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Abstract - The alignment of User Experience (UX) design and business strategy is now a primary factor in the success of
organizations operating in the current, competitive digital environment. Salesforce is a renowned Customer Relationship
Management (CRM) system that consistently facilitates the processes of customer engagement, sales, and service. Nonetheless,
to get the most out of it, a well-designed UX strategy must be developed to help it keep up with the business-wide goals. This
paper gives a systematic process of coming up with and transforming a salesforce UX design strategy such that it fulfils
outlined objectives of a particular organization. We discuss the importance of stakeholder analysis, persona creation, UX
design principles, agile iteration, and Salesforce Lightning Design System (SLDS) integration. The research design is
perceived as a combination of qualitative understandings, case studies, and empirical research, aimed at observing gaps and
offering solutions. The presented key issues are user adoption, data visualization and optimization of tasks and cross-
functional team cooperation. The proposed strategy illustrates positive differences in customer satisfaction, workflow
efficiency, and Return on Investment (ROI) that will be quantifiable due to the consideration of a combination of design
thinking, Human-Centered Design (HCD), and business analysis. UX evaluation metrics and KPIs used to determine impact
are also analysed. The article serves the field of knowledge by providing practitioners and researchers with a step-by-step
method for designing UX in enterprise CRM systems, aligning the needs of users with business performance metrics.
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1. Introduction

Salesforce is a leading Customer Relationship Management (CRM) platform, providing a wide range of solutions for
sales, customer service, marketing automation, e-commerce, and custom application development globally. Salesforce, as a
solution, has since its onset in 1999 grown to be a major enterprise solution to organizations with varied scales of operation, all
enabling connection with the customers, optimization of operations and business expansion. [1-3] Its scalability, flexibility,
modular design, and robust integration functionality have attracted its usage in digital transformation programs. Although
Salesforce has a powerful performance and a presence in the market, there is a poor performance of Salesforce
implementations with regard to providing an optimal user experience. It is not rare that, due to the flexibility of the platform,
highly specific environments (intricate data models, dense interfaces, complex workflows) are developed. The factors may
cause cognitive overload, erratic navigation patterns, and steep learning curves for end-users. Consequently, we find problems
of user uptake, efficiency, and general satisfaction on behalf of organizations. This goes to emphasize the issue of increasing
the value of the user-centered design with the simplification of the interface, union with user tasks, and improvement of
usability without underestimating the basic features of the system. Enhancing the user experience within the Salesforce
settings, however, is not only about making it look good; it also has a productivity level, stake in system interaction, and
business agenda accomplishment.

1.1. Importance of User Experience Design Strategy

An effective User Experience (UX) design approach needs to be clearly established in an enterprise environment, and in
some cases, such as Salesforce, the system's complexity may impede user interaction and productivity. UX investment is not
limited to the development of visually appealing interfaces; it is the guarantee that digital solutions work properly, are simple
and sensible, and match both user requirements and business goals. Similarly, the subsections below discuss the reasons why a
UX strategy is important in Salesforce implementation.

e Enhancing User Adoption and Engagement: Platforms are unsuccessful in the corporate sector not due to ineffective
features, but rather due to poor usability. A strategic UX design strategy enables users to work within the system
easily and without any sense of frustration. Organizations can achieve a high user adoption rate by streamlining
workflow, reducing cognitive demands and making it simple and easy to navigate. The need to do this in Salesforce is
especially relevant because adoption can have a direct relationship with data quality, process compliance, and ROI.

e Aligning User Needs with Business Goals: UX design strategy serves as an intermediary between user behaviour and
business performance. With the user research, persona development, and task analysis in the system design process,
organizations will be able to make sure that the platform fulfils the workflow of the end-user as well as the strategic



Sandeep Kumar Jangam et al. / IJETCSIT, 4(1), 53-61, 2023

goals of the company. This alignment in Salesforce may come in the form of shorter sales cycles, better customer
service experiences, and improved data reporting.
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Figure 1. Importance of User Experience Design Strategy

e Reducing Training and Support Costs: When an interface is poorly designed, it requires a lot of training and continued
assistance. Transparent UX strategy allows formulating self-explanatory and learnable systems that do not require
heavy training and can decrease faulty behaviors of individuals. Regarding Salesforce implementations, this means
reduced costs and faster onboarding of new staff, allowing them to be productive sooner.

e Agile and Scalable Development Support: A UX strategy is a way of thinking that provides a foundation for
delivering consistent and scalable design practices that evolve with the system. It becomes particularly valuable in an
agile world, where fast iterations may be necessary. Components such as the Salesforce Lightning Design System
(SLDS) allow teams to achieve consistency without being time- and labour-intensive, so that UX becomes a within-
product lifecycle component.

e Motivating Profitable Results: Finally, an effective UX plan helps organizations to evaluate and tune the performance
on such KPIs as task efficiency, customer satisfaction ratings, and conversion ratios. Better UX in Salesforce itself
will cause certain lead conversion, customer retention, and the optimization of the overall processes.

