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ABSTRACT: This work proposes the quantitative measures of Salesforce automation effect of three key CRM operations,
which are quote approvals, rebate approvals, and customer course approvals. Findings obtained on a baseline of 90 days
and a post-deployment of 90 days indicate that there have been significant changes in regard to the speed of the processes,
their accuracy, and decrease in the number of man-hours performed manually. Flow Builder, Dynamic Forms, and
Invocable Methods Apex along with each other helped to lessen the time of operation of the processes, reduce errors, and
reduce the rate of rework of the thousands of transactions. The results affirm that the use of low-code automation allows
generating quantifiable returns on performance and consistency. The evidence indicates that Salesforce Flows are very

effective in enhancing reliability and efficiency in CRM business at the enterprise level.
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I. INTRODUCTION

Salesforce Flow automation is emerging as a significant
device to enhance the processes of businesses in the
contemporary CRM. The use of manual process, email
approvals, and repeated data entry is still relied on in many
organizations thereby causing delays and errors. In this
research, the scholar questions the abilities of Salesforce
Flows to address these issues in a quantitative manner. The
pre- and post-automation analysis performed three
processes, i.e., quote approvals, rebate validations, and
customer onboarding. It was aimed at gauging actual speed,
accuracy, and reduction of workload. Focusing on the
comparison of baseline and post-automation data, it is
possible to demonstrate that structured automation can
provide unambiguous and repeatable advantages to the
functioning of enterprises in this paper.

II. RELATED WORKS
Low-Code and No-Code Platforms

Low-code and no-code (LCNC) solutions have caused a
significant change in organization-level digital system
design and automation. The essence of LCNC is the
elimination of the reliance of full-time developers and
enabling citizen developers to create applications by giving
visual interfaces [1].

The above platforms enable countries to achieve a quicker
turnaround on the software production and assist the
companies to cope with the blistering development of
software demand which has surged at a pace much higher
than the industry can provide workforce whether in terms of
services of talented developers.
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It was found that during the Covid-19 pandemic, businesses
have increased the pace of digital transformation, and this
required solutions that minimize the complexity of
programming to ensure that even those who do not know
about technology can build basic business apps [8].

LCNC platforms are also associated with accelerated
development, in addition to accelerating the implementation
of digital transformation in various fields, including
healthcare, finance, logistics, and retail. They allow
organizations to automatize their processes, combine data
sources and facilitate real time decision making despite the
few technical resources [1].

These platforms have limitations like the safety of data and
compliance with regulations and dependency on the
platform that organizations should take into consideration
by adopting the open technology on a significant scale
[1][8]. The other problem that has been prevalent in the
literature is that some LCNC tools lack intuitiveness, thus
making it hard to the new user to become accustomed to
these tools easily [5].

Research carried out among students who used CRM system
revealed that, though users liked the exposure and realized
the importance of CRM system, a significant number
reported that the tools were not easy to use without the
training [5]. This is consistent with the general concerns
regarding LCNC adoption these platforms may be easy to
use, but the reality is that user training, tool design and
support infrastructure will have a significant impact on the
experience.
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These LCNC developments are particularly significant in
the framework of Salesforce, as Salesforce Flows are one of
the strongest systems of low-code automation nowadays.
Just as LCNC platforms build general applications faster,
Salesforce Flows enable the automation of CRM to build
automation without excessive Apex code quickly by
providing an administrator with visual means to create it.
This wider development of LCNC systems gives the basis
of the so-called automate everything strategy in Salesforce
Flow literature.

Al Integration in CRM

Artificial Intelligence (Al) is starting to become a necessary
feature of CRM systems as it enhances the process of
making decisions, personalization, and the ability of a
business to process a significant amount of information
about customers. The available literature emphasizes the
fact that the implementation of AI-CRM integration cannot
be achieved by merely incorporating predictive models into
the process. It is possible to conclude that ethical utilization
of data, centralized data on customers, recurrent retraining
models and user involvement during the system lifecycle are
the keys to success in adoption [2].

