
International Journal of Science and Research (IJSR) 
ISSN: 2319-7064 

Impact Factor 2025: 7.089 

Volume 15 Issue 7, July 2026 
Fully Refereed | Open Access | Double Blind Peer Reviewed Journal 

www.ijsr.net 

The Role of Salesforce Data Cloud in Building 

Unified Customer Profiles 

 

Raja Patnaik 
 

Email: raja.patnaik[at]gmail.com 

 

 

Abstract: Modern enterprises interact with customers across multiple digital and physical channels, including websites, mobile 

applications, service centers, sales teams, commerce platforms, marketing systems, and partner ecosystems. These interactions often 

generate fragmented customer records across disconnected systems, making it difficult for organizations to understand customer behavior, 

personalize engagement, and make timely decisions. Salesforce Data Cloud, now also referred to as Data 360 in Salesforce documentation, 

addresses this challenge by helping organizations unify, harmonize, analyze, and activate customer data across the enterprise. Salesforce 

notes that Data 360 can consolidate and process large volumes of data from multiple sources, integrate it with Salesforce CRM data, and 

create rich customer profile insights. This research paper examines the role of Salesforce Data Cloud in building unified customer profiles, 

with a focus on identity resolution, data harmonization, real-time data processing, segmentation, activation, personalization, and 

governance. The paper also discusses architectural considerations, implementation challenges, and business outcomes associated with 

unified customer profiles. The study concludes that Salesforce Data Cloud can serve as a strategic foundation for customer intelligence, 

AI-driven engagement, and enterprise CRM transformation when implemented with strong data governance, well-defined identity rules, 

and clear activation use cases. [1], [2], [3] 
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1. Introduction  
 

Customer data is one of the most valuable assets for modern 

enterprises. However, this data is often distributed across 

several platforms such as CRM, marketing automation, e-

commerce, customer service, loyalty systems, data 

warehouses, mobile apps, and external data platforms. As a 

result, businesses often struggle to answer basic but important 

questions: Who is the customer? What products or services 

have they used? What issues have they raised? What are their 

preferences? What is the next best action? 

 

A unified customer profile attempts to solve this problem by 

combining data from multiple sources into a single, trusted, 

and actionable representation of the customer. Salesforce 

describes a unified customer profile as a record that provides 

a comprehensive view of a user, customer, visitor, or prospect 

by aggregating data from multiple touchpoints. 

 

Salesforce Data Cloud plays a central role in this 

transformation by bringing together customer data, applying 

identity resolution, mapping data into a common model, 

creating segments, generating insights, and activating data 

across channels. Salesforce documentation also indicates that 

Data Cloud has been rebranded to Data 360, while some 

documentation and applications may still use the Data Cloud 

name during the transition. [1], [2] 
 

2. What is Salesforce Data Cloud? 
 

 
Figure 1: Salesforce Data Cloud High-Level Reference 

Architecture [1],[2] 

 

Salesforce Data Cloud is a customer data platform built 

within the Salesforce ecosystem to help organizations bring 

together data from multiple sources and create a more 

complete view of their customers. In many enterprises, 

customer information is spread across different systems such 

as Sales Cloud, Service Cloud, Marketing Cloud, Commerce 

Cloud, websites, mobile applications, data warehouses, and 

external platforms. This fragmentation makes it difficult for 

business teams to understand the full customer journey or 

deliver consistent experiences across channels. 

 

Salesforce Data Cloud addresses this challenge by 

connecting, harmonizing, and unifying customer data at scale. 

It allows organizations to ingest data from different systems, 

map that data into a common data model, apply identity 

resolution rules, and create unified customer profiles. These 

profiles can include demographic details, contact 

information, transaction history, service interactions, 

marketing engagement, consent preferences, behavioral 

events, and calculated insights. 

 

A key purpose of Data Cloud is to make customer data 

actionable. Once data is unified, organizations can use it for 
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segmentation, personalization, analytics, automation, and AI-

driven engagement. For example, a business can identify 

high-value customers, personalize marketing journeys, 

provide service agents with better customer context, or 

support AI agents with trusted customer data. 