1.2. Develop and Adapt a Salesforce

The implementation and the customization of a Salesforce solution must be viewed with a sense of balance, taking into
account the technical aspects of the platform, specific user requirements and the organization one serves. Salesforce is
characterized by a highly customizable [4,5] environment, which enables businesses to build their custom workflows, modify
standard objects and even add new custom objects as it has a modular architecture. Nonetheless, effective implementation is
more than just a technical implementation; it requires strategic thinking and design engineering of the infrastructure. Achieving
such business processes is one of the main issues in implementing Salesforce, as translating business processes into a digital
form requires efficiency and accessibility on a user-friendly level, which is already a significant step. When organisations
attempt to replicate the legacy complex process without reconsidering it in the context of usability and modern best practices,
many of them stumble. This may cause systems to be cumbersome, unintuitive, and difficult for end-users to navigate.

The most efficient way to build a Salesforce solution is to start with a comprehensive discovery process that includes
stakeholders, interviews, process flow mapping, user research, and more. This will enable the implementation to be based on
real business needs and user flows. Utilising the Salesforce Lightning Design System (SLDS) in the process of customization
means that the interface can be kept consistent, accessible, and in agreement with the current design guidelines set by
Salesforce. Moreover, the Agile approach will permit staged development, regular feedback cycles, and constant iteration;
thus, the system will be more flexible in responding to evolving requirements over time. Scalability is another staunch one.
The CRM requirements of businesses change as they grow. Making the Salesforce solution scalable in terms of data structure,
user roles, and automation makes it viable in the long term. Lastly, the support, training, and monitoring of performance after
deployment are essential to ensure the adoption process is successful. In short, building and evolving Salesforce is not a one-
time technical project, but an ongoing exercise in refinement that involves business strategy, technology, and human-centred
design.
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2. Literature Survey
2.1. UX Design in Enterprise Systems

In Enterprise systems, user experience (UX) design presents special challenges that distinguish it from consumer-centric
application design. Enterprise software, such as Customer Relationship Management (CRM) products like Salesforce, usually
entails complicated workflows, integrations with legacy systems, and a broad range of user personas, including IT
administrators, sales personnel, and others. [6-9] The dynamics of these systems also necessitate a UX solution that serves to
integrate functionality, scalability as well as efficiency without limiting the ability to be usable in the manner stipulated by the
Enterprise UX has to consider maximum complexity, customization as a necessity, a vast user base and stiff learning curve
unlike consumer UX which frequently aims at simple, fast learning amounts of users with its limited audience. These
differences can be well illustrated in Figure 1, where the implication lies in the relevance of a tailored approach required when
designing enterprise software.

2.2. Salesforce Lightning Design System (SLDS)

The Salesforce Lightning Design System (SLDS) is a design framework that can be applied through the consistent and
scalable analytics of Salesforce applications. It consists of a library of reusable components, visual design patterns,
accessibility guidelines, and responsive templates, helping the developers and designers create a cohesive user interface as part
of the Salesforce ecosystem. State that SLDS is an effective tool for increasing the speed of development workflows,
prototyping, facilitating Ul consistency, design, and analysis time. Sticking to a streamlined Ul, SLDS enables teams to focus
more on solving user-specific issues instead of reinventing the wheel on basic interface elements, resulting in an overall
improvement in the total UX quality of Salesforce-based enterprise applications.

2.3. Business-Driven Design

The integration of business goals into the UX design process at the beginning of the product-making process will allow
them not only to comply with the requirements of usability but also serve corporate goals. This process is also known as
business-driven design, in which user requirements are emphasized along with business-strategic results. Other organizations
have made practices such as design thinking popular, in which design and empathy are concerned with users, and iterative
ideation and prototyping are used to create innovative solutions. Such strategies guarantee the support of the users and business
performance through the final product. Business-driven desigh makes products more relevant, adopted, and financially
profitable because aligning UX choices with KPIs and the company's vision makes a product germane, valuable, and
acceptable.