The other new direction is the combination of Al
functionality with low-code platforms. It has already been
revealed that Al powered low-code systems now are able to
offer predictive analytics, workflow automation, and
personal user experiences allowing organizations to develop
intelligent solutions without exceptional technical skills [4].
These low-code systems that rely on Al assist companies to
explore, experiment, and create faster and inexpensively
because of their experimental nature and functionality to
tackle the challenges faced during operations.

According to the literature, the Al-enabled low-code
systems create a number of opportunities, which include
enhanced efficiency of workflows, less repetitive manual
work, and the occasion to make employees work on
strategic work [4][9]. There are also problems. Among the
frequent issues, it is possible to list the lack of experienced
workers, knowledgeable of the business processes and Al
technology, challenges of adapting AI solutions to the
existing systems, and opposition of non-technical workers
who might feel overwhelmed by the new technology [4][9].

Salesforce has been no exception and has implemented Al-
based capabilities as part of its ecosystem of flows,
including predictive suggestions, dynamic decision flows,
and error-mileage routes. The same points can be made
based on prior research stating that, it is crucial to have
continuous user engagement in CRM-AI systems which
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directly relates to the Salesforce suggestion to constantly
control Flow performance, analyse faults path, and update
automation logic. Therefore, the current researches on Al-
CRM and AI-LCNC systems can serve a solid theoretical
foundation on the changing patterns of Salesforce Flows
into intelligent automation systems.

Flow-Driven Transformation

The Salesforce automation has changed dramatically during
the last ten years where simple rule-based workflows have
been replaced with role and logic-driven, Al-enabled
automation with Salesforce Flows. Studies indicate that
Salesforce Flows have an ability to process simple additions
and sophisticated business operations like approvals,
recruitment, and validation of information across multiple
systems [3]. Such capabilities minimize the use of manual
labor, enhance the accuracy of data and enhance consistency
of the process.

Salesforce Flows are low-code and high capability tools.
Visual builders will help admins to create automation, and
Apex Invocable Methods will give the developer the option
to add complexity to the platform in instances where more
complicated logic is needed. This twin-layer structure is
very similar to the trend in the industry of combining LCNC
tools with conventional programming to expand its
flexibility to the greatest possible extent [1][3][7].

There are challenges although there are strong capabilities.
Empirical studies on CRM systems indicate that the system
suffers widespread problems of usability, data management
and complexity of integration on the challenge of
automating processes [5].

The same can also be said about Salesforce Flows, which
can be problematic in large enterprises with complicated
data structure and the necessity of integrating multiple
systems. Automation delays, system error or unhandled
exception might be the result of problems inefficiencies in
queries, unnecessary loops or poorly implemented
determination of faults paths.

The research on digital transformation in enterprises proves
that an efficient automation can contribute greatly to the
efficiency of operation. As an illustration, an agency of
child welfare on Salesforce has seen significant gains in the
time of processing cases, adherence, and customer
happiness after unifying workflows and automating duties

[6].

These results confirm the notion that a real impact can be
achieved in case of the ongoing support by the appropriate
change management approach, user training, and
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optimization via repetitions, the Flow-based automation can
produce the desired effect.

Structured automation frameworks are also important to
other literature. Regarding the framework of the SMEs, Al-
driven automation of workflow enhances the workflow
efficiency, minimizes human error, and enhances the
decision-making process with centralized data integration
and predictive analytics [9]. The principles are a reflection
of the Salesforce guidelines regarding how to design a flow
- centralization of data, efficient decision-making paths, and
routine tasks should be automated.

The studies in other areas always indicate that automation
systems are successful in case of low-code development
integration with the administration of Al-based intelligence
and formalized governance. The Salesforce Flows also
share the same model; hence they are viable in automating
intricate CRM settings at the enterprise level.

AlI-Driven Automation

It can be seen in the literature on LCNC platforms, robotics
automation, adoption of CRM, and enterprise Al, it has a
universally present pattern: organizations are shifting to
systems that need minimal coding, can be customized to fit
any desired application, and are being introduced to scales
of smart automation. Robotics automation studies have
stressed the fact that the low-code tools are becoming
inevitable as they allow to design the process quicker and
relieve the heavy workload of highly experienced
programmers [7]. The trend follows the trend of the larger
business environment with organizations moving away
towards procedural businesses to automated businesses.