 

In simple terms, Salesforce Data Cloud acts as a centralized 

intelligence layer for customer data. It does not only store 

information; it helps transform disconnected data into 

meaningful customer profiles that can be used across sales, 

service, marketing, commerce, and artificial intelligence use 

cases. This makes it an important foundation for 

organizations aiming to deliver connected, personalized, and 

data-driven customer experiences. [1], [2] 

 

3. Need for Unified Customer Profiles 

 

 
Figure 2: Fragmented Data vs Unified Customer Profile [3] 

 

Unified customer profiles are necessary because customer 

data is often fragmented across many systems. For example, 

a customer may exist as a lead in Sales Cloud, a buyer in 

Commerce Cloud, a subscriber in Marketing Cloud, and a 

case contact in Service Cloud. If these records are not 

connected, each department only sees part of the customer 

journey. 

 

This limited view can lead to duplicate communication, 

inconsistent service, irrelevant marketing, and poor decision-

making. A unified customer profile solves this issue by 

combining customer information into a single, trusted view. 

 

Unified profiles help businesses understand who the customer 

is, what they have purchased, how they have interacted with 

the company, what problems they have raised, and what they 

may need next. This supports better customer experience, 

stronger personalization, improved service quality, and more 

accurate business insights.[3] 

 

4. Customer Data Challenges in Modern 

Enterprises 
 

Enterprises often face several challenges when managing 

customer data. These include duplicate records, inconsistent 

identifiers, incomplete customer information, outdated data, 

disconnected systems, and unclear data ownership. In many 

cases, the same customer may be represented differently 

across different platforms. 

 

For example, one system may store a customer using an email 

address, another may use a phone number, and another may 

use a loyalty ID or account number. These differences make 

it difficult to determine whether multiple records belong to 

the same person. 

 

Another challenge is data quality. If source systems contain 

incorrect, missing, or inconsistent values, the unified 

customer profile may also become unreliable. Therefore, data 

governance, standardization, and validation are essential for 

successful customer data unification. 

 

Salesforce Data Cloud helps reduce these challenges by 

providing data ingestion, mapping, identity resolution, and 

profile unification capabilities. However, the success of the 

platform depends on how well the organization defines its 

data strategy.[2][3] 

 

5. Data Ingestion from Multiple Sources 
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Figure 3: Data Ingestion from Multiple Sources [1], [2], [4] 

 

Data ingestion is the process of bringing data from different 

systems into Salesforce Data Cloud. These systems may 

include Salesforce applications, external databases, websites, 

mobile applications, data warehouses, marketing platforms, 

commerce systems, service systems, and third-party data 

sources. 

 

Data ingestion is important because unified customer profiles 

cannot be created from a single system alone. To understand 

the full customer journey, organizations need to collect data 

from all important customer touchpoints. 

 

For example, a retail company may ingest purchase history 

from its commerce platform, customer service cases from 

Service Cloud, email engagement from Marketing Cloud, and 

website browsing behavior from digital channels. When these 

data sources are connected, the organization can build a more 

complete view of the customer. 

 

The quality of data ingestion has a direct impact on the quality 

of unified profiles. If the right data is not ingested, the 

customer profile will remain incomplete. Therefore, 

organizations should carefully identify which data sources are 

required for their business use cases.[1],[2],[4] 

 

6. VI. Data Harmonization and Customer 360 

Data Model 
 

 

 
Figure 4: Source data is mapped and harmonized into a common customer data model before profile unification [3],[5] 

 

Data harmonization is the process of converting data from 

different sources into a common structure. Different systems 

may use different field names, formats, and data models. For 

example, one system may use “Customer Email,” another 

may use “Email Address,” and another may use “Primary 

Contact Email.” Although these fields may represent the same 

concept, they need to be mapped consistently. 

 

Salesforce Data Cloud supports this process through a 

common data model approach. By mapping source data into 

standard data model objects, organizations can reduce 

complexity and create consistency across customer data. 

 

Data harmonization is important because identity resolution, 

segmentation, analytics, and activation all depend on properly 

structured data. Without harmonization, it becomes difficult 

to compare, match, or use data effectively across systems. 