2.4, UX Metrics and KPIs

The results of measuring UX design efficacy help validate design choices and continually improve them. Some of the
most popular UX measures include the System Usability Scale (SUS), which is used to measure perceived usability, the Net
Promoter Score (NPS), which aims to measure user loyalty, and Time on Task, which measures task efficiency. When dealing
with Salesforce applications, more domain-specific measures, such as user adoption rate, feature frequency of use, and lead
conversion rate, offer prescriptive indications into the effectiveness of user interactions with the application. Stakeholders can
use these measures to identify friction points, set their priorities for feature development, and demonstrate that the value of UX
refinement can be directly observed in achieving business objectives.

3. Methodology
3.1. Research Framework

Research
Framework

Qualitative {]uantita?:iue Design Methods
Analysis Analysis

Figure 2. Research Framework
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The current study employs a mixed-methods approach in analysing the importance of UX design in enterprise systems,
such as Salesforce. [10-14] the combination of qualitative and quantitative methods used in the framework makes sure that the
needs of users, the functioning of a system, and the efficiency of design are given a balanced interpretation.

e Qualitative Analysis: This aspect will be through interviewing stakeholders and conducting user journeys mapping.
Different opinions will be gathered, though the stakeholder interviews will assist in uncovering pain points,
anticipation, and aim of end-users, business managers, and developers. A user journey map is a graphical
representation of how the user will navigate the system over the time axis identifying the points of conflict and giving
the chance to solve them. The tools are crucial in giving access to information regarding how people behaved, what
motivated them, and the context in which the system will be used.

e Quantitative Analysis: Such methods include observing Key Performance Indicators (KPIs) and A/B tests. One of the
examples of the measure of the design impact can be KPI monitoring like the amount of adoptions, time the task is
completed or conversion rates. The A/B testing allows the researchers to compare different versions of the design in
the real world to receive the data-driven information to evaluate which particular UX option is more effective. Taken
together, these methods will guarantee that the design solutions will be supported by empirical findings.

o Design Methods: The problem is solved with the help of the thinking design thinking and Agile UX design process.
Design thinking encourages reoccurring process, human-based clarification, and an emphasis on association,
innovation, exhibition and experimentation. Agile UX is a practice that seeks to incorporate user experience design in
an agile software development process that encourages iteration, sharing, openness and gives continuous and
instantaneously feedback. The combination in these processes will encourage an iterative user-centered process that
suits the market interest and those of the users.

3.2. UX Strategy Framework

Based on this research, the UX strategy will also be built under the iterative but more structured process of design, which
will give clear knowledge of user needs and ensure they are fulfilled adequately through feedback and quantifiable results. The
framework is designed using human-centred design and is based on the Salesforce Lightning Design System (SLDS) to ensure
consistency and efficiency.

UX Strategy Framework
Define Personas Rapid slip dysphagia Iterate
sys-SLDS
Measure Impact
Empathize
Deploy
Design User Testing
Wireframes

Figure 3. UX Strategy Framework

e Empathize: The practice starts by empathising with users via interviews, observations and contextual inquiries. This
step involves understanding the users' goals, frustrations, work processes, and the overall environment in which they
operate. Empathy is an essential step in understanding the actual needs of users, primarily because it can be
challenging to associate assumptions with the design intended in modern, complex business systems, where
complexities are inevitable.

e Define Personas: The insights gathered during the empathy stage will be compiled into detailed user personas. These
characters represent the main classes of users and describe their actions, motivations, problems, and targets. The
definition of personas also promises design choices based on the requirements of real people, rather than impersonal
models, and thus, more adequate solutions.

o Design Wireframes: Low-fidelity wireframes are created with personas in mind to represent potential solutions.
Wireframes are a method of describing important interface components and paths that the user takes. Naturally, they
are used as a communication tool between designers, stakeholders, and developers. This step involves layout,
structure, and navigation, rather than visual styling, and as such, lends itself to fast iteration and testing.

o Rapid slip dysphagia sys-SLDS: The wireframes are, subsequently, converted into interactive prototypes via the
Salesforce Lightning Design System (SLDS). SLDS offers an inventory of usable parts and design guidelines that
create consistency in its Salesforce environment. Using SLDS to prototype shortens cycles, reduces design debt, and
ensures the UX aligns with platform expectations.

