IJISEM

INTERNATIONAL JOURNAL OF
INNOVATIONS IN SCIENCE
ENGINEERING AND MANAGEMENT

International Journal of Innovations In Science Engineering And Management

Check for
updates

OPEN ACCESS
Volume: 4

Issue: 3

Month: September
Year: 2025

ISSN: 2583-7117
Published: 30.09.2025
Citation:

Susil Sahu “Governing Salesforce

Industries (Vlocity) Implementations at
Scale in Healthcare
Organization” International Journal of
Innovations in Science Engineering and
Management, vol. 4, no. 3, 2025, pp. 458-
466.

Insurance

DOI:

10.69968/ijisem.2025v4i3458-466

This work is licensed under a Creative
Commons Attribution-Share Alike 4.0
International License

Governing Salesforce Industries (Vlocity)
Implementations at Scale in Healthcare
Insurance Organization

Susil Sahu'
!Solutions Engineer Executive Advisor(US), Elevance Health

Abstract

The surge in digitalization of healthcare insurance organizations has seen an increment in the use of
Salesforce Industries (Viocity) platforms to enhance customer engagement, operational effectiveness,
claims management, and management of healthcare services. Nevertheless, extensive Salesforce
deployment needs robust governance frameworks to control the complexity of the system, data security,
regulatory compliance, integration, and scalability of the organization. This review paper discusses the
governance of Salesforce industries implementations within health insurance organizations through the
lens of digital governance frameworks, data privacy needs, interoperability with healthcare information
systems, and risk management plans. The paper also assesses the contribution of the OmniStudio tools
like OmniScripts, Data Mapper, Flex Cards, Integration Procedures, Business Rule Engine and Vlocity
Build Tool to scalable healthcare operations. Moreover, the paper presents difficulties associated with
cybersecurity, over-customization, data migration and change management. The review concludes that
to make sure that Salesforce Industries deployments in healthcare insurance settings are secure, reliable,
and sustainable, proper governance strategies, uniform operational procedures, and robust compliance
systems are needed..

Keywords: Salesforce Industries (Viocity), Healthcare Insurance Governance, Digital
Transformation, Data Security and Compliance, Healthcare Information System Integration.

INTRODUCTION

The growing need to provide efficient customer service, personalized healthcare
plans, regulatory compliance, and data-driven decision-making, are driving digital
transformation in the healthcare insurance industry at a breakneck pace. To meet
these needs, several medical insurance companies are implementing modern digital
solutions like Salesforce Industries (previously Vlocity) to facilitate operations,
customer interaction, and service delivery. Salesforce Industries offers cloud
solutions tailored to the needs of the industry, to help healthcare payers, insurers,
and other associated entities manage member services, claims processing, policy
administration, and communication processes [1]. With the increase in digital
activities of healthcare insurance organizations, the governance of Salesforce
Industries implementations at scale has emerged as a pressing issue of the
consistency of operations, their security, compliance, and long-term sustainability.
Salesforce implementations on the large scale imply complicated organizational
frameworks, several stakeholders, and integration with the current healthcare and
insurance systems. Governance is important to regulate the customization, ensure
the quality of data, standard processes, and match digital transformation initiatives
to business goals. Lack of proper governance systems can create problems including
inefficiencies of the system, irregularities in the workflows, regulatory breach,
cybersecurity attacks, and increasing operational expenses by the healthcare
insurance organizations [2]. A formal governance plan is thus necessary in
governing the scalability of the platform, access by users, configuration criteria, and
organizational policies. Healthcare insurance companies also deal with very
sensitive data of patients and members, so the adherence to the regulations like
HIPAA, GDPR, and compliance with the regulations of the data protection of
healthcare is of utmost importance. The implementation of salesforce industries
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should guarantee safe data handling, privacy, auditing, and
trustworthy system functioning and interoperability with
healthcare utilities, electronic health records, and third-party
insurance websites. Also, the growing use of cloud
computing and artificial intelligence, analytics, and
automation technologies further complicates the governance
requirements [3], [4].

A. Salesforce Industries

Salesforce Industries is a collection of enterprise
software solutions that are customized to meet the unique
requirements of a variety of industries and are built on the
Salesforce platform. Salesforce Industries provides
"industry clouds" that include features and functions unique
to a certain sector together with pre-built data models,
workflows, and business processes. Salesforce's 2020
acquisition of Vlocity gave rise to Salesforce Industries.
Through this purchase, Vlocity's industry-specific cloud
products and their underlying technology—now called
OmniStudio—were integrated into the Salesforce platform.
Communications Cloud, Public Sector Solutions, Health
Cloud, Consumer Goods Cloud, and more are just a few of
the industries that Salesforce serves [5].

