust: They adopted transparent and consistent consent management practices, which helped earn 

user trust. In today’s world, customers increasingly insist that their data is handled securely and in accordance with 

the regulations on respect of privacy. Clear signaling about how their data would be used and stored made it easier 

to build stronger relationships with their customer base by allowing customers to opt out of their data use and 

storage and have complete control over their data. Customers had peace of mind that their personal information 

was being managed carefully with the help of Salesforce’s solution for managing consent. Keeping customers and 

positioning the company as a reliable partner in data protection was only made possible by the increased trust. 

 

4.2. Comparative Analysis of Compliance Measures 

 

Table 1: Comparative Analysis of Compliance Measures 

 

Company Compliance Score 

Apple 95% 

Amazon 70% 

Microsoft 80% 
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Figure 4: Graph representing Comparative Analysis of Compliance Measures 

 

• Apple: This allows Apple to achieve, therefore, the best high 95% score, thanks to the delivery of both data 

encryption and consent automation. The dual approach ensures that customer data is protected at all stages, i.e. 

storage and transmission. Apple’s rigid encryption practices secure our sensitive data from unpermitted access, and 

its automated consumer management method drops basic tracking of the User’s wishes. These features are 

integrated to reduce risks associated with data privacy and enhance Apple’s ability to meet stringent data 

protection requirements such as GDPR. Apple automates obtaining and validating consent, reducing human error 

and maintaining a clear, efficient process for handling user data. It continues to uphold its reputation as a 

compliance leader. 

 

• Amazon: Even with automated consent management, Amazon's only failing regarding data governance is the lack 

of data encryption. Automation streamlines the stream of giving consent and listening. However, the absence of 

good encryption leaves vulnerable, sensitive customer data at a greater risk of being steamed when a security 

breach occurs. This huge gap results in a compliance score of only 70%. Many global privacy laws require data 

encryption, and Amazon does not have the whole bowl of data protection without it. The lack of encryption 

indicates the requirement for combined work on both these aspects within a unified compliance strategy. 

 

• Microsoft: Data encryption is employed on the Microsoft network to safeguard customer-sensitive data. While this 

is the case, there is no automated consent management on the company's part, which makes the compliance efforts 

somewhat inefficient. Encryption prevents others from seeing the data, but there’s no automation for consent 

tracking, which introduces the risks of human error in efficiency and inconsistency to the user’s preferences. Low 

manual oversight raises the chance subscription transactions will be non-compliant as it becomes difficult to 

document and verify that every user has been notified of consent status. This meant the balance between a strong 

encryption scheme and requiring a more streamlined and automated way to manage consent in order to earn an 

80% compliance score for Microsoft. 

 

4.3. Challenges and Future Improvements 

Although much progress has been made in implementing a data governance framework, challenges still exist. 

 

• Data Residency Concerns: Data Residency means storing and processing the data across multiple jurisdictions. 

The challenges faced by organizations are storing and processing data across multiple jurisdictions. However, due 

to their differences, nations and regions have various regulations regarding how data can be used, stored, and 

relocated. For example, Europe's General Data Protection Regulation (GDPR) specifies very strict rules on 

transferring personal data outside of the EU. Hence, organizations need to ensure that data is only transferred to 

countries with adequate data protection standards. For global organizations maintaining global data across multiple 

jurisdictions, this makes things difficult, as the legal landscape varies in different places and whether or not their 
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data centers reside in several different jurisdictions. As you can see, organizations must be on the front foot to 

ensure their data storage and transmission practices adhere to these regional laws, or they risk paying millions of 

dollars in fines, not to mention their reputation. 

 

• Scalability Issues: The more businesses expand and store more data, the more important it is that their data 

governance frameworks are scalable and support them. Efforts to scale the governance do not only mean handling 

larger data sets; rather, it need to scale with the number of users across different data sources and with respect to 

changing regulatory requirements. Manually handling an increasing number of compliance checks, role-based 

access controls, and data privacy may not be sufficient for the growing organization as the need for automated 

compliance checks, role-based access controls, and data privacy measures increases. Also, if governance 

frameworks were to scale without sacrificing performance or security, advanced technology such as cloud-based 

technology, machine learning, and AI would have to be integrated. As complexity grows, companies must 

constantly update and refine their governance policies and invest in scalable infrastructure that allows them to 

govern securely across all touchpoints while complying with regulations. 

 

V. CONCLUSION 

 

The scope and methodology offered by this study provide a holistic and orchestrated approach to addressing data 

governance and consent management issues in the Salesforce ecosystem. With data security and privacy regulations 

becoming an increasingly important criterion for most businesses, it is of utmost importance to have a set of actionable 

frameworks, nothing but a means of safeguarding sensitive information and reducing the procedural complexity to 

streamline a compliance process. The study presented in this thesis defined a three-tier data classification system that 

would allow organizations to clearly distinguish between public, restricted and confidential data and that the right 

approaches would be in place for each category. Moreover, we have also considered the Role Based Access Control 

(RBAC) in restricting data access to the users' manual to reduce the risk of misuse of unauthorized data. Also, we 

looked at how to use Salesforce’s consent management tools to help automate the process of recording, tracking and 

managing user consent in line with terms of regulations like GDPR and CCPA. As the technology includes consent 

management in the data governance framework, businesses can more effectively ensure consent compliance and 

increase customer trust. 

 

This study covered an important lesson, though: the importance of automation to reduce compliance efforts. In large 

organizations that process a lot of data, as compared to the past, manual consent management and tracking of 

compliance tasks have become both inefficient and error-prone. Using Salesforce’s built-in tools for automating 

consent tracking and audit logging saves businesses time and gives them a more accurate report at the end of the day. In 

addition, the fact that data encryption and tokenization have been integrated guarantees that sensitive data are used in 

the business process; hence, the organisation's security is not compromised. 

 

Future work could focus on using new technologies as they become available, such as blockchain-based consent 

tracking or AI-driven compliance frameworks, as a field of data governance. The ability of organizations to prove 

compliance with user consent through, for example, an audit or dispute is simplified when blockchain is used 

potentially as a more transparent, immutable record. Just like AI and machine learning, they could be used to predict 

compliance risk, automate anomaly detection, and improve the governance processes themselves. Such advanced 

technologies would help organizations adopt them to further streamline their efforts in data governance and 

compliance, reduce the risk of non-compliance and improve the image of the trustworthy organization when dealing 

with data. Ultimately, data innovation and companies must balance safeguarding their data and optimizing operations to 

fuel data governance evolution. 
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