e User Testing: This takes the form of user testing of interactive prototypes to ascertain how people can use it, their
comprehensiveness and their level of satisfaction. By using user testing, the pain points can be found, misconceptions

56



Sandeep Kumar Jangam et al. / IJETCSIT, 4(1), 53-61, 2023

can be disclosed, and assumptions concerning the design can be proved. Such a move is necessitated by the need to
keep the interface in the expectations of the users as well as the adoption of key tasks with guidance.

e lterate: Using user input on the test, the design changes and improves. It is quick because of its iteration, and it is
decent in that it serves to fulfill the objective of rectifying any issue of usability before its application. This trial and
error process will cause the eventual solution to evolve and become nearer to the needs of the user.

e Deploy: The design is tested and iterated and finally is deployed to production. The proposed deployment process
itself requires the collaboration of the development teams with the UX designers and the IT team so as to present the
deployment of the solution as envisaged and integrated into the existing systems.

e Measure Impact: After completion of the UX solution, its impacts can be measured on the base of key performance
indicators (KPIs), such as user adoption rate, time of task completion, satisfaction levels, and conversions. By
measuring the results, the accountability is gained and an array of data is received to make additional design
decisions, which would seal the loop of UX strategy.

3.3. Tools and Technologies Used

The project makes use of an integrated package of design, development, and analytics technologies with the view to
enabling a complete UX strategy within the Salesforce setting. Each of the tools has different purposes: one tool in design,
another in prototyping, another in implementation, and another in evaluation.

TOOLS AND TECHNOLOGIES USED
| : Do 20
Salesforce Lightning SLDS Framework Adobe XD, Figma Salesforce Reports,
Experience Google Analytics

Figure 4. Tools and Technologies Used

e Salesforce Lightning Experience: Salesforce Lightning Experience is the new, component-driven user interface of
Salesforce, designed to increase productivity and simplify workflows. It provides a dynamic framework for creating
customizable enterprise applications using reusable components and dynamic pages. Its user-friendly interface and
built-in features allow quick implementation of solutions that are user-focused and fit the organizational context
requirements.

e SLDS Framework: Salesforce Lightning Design System (SLDS) The Salesforce Lightning Design System (SLDS) is
an open-source front-end framework used to provide visual and functional consistency to Salesforce applications. It
also has a multifaceted collection of design tokens, component blueprints, and utility classes that are responsive and
accessible. With SLDS, designers and developers will be able to maintain consistent design and Ul, as well as ensure
brand compliance, while also speeding up the design-to-code process.

e Adobe XD and Figma: Adobe XD and Figma are prototyping and UI/UX design tools that are strong UI/UX design
tools with prototyping capabilities. These are collaborative design tools that help teams iterate on real-time interface
ideas. Figma has a browser-based structure, which is especially useful for cross-functional interaction. Adobe XD, on
the other hand, features powerful prototyping and animation capabilities, allowing for the simulation of how users
will interact.

o Salesforce Reports, Google Analytics: In order to estimate the effect of changes in UX, Google Analytics and
Salesforce Reports serve to monitor the behaviors of the users and the performance of the system. Google Analytics
allows you to see how and how long people are using a web-based interface, as well as their interaction patterns. The
Salesforce Reports provide further, platform-specific data, such as user acceptance, lead conversion, and feature
usage. In combination, these tools enable the use of data-driven decisions throughout the UX lifecycle.

3.4. Sample Case Study: Retail CRM Implementation

The transition of Salesforce CRM into a mid-sized-sized retail chain that wanted to streamline its sales, store operations,
and customer service processes was carried out in the form of a case study. [15-18] Taking into account the unique
requirements of three main user personas (sales representatives, store managers, and customer service agents), the UX strategy
was modified to accommodate them properly. Both groups had their individual needs in their daily operations, which guided
the use of SLDS to design and customize the Salesforce Lightning Experience. Sales representatives are in charge of working
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in a busy retailing environment that needs a prompt and instinctive procedure for customer records, product rosters, and sales
ratings. Due to this requirement, we adopted the CRM interface that simplified the layout structure and layers of navigations in
the system so that reps could update and execute lookups on their way to the prospect/client. Instead, the store managers
required an understandable and in-time overview of the inventory, sales patterns, and staff feedback. In the case of this
persona, data visualization widgets and drill-down reports were integrated into their dashboards, and it was easy and non-IT-
assisted to make informed decisions.