Salesforce Industries with Vlocity
(OmniStudio)

Salesforce Industries

CM&T Insurance Health Financial Energy &
Cloud Cloud Cloud  ServicesCloud  Utllities Cloud

Vlocity (OmniStudio)

OmniScripts ~ FlexCards DataRaptors Integration
. : : Procedures
Plan Upgrade Policy Extract Sync with
Guided Summary Patient Data Smart Meters
Process Display

Figure 1: Salesforce Industries with Vlocity
Features of Vlocity

Business owners use Salesforce Vlocity because of its
highly configurable CRMs and exceptional features,
including:

Integration

Procedures DataRaptor

Features
of Vlocity

IDX/Vlocity
Build Tool

Figure 2: Features of Vlocity

Omniscript: OmniScript is a declarative tool in
OmniStudio that helps organizations design guided
business processes and digital workflows. It
enables users to complete processes through a step-
by-step guided experience, ensuring all required
actions and information are captured efficiently.
OmniScript is widely used to create seamless and
user-friendly customer journeys across different
business operations.

Data Mapper: This OmniStudio tool is used to
extract, transform, load, and map Salesforce data
between different systems and data models. It helps
create customized data mappings based on business
requirements and simplifies data integration and
transformation processes within Salesforce.

Flexcards: By providing contextual information,
these cards assist clients during a guided
engagement. Businesses may easily develop it
using a declaration WYSIWYG editor because it
doesn't require any code style.

Vlocity Build Tool: It is a command-line utility
that automatically packages and moves Omnistudio
data packs in a format that is compatible with
source control.

Integration Procedures: A single service query
can implement a variety of actions, as it is a server-
side process. Using coding languages and
Salesforce automation tools, developers may curate
industry-specific solutions and connect Vlocity
with Salesforce data. Developers may create the
solutions required to meet the growing demands of
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the relevant cloud and its industry by using
Omnistudio. In order to improve the reusability
feature's efficiency and reduce complexity, users
can now integrate by invoking Vlocity Integration
methods from Lightning Web Components(LWC)
or Apex class.

B. Digital Governance Frameworks for Large-Scale
Salesforce Implementations

Large-scale Salesforce Industries implementations in
healthcare insurance organizations require digital
governance structures to manage them. The frameworks
have systematic policies, business rules, and decision-
making systems to make sure that digital platforms operate
effectively, safely, and reliably in various departments and
business systems
healthcare insurance companies in complex workflows,
including the enrollment of members, claims, provider
coordination, customer communication, and administration
of healthcare services. As such, governance structures are
needed to ensure platform stability, standardization, and
alignment to organizational goals [6]. An effective
usually consists of strategic
governance, operational governance, technical governance

units. Salesforce Industries serve

governance structure
and compliance governance. Strategic governance aims at
aligning Salesforce implementation objectives with business
vision, digital transformation plans and customer service
objectives of the organization. Operational governance deals
with workflow, process automation, change management,
and stakeholder coordination to facilitate every-day
operations. Technical governance helps in setting standards
of customization, configuration, application
development and integration management to avoid overly
complex platforms and ensure scalability. Compliance

system

governance guarantees compliance with healthcare rules,
cybersecurity regulations, and data privacy laws [7].

Implementing it on a large scale necessitates the
participation of various stakeholders such as administrators,
developers, healthcare professionals, compliance officers,
IT teams, and business managers. The management of these
stakeholders usually assumes governance committees and
models of center-of-excellence to outline the responsibilities
and define them clearly. These governance units assist
organisations to focus on improvements to the platforms,
risk assessment, changes and performance
indicators. Change management is another critical issue of
governance. Healthcare insurance companies keep on

system

amending policies, regulatory issues, and work processes
[8]. The effective governance structures put in place systems

of controlled releases, testing, and documentation standards
to reduce any disturbance in case of system updates.
Moreover, scalability is facilitated by the governance
structures which provide uniform data models, reusable
elements, and standardized workflows between departments
and geographical locations. Digital governance frameworks
promote  ongoing  monitoring and  performance
measurements using dashboards, analytics, and auditing
systems as well. The practices assist organizations to detect
operational inefficiencies, uphold service quality, and
enhance the decision-making process. In general, robust
governance structures are crucial to maximizing the value,
reliability, and the sustainability of Salesforce Industries
implementation in healthcare insurance organizations [9].