Another thing that is being raised in research is the fact that
most organizations are using LCNC tools due to the fact that
it helps in rapid prototyping, expedited delivery processes,
and reduced cost of development [8][10]. These advantages
are also evident in Salesforce, with the administrators able
to create automation speedily with Flow Builder without the
need to write Apex code.

Digital transformation is one of the elements that is
recurrent across the studies. Be it child welfare systems [6],
SME automation [9], or CRM training settings [5],
organizations are using digital tools to enhance the
efficiency of their operations and lessen their manpower and
improve the overall service delivery.

The role of humans is not being taken away by Al and
automation but instead augmented with monotonous work,
better-quality data, and giving the staff a chance to use the
time on more important matters. The Salesforce Flows work
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within the same philosophy, as they are used to automate the
daily CRM processes, as well as assist employees with logic
that is dynamic and contextual.

The literature confirms the notion that the idea of automate
everything does not imply substituting human judgment but
instead  establishing  well-disciplined = automation
architecture, which makes the process more accurate,
compliant, and time-to-value-oriented, which are the values
of Salesforce Flow implementations.

III. METHODOLOGY

The research employed in this study was a quantitative
approach because the researcher aimed to quantify the
efficiency of Salesforce Flows in automating processes,
ensuring data accuracy, and improving process performance
in CRM settings in an enterprise.

The purpose of the methodology was that the numerical
evidence will be gathered to demonstrate how the various
components of Flow: Flow Builder, Apex Invocable
Methods, Dynamic Forms, and decision logic may bring
measurable improvements a business process. They were
designed based on a systematic, data-driven approach to
make results unreliable, repeatable and applicable to
comparison with other use cases.

The study carried out by the researchers comprised four
primary stages, which included the selection of the process,
data collection, Flow implementation, and performance
measurement. During the initial step, three Salesforce
business processes were chosen that have high volumes and
include: quote approvals, rebate validations and customer
onboard journeys.

These processes were selected as they use multistep logic,
multiple sources of data, and high values of records. All
these processes already had their manuals or old-time
automation measure in place hence made it possible to
compare the old and new performance by using numerical
pointers.

During the second stage, baseline data was obtained based
on the records of production and system audit over 90 days.
The metrics that were used as the baseline were average
time of processing, number of steps that were performed
manually, error rate, cases of reworks, and number of user
interventions that were made to complete the process.

In every process, there was of course a statistical validity
where at least 2,000 real-life transactions were examined.
The data set at baseline was placed in an organized
spreadsheet which will allow another comparison to the
Flow-enabled environment in the future.
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The third stage was centred on Flow development and
deployment. All processes were redone by Salesforce Flow
Builder involving the assistance of Apex Invocable
Methods to manage complicated logic and other external
calculations. In the onboarding case, Dynamic Forms were
applied in order to make the data entry user-friendly and to
be accurate at the field level.

Certain best practices that the Flow designs adhered to
include use of sub flows, modular decision paths, scheduled
paths, and error-handling fault paths. Global development
and testing were done in a sandbox environment. The Flows
were installed in the production by using change sets after
validation and the monitoring was enabled by using
Salesforce debug logs, and Flow error logs.

The fourth phase involved that after the Flows were
deployed, another period of 90 days was taken to collect
new performance data. Measures that initially exist during
the baseline were taken once more: time spent on the
completion of the process, the number of manual steps, the
number of errors, the number of interactions with the users,
and the number of reworks.

All the metrics were measured in thousands of new
transactions. Comparison was done statistically in terms of
percentage change, mean improvement, and variance
reduced. This was intended to evaluate the direct effect of
Flow automation on speed, accuracy and consistency.

All data has been collected by referencing Salesforce system
logs to avoid human bias as it is essential to be reliable and
eliminate it. The data used was subject to large sample sizes,
and the interpretation was not subjective to ensure that the
results were valid. The evaluation of system timestamps,
automated error logs, and the approval logs was conducted
independently.

It is a quantitative and structured approach to evaluation of
Salesforce Flows. Through the application of pre- and post-
automation data, the study proves how Flow-based
automation can bring actual enhancements to the work of
enterprise CRM.

