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Salesforce Data Quality
Guidelines & Requirements


What is Data Quality

Data quality is the measurement of data’s ability to serve its purpose in operations, decision making, and planning. It is assessed based on several factors, including accuracy, completeness, validity, availability, readability, uniqueness, usefulness, and timeliness. In other words, high quality data serves those who use it more effectively and efficiently than poor quality data, which alternatively contributes confusion and misinformation.

While the IT team is responsible for monitoring the Salesforce database and applying some techniques to clean up data entry and duplication issues at a macro level, our data quality is really a reflection of the choices made and the effort and time spent by staff when creating and modifying records. With this in mind, please carefully review the following requirements and best practices for handling data in Salesforce so we can proactively improve our data quality and thereby increase our ability as an organization to make informed decisions, identify areas for growth, and communicate our achievements with confidence to our funders and partners.



Guiding principle: If you see data that you know to be incomplete, inaccurate, or otherwise harmful to our organization’s data quality, you have a responsibility to make the correction or to notify the Salesforce team* so that they can make the correction on your behalf. 




*To contact the Salesforce team about a data quality issue, please email SalesforceSupport@workforce.org, which will create a Salesforce support ticket.
Create a Salesforce Record

Requirements
When creating records in Salesforce, you are at a minimum required to:
1. Search for existing records in Salesforce prior to creating a new record. 
a. We recommend searching using easily identifiable information, such as Name, Phone, Email, or any Id ID numbers. If the Name is commonly known by an acronym, search for both the acronym and the spelled-out name.
2. Select the record type (if applicable). For example, when creating a Contact, you choose whether the new Contact is a Job Seeker or a Professional Contact.
3. Complete all required fields (identified with a red asterisk next to the field name).
4. Review the saved record and verify all information you entered is accurate and free of data entry errors.

Best Practices
In addition to the required record creation actions, here are some best practices:
Accounts
1. When creating records that are also identified by an acronym, place the acronym at the end of the name in parentheses. For example, San Diego Workforce Partnership (SDWP) is the correct name for our organization’s Account record.
a. This helps staff to search for and locate this record when using either the name or the acronym, preventing creation of duplicates.
2. For businesses with more than 1 location, specify the location at the end of the Account name.
a. If there is only 1 location in a city, use the city: Target – Chula Vista, or use the Store #: UPS – Store # 0123.
b. If there are 2 locations in a city, use the Store # (see above) or use the street address and city: Starbucks – Clairmont Mesa Blvd, Kearny Mesa.
c. Populate the Parent Account field on all franchise and corporate accounts as the Headquarters Account. If no HQ Account exists, search for the Company HQ information on Google and create a new Account with the official Company name (Ex. Target Corporation, Inc.), company website, and Headquarters Address.
3. Add yourself as an Account Owner if you are on the Business Services or Executive team and have a direct relationship with the business.
4. Add Business Intel records if you have information that would be useful for other staff and partners to know.
Contacts
1. [bookmark: _GoBack]Enter all known information about an individual when creating the record, not just the bare minimum! Use tools such as LinkedIn to collect additional details on an individual or verify their existing information when feasible.
2. If someone has a Work Phone extension, place the extension in the Work Phone Ext. field, rather than at the end of the Work Phone field.
3. Enter the Home Address of all Contacts in the Home Address field (if applicable) and enter any Other Address, such as a Work Address, Shipping Address, etc., in the Other Address field, specifying what type of address this is in the Other Address Type field (i.e. “Work Address”).
4. Unassigned, Unknown, and Prospect are placeholder Accounts. If you know where a Contact works, please update this Account field with that information.
a. If the Account is Prospect, then the record type of that Contact is likely also “Prospect” and needs to be changed to “Professional Contact.”
b. For all Job Seeker Contacts, the assigned Account should be left as “Job Seekers.”
Hires
1. When choosing an Account, choose the specific location where they were hired. If you do not know what location they were hired at, then use the headquarters Account.
2. Enter the wage information if you know it!
Jobs
1. Do not use images in the Job Description!
2. Job Seeker Instructions will be displayed to job seekers on the Career Portal.
3. Internal Comments are only displayed to our staff and partners, not job seekers.
4. If the Job Status is “Open” and the Show in Portal checkbox is checked, then your job posting will display in the Career and Partner Portals. Otherwise, it will not.
5. Always fill in an Application Deadline and Closing Date, which respectively signify when you will stop accepting applications and when the employer will no longer accept referrals.
a. 1 day after the Application Deadline, the job posting is automatically removed from the Career and Partner Portals.
b. Set the Closing Date at least 1 week after the Closing Date to give time to review applications and make referrals.
c. If the employer, make the Application Deadline for 1 month after the Job goes live, in accordance with Business Services team guidelines.