C. Data Security, Privacy, and Regulatory Compliance in
Healthcare Insurance Platforms

Data security, data privacy and compliance regulation
are key elements of the governance of Salesforce Industries
deployments insurance companies.
Healthcare insurance sites handle extensive amounts of

within healthcare

sensitive data, such as patient health history, insurance
claims, financial information, treatment history, and
personal identification information. The unauthorized
access, data leakage, or abuse of such information may lead
to financial, legal, reputational losses, and lack of customer
confidence [10]. Thus, healthcare insurance companies need
to put up robust security and compliance controls and deploy
Salesforce platforms at
industries platforms offer a wide range of security benefits
like role-based access control, multi-factor authentication,

Industries scale. Salesforce

data encryption, audit trails, and identity management
systems. The features are used to limit access to sensitive
information by organizations depending on the roles and
responsibilities of the employees. Encryption methods
ensure the safety of healthcare information when stored and
transferred, minimizing the chances of cybercrime and
hacking. Traceability and accountability Audit logging and
monitoring tools facilitate tracing system activity and user
interaction [11].

The other significant governance need in healthcare
insurance organizations is regulatory compliance. The laws
like the HIPAA in the United States and GDPR in Europe
impose strict rules to manage patient and insurance-related
information. Insurance companies should make sure that
Salesforce implementations are in line with these legal
requirements in order to ensure data confidentiality, integrity
and availability [12]. Compliance governance involves
regular security audits, risk audits, policy enforcement, and
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employee training programs in order to minimize
compliance breaches and enhance awareness of the
organization.The management of privacy is also critical in
digital healthcare ecosystem [13]. Patients and insurance
members desire their personal and medical data to be
confidential and safely handled. There must be governance
policies that outline explicit data retention policies, consent
management policies and data-sharing policies on third-
party integrations. Organizations also need to set up incident
response plans to ensure that they can respond promptly in
the event of a cybersecurity threat, ransomware attack, or

accidental data leakage. Security is more complex when
external systems are being integrated during large-scale
Salesforce implementations [14]. The vulnerabilities can be
introduced by APIs, cloud services, and related healthcare
applications without appropriate governance. Thus,
organizations should have secure integration protocols,
vulnerability check, and continuous monitoring systems. In
general, robust data security, privacy assurance, and
regulatory compliance measures are critical to foster trust,
operational sustainability, and facilitate secure digital
transformation in healthcare insurance companies [15].

Table 1: Data Security, Privacy, and Regulatory Compliance in Healthcare Insurance Platforms

Aspect

Description

Importance in Healthcare
Insurance Platforms

Governance Measures

Data Security

Protection of sensitive healthcare and
insurance data from unauthorized
access, cyberattacks, and data breaches

Ensures confidentiality, integrity,
and availability of patient and
insurance information

Encryption, firewalls, multi-
factor authentication, intrusion
detection systems

disruption

Privacy Safeguarding personal and medical Maintains customer trust and Consent management, data
Protection information of patients and insurance prevents misuse of personal masking, privacy policies,
members health information restricted access controls
Regulatory Adherence to healthcare regulations Prevents legal penalties and Compliance audits, governance
Compliance and data protection laws such as ensures ethical handling of frameworks, policy enforcement,
HIPAA and GDPR healthcare information employee training
Data Encryption Conversion of sensitive data into Protects information from End-to-end encryption, secure
secure coded formats during storage cybercriminals and interception communication protocols
and transmission attacks
Risk Identification and mitigation of Reduces the possibility of Vulnerability assessments,
Management cybersecurity and operational risks financial loss and system incident response planning,

disaster recovery systems

Third-Party
Integration

Securing APIs and external healthcare

application integrations

Prevents external vulnerabilities
from affecting internal systems

Secure API management, access
tokens, integration governance

Security

policies

D. Integration of Salesforce Industries with Healthcare
and Insurance Information Systems

The Salesforce Industries integration with healthcare and
insurance information systems is a key element in
determining efficient digital operations in healthcare
insurance organizations. Healthcare insurers use a variety of
interrelated systems, like electronic health records (EHRs),
claims processing systems, billing systems, customer
relationship management systems, provider management
tools, and data analytics applications. Salesforce industries
allow companies to establish a cohesive digital
infrastructure that enhances the communication, efficiency,
and customer experience in these systems [16].
Interoperability is another significant benefit of Salesforce
Industries, as it allows connecting to APIs and middleware
platforms and cloud-based integration services. These
technologies enable healthcare insurance organizations to
share real time information among different applications and

departments. Indicatively, when integrated with electronic
health record systems, the insurers can easily check the
eligibility of patients, review their treatment history, and
claims are processed more effectively. On the same note, the
integration with billing and payment systems provide a way
to automate the collection of premiums, reimbursement and
financial reporting processes [17].