 

A strong data model also improves scalability. As new 

systems and channels are added, organizations can map new 
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data sources into the existing structure instead of creating 

disconnected data flows for every use case.[3],[5] 

 

7. Identity Resolution in Salesforce Data Cloud 
 
 

 
Figure 5: Identity resolution process where match rules identify related records and reconciliation rules determine trusted 

profile values [3], [6] 
 
Identity resolution is one of the most important capabilities in 
building unified customer profiles. It is the process of 
identifying which records from different systems belong to 
the same customer. 

 
For example, one customer may use the same email address 
in a marketing system and a commerce system, but a different 
phone number in a service system. Identity resolution helps 
determine whether these records should be linked together. 

 
Identity resolution usually depends on match rules and 
reconciliation rules. Match rules define how records are 
compared and connected. Reconciliation rules determine 
which value should be trusted when multiple records contain 
different information. 

 
For example, if one system has an old phone number and 
another system has a newer phone number, reconciliation 
rules help decide which value should appear on the unified 
profile.[3],[6] 

 
Strong identity resolution is essential for trust. If records are 
incorrectly merged, the organization may misunderstand the 
customer. If records are not merged when they should be, the 
organization may continue to see duplicate or incomplete 
profiles. 
 

8. Creation of Unified Customer Profiles 

 

After data is ingested, harmonized, and matched through 

identity resolution, Salesforce Data Cloud can create unified 

customer profiles. These profiles represent a more complete 

view of the customer by combining data from multiple 

systems. 

 

A unified customer profile may include personal details, 

account information, purchase history, service cases, website 

behavior, marketing engagement, loyalty status, consent 

preferences, and calculated insights. This allows business 

users to understand the customer from multiple perspectives. 

The value of a unified customer profile is that it shifts the 

organization from system-specific records to customer-level 

understanding. Instead of asking what a customer did in one 

application, the business can understand the customer’s full 

relationship with the brand. 

 

Unified profiles are also useful for cross-functional 

collaboration. Sales, service, marketing, and commerce teams 

can work from a shared customer context instead of relying 

only on their own system data.[3] 

 

9. Real-Time Data Processing and Customer 

Context 
 

 

 
Figure 6: Real-time customer actions can update the customer profile and trigger timely business action [4] 

 

Real-time or near real-time data processing is important 

because customer behavior changes quickly. A customer may 

browse a product, abandon a cart, open a support case, update 

their preference, or respond to a campaign within minutes. 

Businesses need timely data to respond effectively. 

 

Salesforce Data Cloud can support real-time customer context 

by processing event data and making it available for relevant 

actions. This helps organizations respond to customer activity 

faster and with more relevance. 

 

For example, if a customer abandons a cart, the business may 

trigger a personalized follow-up. If a high-value customer 

opens a support case, the service team may prioritize the 

request. If a customer changes consent preferences, marketing 

communications can be adjusted. 

 

Real-time customer context improves personalization, service 

responsiveness, and customer trust. It also helps AI systems 

generate more accurate recommendations because they are 

working with current customer data.[2],[4] 

 

10. Segmentation Using Salesforce Data Cloud 
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Figure 7: Unified profiles are used to create customer segments and activate them across business channels.[7], [8] 

 

Segmentation is the process of grouping customers based on 

shared characteristics, behaviors, or business rules. Salesforce 

Data Cloud allows organizations to create segments using 

unified profile data, calculated insights, and behavioral 

information. 

 

Examples of segments include high-value customers, inactive 

customers, customers at risk of churn, recent purchasers, 

loyalty members, abandoned cart users, or customers with 

open service issues. 

 

Segmentation is important because it helps businesses target 

the right audience with the right message or action. Instead of 

treating all customers the same, organizations can create more 

relevant engagement strategies. 

 

For example, a marketing team can create a segment of 

customers who purchased a product but have not used a 

related service. A service team can identify customers with 

repeated complaints. A commerce team can create 

personalized product recommendations based on browsing 

and purchase behavior.[4],[7] 

 

11. Data Activation Across Business Channels 
 

Data activation means using customer data to drive action 

across business systems and channels. A unified profile 

becomes valuable only when it is used to improve real 

business processes. 

 

Salesforce Data Cloud can activate customer data across 

sales, service, marketing, commerce, and external systems. 