Meanwhile, customer service agents were interested in providing a high level of support and required extensive
knowledge about the customer's history. To facilitate this, dynamic record pages have been introduced, which provide a 360-
degree view of each customer, including prior purchases, service interactions, and a history of communications. The usability
test showed the achievement of more usable systems and satisfaction among users when persona-driven UX design is applied.
The CRM system enabled tasks to be completed more quickly, associated with fewer mistakes made by users, and an increased
engagement rate by integrating particular UX attributes with the functional scope of various users. The main lessons taken in
this case study are the usefulness of the enterprise software UX customization with empathetic design and the necessity of
exploiting such software as SLDS, which translates into the consistency of the user experience and, at the same time, the
flexibility across different business operations.

4. Results and discussion
4.1. KPI Evaluation

Key performance indicators (KPIs) related to enterprise CRM performance were used to measure the success of the UX
redesign. Upon comparing metrics before and after the design upgrade, the work of user-centred updates is also understood in
the context of user engagement, efficiency, and satisfaction, as well as business outcomes.

Table 1. KPI Evaluation

Metric Before UX Redesign (%) | After UX Redesign (%)
User Adoption Rate 58% 85%
Task Completion Efficiency 56.9% 100%
Customer Satisfaction 64% 92%
Lead Conversion Rate 12% 21%
120%
100%
100% 92%
85%
80%
58% 56.90% o4%
60% ° =
40%
21%
20% 12%
0%
User Adoption  Task Completion Customer Lead Conversion
Rate Efficiency Satisfaction Rate

Before UX Redesign (%) After UX Redesign (%)
Figure 5. Graph representing KPI Evaluation

e User Adoption Rate: Following the UX redesign, the user adoption rate improved dramatically to 85% compared to
58%. It is a positive sign that more employees became engaged by actively using the system, which means that the
new interface was more intuitive, easier to access, and took into consideration the user's working experience. The
faster the adoption rate, the better the ROI and the improved compliance rate within the departments.

e Task Completion Efficiency: The efficiency of task completion increased by 56.9% to 100%, which means that the
average time assigned to perform critical tasks decreased significantly, from 7.2 minutes in the former case to 4.1
minutes in the latter. This became one of the gains of enjoying efficient navigation, better interfaces, and feature
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optimization by roles to execute the activities faster. Such efficiency can result in a significant increase in productivity
in an environment like a retail CRM, which has high volumes to cover.

e Customer Satisfaction: Being expressed as a five-point scale and re-stated in percentage form, customer satisfaction
improved to 92%, whereas it was only 64 % previously. This implies that users enjoyed using the revamped system
more than the previous version, and it was more beneficial in helping them achieve their objectives. The increased
satisfaction can frequently be attributed to a greater degree of usability, less frustration, and more confidence in using
the system to attend to customers.

e Lead Conversion Rate: The conversion rate of leads almost doubled, reaching 21% from 12%. The indicator measures
the CRM system's proficiency in facilitating sales. The user experience enhancements that brought clarity on how to
track leads, follow up, and access pertinent customer data likely contributed to this sales performance, and this clearly
indicates the business value of user-centred design.

4.2. Qualitative Feedback

Following the redesigning of the CRM based on Salesforce UX, qualitative measures were made by use of interviews,
usability tests, and open-ended surveys. Overall, the interface was much more satisfactory on the part of users, especially
referring to the ease of navigation and the minimal cognitive efforts of users necessary to accomplish their tasks. All this was
typified by the fact that prior to the re-design of the system, the system was flooded by the many users who termed it as
overwhelming with sprawling information, cherry picked workflows; a phenomenon that led to confusion and the delay of
tasks. These were covered through the redesigned interface, which was created using the assistance of the Salesforce Lightning
Design System (SLDS). In this method, a more organised and visually homogenous framework was used hence finding your
way through the system was simplified. Users also emphasized the ease of new navigation infrastructure where it took shorter
clicks and less time using the system navigating to get the needed feature as some pointed out searching customer records,
updating sales leads, or checking inventory could be carried out with less clicks and time spent in the system using less
features.