Integrated systems enhance customer interaction and
quality of service provision. Salesforce platforms enable
healthcare insurance organizations to have centralized
customer profiles, which consolidate medical history,
insurance policies, claims status, communication records,
and service requests. This single data environment will
allow customer service representatives and healthcare
administrators to deliver quicker and more individualized
service to members and providers [18]. Nevertheless, in the
large-scale healthcare setting, system integration has a
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number of difficulties. The integration process can be
complicated by legacy systems, lack of consistency in data
formats, and interoperability. Healthcare
companies tend to use older applications that might not be
compatible with the current cloud-based communication
standards. Governance models are thus needed to have
standard integration architectures, data mapping policies and
interoperability standards [19].

insurance

The other significant consideration of integration
governance is to ensure data accuracy and consistency in
related systems. Duplication of records, incompleteness of
information and errors in synchronization can adversely

affect the operations performance and customer satisfaction.
To ensure that data is of high quality, organizations need to
adopt master data management practices, validation, and
automated monitoring tools [20]. Security aspects also play
a great role in the integration processes since interdependent
systems will pose a higher chance of breach of security and
unauthorized access to data. To ensure safety of sensitive
healthcare and insurance data, secure API, encryption
protocols, and access controls are required. In general,
proper governance of integration assists the health insurance
companies to realize efficiency in their operations, enhance
decision-making, and digital
Salesforce Industries solutions .

services delivery using

Table 2: Integration of Salesforce Industries in Healthcare Organization

Integration Description Benefits Challenges Governance Practices
Component
Electronic Health Connecting Salesforce Improves patient data Data format Standardized APIs,
Records (EHR) Industries with patient accessibility and care inconsistencies and HL7/FHIR protocols
Integration medical record systems coordination interoperability issues
Billing and Linking premium collection Enhances financial Data synchronization Secure payment
Payment Systems | and reimbursement systems management and errors gateways and
transaction accuracy monitoring tools
Customer Centralized management of Improves customer Duplicate customer Master data
Relationship customer interactions and engagement and service records management practices
Management support services quality
(CRM)
Provider Integration with healthcare Enhances provider Data consistency and Role-based access and
Management provider databases and communication and access control standardized data
Systems networks operational efficiency challenges models
Cloud-Based Use of APIs and Enables seamless Cybersecurity API governance,
Integration middleware for real-time interoperability and vulnerabilities encryption, and
Services communication between scalability authentication controls
systems
OmniStudio Use of OmniScripts, Streamlines workflows Excessive Standardized reusable
Components DataRaptors, FlexCards, and enhances automation customization risks components and
and Integration Procedures deployment controls
LITERATURE REVIEW This methodical approach offers a thorough security plan for

(Subramanian et al., 2024) [17] Examine health care and
hospital breach data, comparing it to state-by-state HIPAA
compliance levels (spatial analysis) and the effects of the
Omnibus Rule over time (temporal analysis). Establishing
best practices for managing sensitive data in healthcare
settings and hospitals is the aim. We suggest the
"SecureSphere framework" to improve data security in
healthcare facilities by fusing quantitative and qualitative
information. Key security values are arranged in concentric
circles in this architecture, with core values at the center and
peripheral values surrounding them. IT management, policy,
procedures, and staff management are among the key values.
The other security characteristics that underpin these
fundamental components are included in peripheral values.

safeguarding patient health data and is intended to assist
healthcare institutions in creating long-term data security
procedures.

(Subramanian et al., 2024) [20] focuses on patient care
delivery, operational effectiveness, and regulatory
compliance while examining the deployment and effects of
Salesforce Customer Relationship Management (CRM)
systems in healthcare organisations. The results show that
greater data centralisation, more efficient appointment
scheduling, and better care team coordination have
significantly improved patient-centric care delivery.
According to the report, despite early difficulties with
healthcare

system integration and employee uptake,
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organisations using Salesforce Health Cloud saw significant
improvements in patient engagement, care coordination, and
regulatory compliance. Important success criteria for CRM
adoption in healthcare settings are also identified in the
study, such as thorough staff training, phased deployment
plans, and strong change management procedures. These
results add to the expanding corpus of information on digital
transformation in healthcare and offer useful advice to
healthcare institutions thinking about using comparable
technologies. ~With implications for practitioners,
administrators, and healthcare technology specialists, the
article's conclusion offers a framework for assessing and
deploying CRM solutions in healthcare settings.