This can include sending segments to marketing journeys, 

triggering workflows, supporting service personalization, 

informing sales recommendations, or enabling commerce 

experiences. 

 

For example, a segment of high-value customers can be 

activated into a marketing campaign. A service alert can be 

triggered when a customer with premium status opens a case. 

A commerce site can personalize offers based on unified 

customer behavior. 

 

Activation connects data strategy with business execution. 

Without activation, unified profiles may remain informational 

only. With activation, customer intelligence becomes part of 

daily business operations.[7],[8] 

 

12. Governance, Privacy, and Data Quality 
 

Governance is critical for any unified customer profile 

strategy. When organizations combine data from multiple 

systems, they must ensure that the data is accurate, secure, 

compliant, and used responsibly. 

 

Governance includes defining data ownership, access control, 

data quality rules, consent management, retention policies, 

identity resolution review, and activation approvals. These 

controls help ensure that customer data is trusted and used 

appropriately. 

 

Privacy is especially important because unified profiles may 

contain sensitive customer information. Organizations must 

respect consent preferences and comply with applicable 

privacy regulations. 

 

Data quality is also essential. If source data is inaccurate, 

incomplete, or outdated, the unified profile may become 

unreliable. Poor data quality can lead to incorrect 

segmentation, irrelevant personalization, and reduced trust in 

the system. 

 

A strong governance framework ensures that Salesforce Data 

Cloud is not only technically successful but also responsible, 

compliant, and sustainable.[2] 

 

13. Role of Salesforce Data Cloud in AI and 

Agentforce Readiness 
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Figure 8: Salesforce Data Cloud as a trusted customer context layer for AI, Agentforce, and intelligent automation [2], [4] 

 

Artificial intelligence depends on high-quality, connected, 

and trusted data. If AI systems are built on fragmented or 

inaccurate data, their recommendations and responses may 

also be unreliable. 

 

Salesforce Data Cloud can support AI readiness by providing 

unified customer profiles that can ground AI-driven 

experiences. These profiles help AI systems understand 

customer context, history, preferences, and behavior. 

 

For example, an AI-powered service agent can use unified 

customer data to understand recent purchases, open cases, 

loyalty status, and previous interactions. A sales AI assistant 

can recommend next best actions based on engagement and 

account activity. A marketing AI use case can generate more 

relevant audience recommendations. 

 

This makes Salesforce Data Cloud an important foundation 

for Agentforce and other AI-driven Salesforce capabilities. 

The stronger the customer data foundation, the more useful 

and trustworthy AI-driven engagement becomes.[2],[4] 

 

14. Business Benefits of Unified Customer 

Profiles 
 

The business benefits of unified customer profiles are 

significant. They help organizations improve customer 

experience, increase personalization, reduce duplicate 

communication, improve service quality, and make better 

decisions. 

 

Sales teams can use unified profiles to understand customer 

needs and prioritize opportunities. Service teams can resolve 

issues faster by seeing complete customer history. Marketing 

teams can create better segments and avoid irrelevant 

outreach. Commerce teams can deliver more personalized 

shopping experiences. 

 

Unified profiles also help leadership teams make better 

strategic decisions. Connected customer data can reveal 

behavior patterns, churn risks, product interests, and 

engagement trends. 

 

Overall, unified customer profiles help organizations move 

from fragmented data management to customer-centered 

decision-making. This is one of the main reasons Salesforce 

Data Cloud is becoming important in modern CRM 

architecture.[1],[2],[3],[4] 

 

15. Conclusion 
 

Salesforce Data Cloud plays a major role in helping 

organizations build unified customer profiles. It connects data 

from multiple sources, harmonizes it into a common model, 

applies identity resolution, creates unified profiles, supports 

segmentation, and activates customer data across business 

channels. 

 

Unified customer profiles are important because they provide 

a complete and trusted view of the customer. They support 

personalization, better service, improved marketing, stronger 

sales engagement, commerce optimization, and AI readiness. 

 

However, successful implementation requires more than 

technology. Organizations must define clear use cases, 

identify the right data sources, maintain strong governance, 

ensure data quality, and carefully manage identity resolution. 

When implemented properly, Salesforce Data Cloud can 

become a strategic foundation for customer intelligence and 

enterprise-wide CRM transformation. 
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