This simplification not only increased productivity but also provided a positive experience, as users felt more secure and
oriented when using the system. The streamlined experience lowered the learning curve for new users and non-technical
functions, decreasing reliance on formal training and accelerating onboarding. The use of SLDS components consistently led
to a more professional and trustworthy look and feel, and evoked several comments from users that the interface became clean,
modern, and reliable. Such reliability in the use of Ul elements (buttons, input buttons, layouts, etc.) not only aesthetically
enhanced it, but also supported predictability in user interaction. This factor further increased user usability and satisfaction.
Moreover, the customer service representatives found it easy to use the dynamic record pages, which clearly showed full
customer profiles, helping them to answer queries more effectively. To conclude, the qualitative report highlights the main
centralizations that the redesign contributed positively to usability, confidence, and many other user experiences, so the design
moves were justified during the project.

4.3. Discussion

As the results of this study show, even a generally established UX strategy, incorporated into Salesforce with the help of
some tools, like Lightning Design System (SLDS), can result in quantifiable enhancements of user experience and business
metrics. The record of achievements of the redesign process emphasizes the value of combining the principles of user-centered
design activities with organizational objectives and Key Performance Indicators (KPIs). Specifically, by prioritizing user needs
over the process of the design, and aligning the same with the business goals, such as conversion of leads, efficient execution
of tasks, and adoption by the user, the project ensured that the UX improvements turned into the value brought to the company.
These improvements in task completion speed and the higher user benefit rate further support the opinion that an engaging,
goal-oriented interface is the key to keeping the audience interested and maintaining high performance levels. Among the
primary drivers of this success, it is possible to note the introduction of an Agile UX philosophical background that helped to
make prototyping, an iterative design approach, and the collection of continuous stakeholder feedback easy.

The method Agile UX made the cross-functional teams work together in the development cycle and were constituted of
designers, developers, and business stakeholders. This sort of flexibility has made sure that the design is more of a real time
changeable one depending on user testing and other business needs. Namely, the strategy of getting end-users involved in
usability testing and feedback loop earlier in the process made it possible to identify pain points and make more informed
decisions. It also helped the stakeholders to create a sense of ownership and trust in them and as such, helped contribute to the
adoption of the new system. Also, SLDS offered a very good starting point of visual and functional consistency across the
application which not only saved development time but also made the user experience more consistent and professional.
Overall, the concept of the reviewed combination of UX mechanics and Salesforce apps is defined by the authors as a
business-minded solution rather than a technical one. It facilitates scalability, user experience and sustainable digitalization
within business environments.
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5. Conclusion

The given research outlines the effect of implementing an effective UX strategy in the Salesforce environment. It should
be stressed that careful design and a thoughtful approach to user experience can be one of the leading business promoters.
Through a careful combination of the user-centred design approaches and utilization of Salesforce tools, namely Salesforce
Lightning Design System (SLDS), the organizations will be able to reduce the complexity that usually comes with enterprise
systems. Having personas that aligned with specific business objectives yielded more intuitive interfaces, increased efficiency
in task completion, and higher system adoption, as observed during the project. Both visual and functional consistency are
achieved by using SLDS, and it also made development faster due to the reusable components and Ul patterns aligned with the
platform. Moreover, such Agile UX practices allowed the iterative process, which resulted in the constant participation of
stakeholders and the timely reaction to feedback, so that the solution adjusted to the needs of users and the goals of the
organization improved. The findings, including the growing user satisfaction, decreasing task completion time, and the lead
conversion rate, support the idea that the well-planned UX approach should not be deemed as a design endeavor, but rather as a
respective business strategy.

In the future, several opportunities may arise to enhance the efficiency and intelligence of UX in Salesforce environments.
Integrating Al to enhance predictive UX personalization is one of the potential areas to consider. With Al analysis of user data,
user needs can be predetermined and real-time adjustments can be made to website or application interface components, which
makes the overall experience more personified and streamlined. This is particularly beneficial when applied to the CRM
situation, where productivity requires contextual relevance. The next direction in future development is the integration of
automated tools for UX audit that can be designed specifically for Salesforce applications. The tools may assist in proactive
detection of issues with usability, by detecting patterns of user interaction, testing against accessibility guidelines and judging
interface consistency. Also, the potential is high to extend the persona-based A/B testing capabilities. With the division of tests
based on specific user personas, e.g. sales reps, managers, or service agents, organizations can get a better understanding of the
user groups and reactions to changes in design. Such precision in targeted testing may result in more precise UX choices and
enable the accommodation of heterogeneous user requirements in business systems. To sum up, Salesforce is bound to
continue changing, and the strategies of the UX, which support this change, should follow the same path by integrating Al,
automation, and higher personalization to keep up with the increasingly high demands of the digital business context.
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