(Cosma & Rimo, 2024) [21] For a while now, the
financial industry has been upended by the digital
revolution. The insurance sector, which hasn't altered in a
long time, is also experiencing this. Insurtech is a
phenomena that employs new technology to transform the
conventional insurance industry. Its potential and hazards
should be thoroughly investigated. Through a bibliometric
analysis and a systematic review, this study investigates the
scholarly literature on Insurtech, enabling us to determine
the major contributors to the field, the primary research
clusters, and potential future research areas. The findings
demonstrate an increasing trend in scientific research on
insurtech, with a particular emphasis on the effects of
blockchain and artificial intelligence on the insurance
industry. The research also demonstrated the close
cooperation between the fields
information technology and the necessity
interdisciplinary approach to properly comprehend the
Insurtech phenomena.

of economics and

of an

(Chinta et al., 2021) [22] examination of the theoretical
underpinnings of risk management in project management,
with a particular emphasis on its significance in Salesforce
projects, as a result of the platform's complexity and the
custom nature of numerous implementations. It emphasizes
common risk categories, such as engagement issues with
stakeholders, resource constraints, and technical challenges.
Important results show that effective risk management in
Salesforce projects frequently requires a multifaceted
strategy. Risk workshops, frequent project reviews, and
stakeholder discussions are some of the tactics that are
essential for proactive risk identification and assessment.
The study found that thorough planning, strong testing
procedures, and agile project management techniques that
enable iterative enhancements and modifications are
effective risk reduction strategies. In addition, the research

emphasizes the significance of stakeholder engagement and
transparent communication channels in mitigating resistance
and guaranteeing that the project is in accordance with the
business objectives. The hazards of insufficient change
management procedures and the effects of scope creep on
project delivery are two examples of typical problems and
lessons learned that are covered in the paper.

(Thantilage et al., 2023) [23] The term "data warehouse"
(DW) is frequently used in the data mining process to refer
to large volumes of data that are prepared for analysis. Data
warehouses, which are crucial for mining their historical
records, are beginning to be prioritized by organizations.
The importance of data warehouses in the healthcare sector
increases because of how vital it is to manage and process
medical data, which is essential to providing the best
possible treatment and producing insightful information.
Despite the complexity of clinical data, rapid integration and
analysis are essential to delivering high-quality patient care.
The study investigates the provision of an effective data
warehousing system that integrates various security and
privacy features. It is extremely difficult to secure the data
at every stage, including data intake, exploration, pre-
processing,  selection, and display. A
comprehensive viewpoint on potential data warehouse
designs, data kinds, data methods, storage, security, and
privacy in a healthcare setting is presented in this study. We

analysis,

go over current DW designs for healthcare data and
recommend the most effective DW strategies for clinical
data warehousing.

(Machapatri & Gorantla, 2021) [24] Medical data
management has become more important for offering
patients high-quality services as a result of the rapid
digitization of healthcare. Electronic Health Record (EHR)
systems, which enable the administration and storage of
patient medical data, are used to store and administer whole
healthcare information systems. However, integrating EHRs
with Salesforce Health Cloud—a medical management
platform created to provide greater value with Health
Cloud's commercial features, which include managing
health data, patient contacts, care plans, and the rest of the
healthcare experience—is an essential endeavor. In order to
efficiently offer healthcare via the use of computer software
and technology, this article will address the integration
process between EHR and Salesforce Health Cloud,
highlighting the technical procedures, advantages, and
difficulties involved. Maintaining the EHR database will
make practically every service more efficient if it is
connected with Salesforce. Patients will receive better care,
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the data will be easier to access, and the business will
comply with data protection laws like HIPAA, among
others.

(Badmus et al., 2019) [25] suggests a Salesforce
platform management governance architecture created
especially for regulated healthcare settings. Data
architecture governance, identity and access management,
integration governance, change management and release
control, and compliance monitoring and audit make up the
framework's five governance pillars. The document outlines
design concepts, implementation guidelines, and
governance controls for each pillar that are based on the
confluence of healthcare regulatory requirements and
Salesforce platform capabilities. The methodology is based
on data from Salesforce Health Cloud implementation
practice, healthcare IT governance literature, and corporate
CRM research. The suggested framework offers Salesforce
architects, compliance officers, and healthcare IT
professionals a structured reference model for creating and
upholding platform governance that complies with legal and
operational standards.

