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Forward looking statements

This presentation contains forward-looking statements about, among other things, trend analyses 
and statements regarding future events, anticipated growth and industry prospects, and our strategies, 
expectation or plans regarding product releases and enhancements. The achievement or success of the 
matters covered by such forward-looking statements involves risks, uncertainties and assumptions. If any 
such risks or uncertainties materialize or if any of the assumptions prove incorrect, results or outcomes 
could differ materially from those expressed or implied by these forward-looking statements. The risks 
and uncertainties referred to above include those factors discussed in Salesforce’s reports filed from time 
to time with the Securities and Exchange Commission, including, but not limited to our ability to meet 
the expectations of our customers; uncertainties regarding Al technologies and their integration into our 
product offerings; the effect of evolving domestic and foreign government regulations; regulatory 
developments and regulatory investigations involving us or affecting our industry; our ability to successfully 
introduce new services and product features, including related to AI and Agentforce; our ability to execute 
our business plans; the pace of change and innovation and our ability to compete in the markets in which 
we participate; and our ability to maintain and enhance our brands.



Georgii Saveliev
Founder & Certified Technical Architect (CTA), 

Stratus Carta



Agenda

Service Centric 
Industries - 
Communications, 
Media, Energy & 
Utilities

Intro to Salesforce 
Industries

Sales and Service 
Cloud Customer Data 
Model

Communications, 
Media, Energy & 
Utilities Cloud 
Customer Data Model

01 02

03 04

Map to an Example 
Customer Structure

05 Key Takeaways06



Vlocity to Salesforce Industry Clouds
Powered by Revenue Cloud

CommunicationsSalesforce Industries Media Energy & Utilities Financial Services

Healthcare &
Life Sciences Public Sector Retail Manufacturing Consumer Goods

Insurance Transportation and 
Hospitality Automotive Education Non-Profit
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Service-Centric Industries

Communications

Mobile Service
Internet Service

TV Service

Media

Streaming Service
Advertising Service

Gaming Service

Energy & Utilities 

Electricity Service
Heating Service

Gas Service

Common Thread: Intangible Services or Subscriptions



Customers and Their Services
Key Business Entities
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Sales & Service Cloud
Customer Model

Person Account

Account
Account

Contact
Contact

Asset
Asset

Order
Order

Account Contact 
Relationship
AccountContactRel

Account
Account

Entity
API Name

Legend

What if the goods 
or services have a 
different owner, 
payer, and user?

Order Product
OrderItem



Sales & Service Cloud

That’s not all!

Check out Salesforce Architects Site for 
Data Models

Full Data Models

● Sales Cloud1

● Service Cloud2

● Product & Price Book3

https://developer.salesforce.com/docs/platform/data-models/guide/sales-cloud-overview.html
https://developer.salesforce.com/docs/platform/data-models/guide/service-cloud-overview.html
https://developer.salesforce.com/docs/platform/data-models/guide/product-price-book.html


Communications, Media, Energy Cloud
Revenue Cloud B2C Customer Model

Consumer Account
Account

Billing Account
BillingAccount

Asset
Asset

Order
Order

Account Contact 
Relationship
AccountContactRel

Contact
Contact

Order Product
OrderItem

Service Account
Account

“Payer”“User”

“Owner” and Parent

Order Item Recipient
OrderItemRecipient

“Payer”

“User”



Communications, Media, Energy Cloud
Revenue Cloud B2B Customer Model

Business Account
Account

Billing Account
BillingAccount

Asset
Asset

Quote / Order
Quote/Order

Account Contact 
Relationship
AccountContactRel

Contact
Contact

Quote / Order Item
QLI/OI

Service Account
Account

QLI / OI Recipient
QLI/OIRecipient

Business Account
Account

“Payer”“User”

“Owner” and Parent

“Payer”

“User”



Communications, Media, Energy Cloud

Quote Line Item Recipient
QuoteLineItemRecipient

Order Item Recipient
OrderItemRecipient

Quote Line Item
QuoteLineItem

Order Product
OrderItem

Asset
Asset

Service Account
Account

Quote
Quote

Order
Order

Line Items & Locations



Service Account: A variant of standard Accounts for representing a location. You create a 
Record Type on Account and define it as a Service Account in Setup.
Billing Account: Similar to the standard Account, but a new standard object originally 
introduced in Salesforce Billing, soon in broader Revenue Cloud / Industry Cloud.
Quote Line Item, Order Item, Asset Lookups: Quote Line Items / Order Items / Assets 
have lookups to Service Accounts and Billing Accounts to identify the user and payer.
Recipients: Staging locations before they become Services Accounts once the order is 
fulfilled.