IV. RESULTS
Overall Impact of Salesforce Flow Automation

he quantitative findings of this paper demonstrates that
Salesforce Flows resulted in obvious benefits in all three
business operations, the quote approvals, rebate validations,
and customer onboarding. When compared to the pre-
automation and post automation data, there are great
improvements of speed, accuracy and manually elimination
of situations. These were made improvements in terms of a
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number of thousands of transactions measured at the
lifetime of the 90-day baseline, and the 90-day post-
deployment.

Process completion time was the most apparent and the
automation of processes had minimized the time wasted and
reduced the costs of completing the process. The statistics
also indicate that the number of manual touchpoints
decreased significantly and it contributed to the decrease of
user workload, as well as, to the increase in consistency. The
minimization of the number of errors also speaks of
automated validations, fault paths and structured decision
logic that had eliminated wrongful entry of data and
incomplete submissions.

The net impact of these results is that in addition to
accelerating work flow, the automation of Flow provided a
more controlled and dependable environment to conduct
CRM business. The summary of the changes is presented in
Table 1.

Table 1. Performance Before and After Flow

Automation
v 2 Before | After %
P Flows Flows | Improvement
Combined)
Average process 18..4 6.7 63% faster
time mins mins
Per transaction
manual 7.3 2.1 71% reduction
processes.
Error rate 12.9% 3.2% 75% reduction
Rework cases 8.1% 2.6% 68% reduction

Those findings verify that the combination of Flow Builder,
Apex Invocable Methods, and Dynamic Forms resulted in
an efficient and more predictable process. The enhancement
is especially significant in the context of major businesses
to which the insignificance of a single transaction is
multiplied by thousands.

Overall Performance Before vs After

Manual Steps Erfor Rate Rework Cases
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Quote Approval Cycle

The process of quote approval reflected some of the biggest
improvements since it initially contained numerous points
of decision-making that were manual. In pre-automated
days, the sales teams were required to enter their data
manually, verify the eligibility conditions, wait until their
approvals come in via emails, and perform rework multiple
times because the information was not available. These
steps have been taken over by Salesforce Flows and
automatizations, guided screens, auto-routing of approvals,
and automatic updates.

Following the implementation of Flow, the average time of
making quote approvals declined significantly. Automation
also brought checks on real-time rules through the Apex
Invocable Methods and this served to identify missing or
invalid data on quotes prior to submission. This made the
rework incidents to be at a lower level. The results of this
particular process are condensed in table 2.

Table 2. Quote Approval Performance

. Before After %
Metric
Flows Flows Improvement
A
Verage 24.6 8.3
approval cycle ) . 66% faster
k mins mins
time
Dat t ’
ata entty 9.8% | 2.1% | 79% reduction
errors
R k
ewor 132% | 44% | 67% reduction
requests
Manual checks | 5.1 per 1.3 per 749% reduction
needed case case

This is because of refined speed as a result of automated
decision elements that superseded human approval routing.
Intelligent fault paths were also rather significant as they
performed the faults on the spot rather than allowing them
to seep into the downstream systems.

Dynamic Forms which modified visible fields according to
the situation has the positive impact of reducing the number
of errors in the data entry. This did not allow the users to
mistakeably fill up irrelevant fields or leave mandatory
fields. The results also indicate that the workload of the
quote approval was more stable since the automated routing
eliminated the intermittent delays due to the approval
processes through emails in the past.
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Quote Approval Metrics Before vs After
25

20

Approval Time Errors Reworks Manual Checks

Quote approval cycle shows that traditional low-code
automation can easily provide direct decreases in operations
bottlenecks and provide more effectiveness and compliance.

Rebate Validation Efficiency

Rebate validation is a data intensive operation that entails
product documents, a history of purchases by customers and
the corrections of their finances and rules. Prior to
Salesforce Flows, this process was problematic as it
contained errors in the form of manual checks and delays
incurred in the offense of cross-referencing information in
various Salesforce objects.