RESEARCH GAP

Current research on Salesforce Industries and healthcare
digital transformation is mainly centered on technical
integration, relationship management, data
warehousing, and electronic health record interoperability.

customer

Nonetheless, there is a lack of research regarding detailed
governance frameworks explicitly aimed at large-scale
Salesforce Industries (Vlocity) deployments in healthcare
insurance companies. The literature addresses the topics of
cybersecurity, compliance, and Al integration
operational efficiency separately, but lacks literature on
linking governance structures to scalability, risk
management, OmniStudio standardization, and healthcare
regulatory needs in a coherent way. Also, there is a dearth of
analysis of the governance measures to deal with
customization, deployment controls, reusable architecture,
performance optimization, and organizational change
management in healthcare insurance settings at an enterprise
level. Thus, more studies are needed to develop combined
governance models that can guarantee safe, scalable, and
sustainable Salesforce Industries adoption by healthcare

and

insurance companies.

OBJECTIVES

1. To study the salesforce industries and its
function of Vlocity Insurance.

2. To study the digital governance frameworks
for large-scale salesforce implementations.

3. To study the data security, privacy, and
regulatory compliance in healthcare insurance
platforms.

4. To study the integration of salesforce
industries with healthcare and insurance
information systems.

5. To study the challenges and risk management
in scaled salesforce Vlocity deployments.

RESEARCH METHODOLOGY

The review paper is informed by a qualitative and
descriptive methodology of research based on secondary
data. Systematic reviews and analysis of relevant research
papers, journal articles, conference papers, technical reports,
industry white papers, and healthcare IT governance studies
in Salesforce Industries (Vlocity), healthcare insurance
systems, digital governance, cybersecurity and regulatory
compliance were undertaken. The research gathered data
based on literature available on Salesforce Health Cloud,
OmniStudio features, integration of electronic health
records, cloud governance and healthcare data security
models. The methods of comparative analysis were
employed to investigate the models of governance,
challenges in implementation, integration strategies, and
risk management activities implemented in healthcare
insurance organizations. The gathered literature was
grouped into following themes: governance frameworks,
data privacy, interoperability, system scalability and
compliance management. According to the results of the
analyzed findings, the review determines the key
governance requirements and suggests the information on
successful Salesforce Industries implementation on the scale
of healthcare insurance organizations.

DISCUSSION

The overview shows that Salesforce Industries (Vlocity)
platforms hugely contribute to the modernization of
healthcare insurance by enhancing customer engagement,
automation, interoperability, and digital service provision.
The paper underscores the importance of comprehensive
governance models that combine technical governance,
operational management, and cybersecurity practices and
regulatory compliance in the successful execution of large-
scale implementations. OmniStudio tools like OmniScripts,
DataRaptors, FlexCards, and Integration Procedures are
flexible and scaleable, but they are prone to uncontrolled
customization, adding complexity and maintenance risk to
the system. Another factor highlighted in the literature is the
need to integrate securely with electronic health record
systems, data warehouses, and healthcare applications to
promote real-time information exchange and operational
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efficiency. Moreover, the healthcare insurance companies
also encounter significant issues that concern the
cybersecurity threats, compliance management, data
migration, and user adoption. Proper governance practices
that include constant monitoring, change management,
coordination with stakeholders, and a uniform deployment
practice are thus critical in achieving secure, reliable and
scalable Salesforce Industries implementations.

CONCLUSION

Salesforce  Industries  (Vlocity)  implementation
governance on a large scale has been gaining particular
significance in healthcare insurance organizations as the
need to digitally transform and deliver healthcare services
more efficiently and securely is on the rise. The current
review paper discussed the key areas of Salesforce
governance, such as digital governance frameworks, data
security, privacy protection, regulatory compliance, system
integration, and risk management practices. The research
concluded that well-established governance frameworks are
needed in controlling scalability,
interoperability, and safeguarding sensitive healthcare data.
Another theme that was identified in the review is the
significance of OmniStudio tools in facilitating automated

customization,

operations and customer-centred operations in healthcare
insurance settings. Moreover, the presence of challenges like
risks to cybersecurity, data migration, organizational
resistance, and the complexity of the system necessitates
active governance and risk mitigation measures. In general,
to ensure sustainable, secure, and efficient Salesforce

Industries  implementations,  healthcare  insurance
organizations should consider applying standardized
governance models, operation-focused practices on
compliance, and an appropriate performance monitoring
mechanism.
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