Key Additions to Sales & Service Cloud
Building on the Core Foundation



Person Accounts?
Did we forget something?

No Person Accounts!

They cannot participate in account hierarchies - they cannot be a parent of 
another account or be parented to another account.

This breaks the out of box Recipient to Service Account conversion



Example Customer Structure
Let’s map this to a real use case
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Example Customer Structure
Let’s map this to a real use case
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Example Customer Structure
Let’s map this to a real use case

Rachel Household 
Consumer Acct

Rachel
Contact

Rachel Triple Play
Asset

++

Rachel Service 
Service Account

Rachel Billing
Billing Account



Example Customer Structure
Let’s map this to a real use case

Rachel
Contact

Rachel Triple Play
Asset

Rachel Service 
Service Account

Rachel Billing
Billing Account

Rachel Household 
Consumer Acct

Ross Mobile + 
Internet Asset

Ross Billing 
Billing Account

Ross
Contact

Ross Service 
Service Account



Example Customer Structure
Let’s map this to a real use case

Ross Mobile + 
Internet Asset

Rachel
Contact

Rachel Service 
Service Account

Ross
Contact

Rachel Triple Play
Asset

Ross Service 
Service Account

Rachel Billing
Billing Account

Rachel Household 
Consumer Acct

Ben
Contact

Ben Mobile
Mobile Asset

Ben Service
Service Account

Ross Billing
Billing Account



Example Customer Structure
Let’s map this to a real use case

Ross Mobile + 
Internet Asset

Ross Billing
Billing Account

Rachel
Contact

Ross
Contact

Ross Service 
Service Account

Rachel Triple Play
Asset

Ben
Contact

Ben Mobile
Asset

Ben Service
Service Account

Rachel Service 
Service Account

Rachel Billing
Billing Account

Emma
Contact

Rachel Household 
Consumer Acct

Emma Mobile
Asset

Emma Billing
Billing Account

Emma Service
Service Account



Affinity Group (Household Object): In managed package, the Household object was used 
for loose groupings of people, e.g. students living in the same house or members of a 
sports league. Financial Services, Health, and Public Sector have a standard Household 
object - not yet available in Communications, Media, or Energy & Utilities.
Party Model: Allows for Account-To-Account and Contact-To-Contact relationships. Use 
Account Relationships and Account Contact Relationships instead.
Subscription: A grouping mechanism for assets that can have a separate grouping than 
based on the Service Account. No direct equivalent on Core.
Premises / Service Point: Key for Energy & Utilities, can represent an address that service 
can be provided, and Service Points as the utility meters. Use Locations for premises and 
create a child custom object for Service Points.

Advanced Topics
For those of you coming from Industry Cloud managed packages



Comms, Media, 
Energy Clouds
Entity Relationship Diagrams (ERDs)

While the Revenue Cloud / Industries 
customer model hasn’t hit Salesforce 
Architects (yet!), check out our publicly 
available Lucidchart data model.

Feel free to clone and leverage as an 
artifact on your project!

https://lucid.app/lucidchart/5b1fadbd-b8d7-4fd0-86e3-a5abe923fbff/edit?viewport_loc=-2503%2C-266%2C4849%2C2261%2C0_0&invitationId=inv_5ef062da-8f1a-4daf-985d-83488eebc6a7


Key Takeaways
What did we learn?

Industry Cloud data models build on the foundation of Sales Cloud & Service 
Cloud 
Customers are more than just an Account and Contact
Account hierarchies are powerful - owners and users
New standard objects - Billing Account and Location
Always consider limitations - remember Person Accounts!

Connect on LinkedIn - Georgii Saveliev
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