Rebate validation appeared to be more uniform after
implementing Record-Triggered Flows as well as Apex
Invocable Methods. Eligibility, data on purchase could be
matched and performed automated logic that initiated
follow-up activities without forcing the user to go through
several screens. This generated quantifiable speed and data
precision.

The greatest improvements were made on the errors. As the
rebate was calculated manually before, minor error every
time resulted in correction cycles. Most of these were
eliminated by the new automated rule engine that was
created within Flows. The improvement of the performance
is demonstrated in Table 3.

Table 3. Rebate Validation Metrics

. Before After %
Metric
Flows Flows Improvement
A 15.2 4.9
Vc.arag.e . . . 68% faster
validation time | mins mins
lculati
Calculation 114% | 3.7% | 68% reduction
errors
Manual cross- | 4.2 per 0.9 per 79% reduction
checks case case
Rebat .
coate 6.9% | 25% | 64% reduction
disputes
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These advances indicate that the Flow automation making
resulted in less reliance on human judgment to make rule-
based decisions. Moreover, automated work assisted in
ensuring consistency in all cases of rebates which otherwise
cannot be done when a user interprets rules manually.

The decline in the number of rebate disputes is particularly
significant to the organization
dissatisfaction is one of the very probable outcomes of
financial disputes. Automation of the flows meant that the
rule checks and computations were anchored on common
sense as opposed to personal TIBs.

since  customer

Rebate Metrics Scatter: Before vs After

After

Customer Onboarding and Data Accuracy

Customer registration is a large volume process which has
numerous data fields and checks. Without automation,
important fields were not remembered or only half-filled
forms were submitted and this made the downstream
operations such as creation of an account, setting price,
switching on services to be incorrect.

Dynamic Forms and Screen Flows benefited this process
greatly as they made the entry of the data much easier and
provided the user with each step through which to go. Fields
were also implemented only when needed and certain
pertinent fields were implemented using forced rules by the
system. This led to a reduction in the number of errors and
rework in data.

Radar Chart: Normalized Overall Metrics
Manual Steps

Error Rate Process Time

Rework Cases

Scheduled paths were also useful in the onboarding process
since it automates follow-up activities, including the

IJRITCC | January 2026, Available @ http://www.ijritcc.org

welcome emails, building support cases, and updating
internal dashboards. This minimized the handoff work done
manually by departments.

Due to quantitative data, the onboarding process was
predictable and had significantly fewer corrections.
Onboarding does not presuppose such intensive calculations
as rebate validation, but the improvement in the accuracy of
the data was strong.

The other significant discovery is that user satisfaction has
improved. Though this is not a numerical in this paper,
internal feedback in terms of system logs indicates that there
is a reduced number of user-initiated edits as well as less
support tickets based on onboarding. This implies that
Flows established a better and more pristine customer
experience and employee experience.

The outcomes indicate that Salesforce Flow automation
promotes efficiency and operational efficiency in addition
to data quality that is crucial to all the downstream CRM
functions. Throughout all three processes, Salesforce Flows
represented a boost in processing time, accuracy and
reduction of the workload that could be measured.

Automated validation was essential to avoid errors, and the
structural path of decision-making was well in place to do
this, and the Apex Invocable Methods were used to achieve
this with more intricate logic. Dynamic Forms made user
experience easy through simplified data entry process.

The fact that there are no significant differences in the
improvements in various forms of workflows such as
financial, operational and customer facing seems to indicate
that Flow automation can be scaled and flexible. These
numerical data endorse the notion that Flow automation can
be used not only under simple operations but also in
complicated processes of an enterprise.

V. CONCLUSION

The results are clear and indicate that salesforce flow
automation significantly influences the performance of
operations in a positive way. In the three processes,
automation improved time saving, manual processes, and
minimized errors and enhanced consistency and reliability.
Flow Builder, Apex Invocable Methods, and Dynamic
Forms are some of the tools that were used to streamline the
workflow and better handle data. The process of approving
quotes improved, rebate approvals were also more precise
and customer onboarding was less prone to making changes.
These advances indicate that the Flow automation is
scalable and applicable in handling other forms of CRM
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tasks. All in all, Salesforce Flows offer a viable and
quantifiable means of streamlining the enterprise processes.
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