Matches
1. SDWP Staff should never create Matches from the Career or Partner Portals, but should instead always create Matches from inside Salesforce.
Enrollments
1. Do not manually create enrollments unless specifically given permission by the Salesforce team. These records are created using online forms, which are configured to fill in several fields behind the scenes.
Activities
1. Log calls and save emails primarily to Contacts and/or Accounts. We do not recommend relating activities to other records, such as Jobs, Matches, Enrollments, etc. 
a. The primary purpose of logging activities is to collect our interactions with people and businesses. 
b. In some cases it may be useful to see that there was an email discussing a particular record, such as a Job, and then saving the email as an activity to that Job record, in addition to the Contact/Account, may be beneficial.
2. When logging a call, add details about the call, rather than simply logging who was called and how long. This information may be useful to others who research our interactions with the Account or Contact in the future.
3. Don’t forgot to mark your tasks as complete upon completion by clicking the checkbox on the “My Tasks” list on your homepage next to the task or clicking the “Mark Complete” button on the Task record page.
Files
4. Use previously imported files when possible by selecting the “Add Files” button rather than the “Upload Files” button. This will help keep your Files library organized and reduce the amount of wasted file space used in Salesforce.
5. For large files (i.e. videos, policy document libraries, etc.), use SharePoint. Salesforce has a much lower Data Storage limit than SharePoint, so we are using SharePoint sites as our new Central Drive. If you are simply sharing pdf/word docs, screenshots, etc., then it is fine to upload these files to Salesforce. 
Users
1. DO NOT ENABLE PORTAL USERS FROM CONTACTS! Contact field values do not transfer to the User fields when you do so, and you risk losing your existing data. If you would like someone to create a Career Portal account, direct them to the registration page, and if you know of a Partner who would like to request a Partner Portal account, direct them to this form.

Edit a Salesforce Record

Guidelines to Preserve & Improve Data Integrity

1. If you see something incorrect, you have the responsibility to change it.
2. If you are unsure whether data you are entering is correct, it is better not to add it than to risk creating incorrect data. We rely on the accuracy of our existing data to make decisions, so if information can’t be relied upon, then it should not be added to our database.
3. If you are unsure of something, ask your supervisor for clarification (if applicable) or contact the Salesforce team at SalesforceSupport@workforce.org. 
4. Do not overwrite or erase contact information (phone, email, etc.) unless you know the existing info is inaccurate. If it is inaccurate (bounced email, phone # does not exist message, etc.), please erase that data as it is not helpful and its existence is preventing us from identifying that as missing information.
5. Be mindful of record ownership. If you receive information that does not match what is on file and you are not the record owner, contact the record owner to confirm the change prior to overwriting the existing information.

Record Ownership

Record ownership signifies the individual who either originally created the record or who has since claimed responsibility for maintaining that record and its associated processes.

Best Practices
1. If a record is owned by an admin account, you are free to claim ownership of that record without asking for permission.
2. If another staff member (besides admins) owns a record, please ask their permission prior to transferring ownership of their records.










Duplicates

The Salesforce team at SDWP periodically runs de-duplication of Contacts and Accounts. If you see on one of these Contacts or Accounts that a duplicate has been identified, the Salesforce team will be able to see this information on a report, so no additional action is required. If there are questions about which information should be used when merging records, the record owner will be contacted for clarification.

If you feel that duplicates are causing confusion or interfering with work in any way: 
1. Please submit a Salesforce ticket requesting to merge the duplicate records and include a link to the records you would like merged (if they have been identified as duplicates by Salesforce on the record page, then sending the link to just one of them is fine). 
2. If there is any conflicting information (phone numbers, emails, etc.), please specify which information is correct so we do not overwrite good data.



SmartCloud Connect

SmartCloud Connect is an Outlook App that integrates with Salesforce to allow staff to view, create, and edit Salesforce records directly from Outlook. Here are some best practices:

1. Save emails as activities first and foremost to Accounts and Contacts, and then specify other related records as required.
2. Follow previously specified requirements and best practices for editing and creating records in Salesforce.














Import vs. Data Entry

It is common for staff to avoid approaching the Salesforce team when creating multiple records, and in many cases, staff members have opted to manually create records rather than delivering a .csv file to the Salesforce team to import into Salesforce. Here are some guidelines to help you figure out which option is best for you:

	Import
	Data Entry

	More than 50 records or more than 30 minutes of time to enter manually.
	Takes less time to manually enter than to explain it to the Salesforce team.

	Unsure if there are existing records in Salesforce.
	Creating records in several different objects and fewer than 50 in each.

	If you would like to bypass any automated processes (optional).
	Unnecessarily complex to import compared to time to do manually.

	
	



Here is what to do if you would like to request that we import data for you:
1. Create an excel file with your import data, preferably in .csv file format.
a. Review your data for accuracy and spelling mistakes before sending it to us. Data is way easier to clean before it goes into the database than after!
b. Rename your column headings to match the field names where you would like the data to appear (i.e. if you have a cell phone number column for Contacts, label the column “Mobile Phone”).
2. Submit a support ticket in Salesforce and follow the Support Ticket record link in the email that is sent to you to add the Excel file to the ticket as a File or Chatter attachment.
a. Please include what object you would like this data to go in.
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