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ABSTRACT
This research developed a unified Time-to-Market (TTM) measurement framework for digital journeys delivered on the Salesforce platform using OmniStudio and Flow. The study addressed the inconsistency, manual effort, and limited visibility that characterize current TTM tracking in Salesforce delivery initiatives, standardizing initiative intake, guided milestone capture, stage-gate validation, lifecycle monitoring, and automated KPI computation within a single, configuration-first artefact that practitioners can adopt without bespoke code. A descriptive-developmental-evaluative quantitative design was executed through Agile sprints covering requirements, design, build, validation, and stakeholder evaluation. Three instruments were administered to thirty (30) Salesforce IT respondents across insurance, utilities/energy, financial services, manufacturing, technology, and public service: a Pre-Development Needs Assessment, an ISO/IEC 25010 expert evaluation, and a Post-Development Stakeholder Evaluation. KPI computations were independently validated through manual recalculation and boundary testing. Findings showed that Salesforce Flow achieved very high adoption across all represented industries through its backend automation, approval routing, and process standardization capabilities, while OmniStudio added value primarily in customer-facing guided journeys and frontend orchestration; a hybrid OmniStudio-plus-Flow configuration received the highest perceived-effectiveness rating. The framework processed 225 initiatives, 592 milestone records, and 245 computed KPI records, producing multi-sector TTM summaries including average cycle times of 76.0 days for insurance and 138.0 days for public sector. ISO/IEC 25010 evaluation yielded an overall rating of 4.61 (Excellent), led by compatibility (4.75), functional suitability (4.74), and security (4.74). One-way ANOVA across sector groupings detected no statistically significant differences (p > 0.05), indicating consistent performance across sectors at the available sample size. The study contributes a reusable, configuration-first reference architecture for measuring TTM on Salesforce and offers a basis for further research on cross-organizational TTM benchmarking with stratified sectoral sampling.
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 INTRODUCTION
Organizations are increasingly required to deliver digital services faster, more consistently, and with clearer operational visibility. In modern enterprise environments, digital journeys are no longer limited to simple online forms or isolated customer touchpoints. They now involve guided interactions, automated approvals, milestone monitoring, integration with external systems, reporting dashboards, and governance controls. For many organizations using Salesforce, OmniStudio and Flow have become important low-code tools for configuring these journeys.
Despite the growing adoption of low-code tools, a persistent problem remains: delivery speed is often discussed but not consistently measured. Different teams may define time-to-market from different starting points. Some may measure from concept approval, others from build start, and others from production release. This creates inconsistent reporting and makes it difficult to compare delivery performance across projects, departments, and sectors.
This study responded to that gap by developing a unified time-to-market measurement framework for Salesforce-based digital journeys. The framework was designed as a reusable software artifact that standardizes initiative intake, milestone capture, stage-gate validation, lifecycle monitoring, indicator computation, application programming interface-based integration, and dashboard reporting. Instead of treating time-to-market as a general claim of faster delivery, the study treated it as a measurable and comparable delivery-performance construct.
The study focused on Salesforce information technology community respondents from multiple industry contexts, including insurance, utilities and energy, financial services, manufacturing, technology, and public service. It examined how Salesforce OmniStudio and Flow were used in digital journey delivery, developed a framework for standardized measurement, evaluated the framework using ISO/IEC 25010:2023 Product Quality characteristics, and gathered stakeholder feedback on governance capability, operational effectiveness, framework practicality, adoption readiness, and scalability.
The main objective of the study was to develop and evaluate a unified framework for standardized cross-sector collection and analysis of time-to-market data using Salesforce OmniStudio and Salesforce Flow. Specifically, the study sought to assess platform adoption, design and develop the framework, evaluate software quality, and determine stakeholder perception of the framework’s practical value.
METHODOLOGY
The study employed a descriptive-developmental-evaluative quantitative research design with limited qualitative improvement notes. It was descriptive because it examined how Salesforce OmniStudio and Flow were used by Salesforce IT community respondents across multiple industry contexts. It was developmental because it produced a working Salesforce-native software artifact. It was evaluative because the completed framework was assessed using ISO/IEC 25010:2023 Product Quality characteristics and post-development stakeholder evaluation.
The framework was developed using Agile Software Development, covering requirements gathering, design, build, validation, and stakeholder evaluation. The artifact was organized into four functional capability groups: integration, validation, monitoring, and reporting. These included standardized initiative intake, API-based data integration, guided milestone capture, stage-gate validation, lifecycle monitoring, Flow-based KPI computation, and dashboard-based analytics.
Thirty Salesforce IT respondents participated in the study. They represented multiple sectors, including insurance, utilities/energy, financial services, manufacturing, technology, and public service. Three research instruments were used: a Pre-Development Needs Assessment, an ISO/IEC 25010 Expert Evaluation, and a Post-Development Stakeholder Evaluation. KPI computations were independently validated through manual recalculation and boundary testing to ensure measurement correctness and reliability. 
Quantitative data were analyzed using frequencies, percentages, weighted means, standard deviations, Cronbach’s alpha, Pearson correlation, and one-way ANOVA. Objectives related to respondent profile, platform adoption, and stakeholder ratings were treated descriptively, while ISO/IEC 25010 ratings were further examined using reliability and inferential analysis.
RESULTS
The findings showed that Salesforce Flow achieved very high adoption across all represented industries, mainly because of its backend automation capabilities, including workflow orchestration, approval routing, alerts, and process standardization. Salesforce OmniStudio was found to add the greatest value in customer-facing guided workflows, reusable integration services, and frontend digital orchestration. The hybrid use of OmniStudio and Flow received the highest perceived effectiveness rating, suggesting that the two platforms complement each other when frontend journey guidance and backend automation are both required.
The developed framework successfully processed 225 initiatives, 592 milestone records, and 245 computed KPI records. It generated multi-sector TTM summaries, including average cycle times of 76.0 days for insurance and 138.0 days for public sector initiatives. These results demonstrated that the framework could consolidate milestone data and produce comparable descriptive TTM indicators across different sector contexts. 
The ISO/IEC 25010 evaluation produced an overall rating of 4.61, interpreted as Excellent. The highest-rated characteristics were compatibility at 4.75, functional suitability at 4.74, and security at 4.74. These results indicate that evaluators perceived the framework as functionally complete, compatible with Salesforce-native delivery environments, and capable of supporting secure measurement workflows.
The one-way ANOVA across sector groupings found no statistically significant differences in ISO/IEC 25010 ratings at the available sample size, with p-values greater than 0.05. This suggests that the framework’s perceived quality was generally consistent across the represented sectors. Stakeholder evaluation also showed very high ratings for practicality, adoption readiness, and scalability. In particular, long-term sustainability received a high scalability score of 4.57, indicating that respondents viewed the framework as suitable for broader enterprise use when supported by appropriate governance controls.
DISCUSSION
The results indicate that a unified TTM measurement framework can address one of the major weaknesses in digital journey delivery: inconsistent measurement. By standardizing milestones, validation rules, lifecycle tracking, KPI formulas, and dashboard reporting, the framework provides a common structure for comparing delivery performance across initiatives and sectors. This is important because without common milestone definitions, TTM data can become apples-to-oranges reporting dressed up as analytics—polished, but not always meaningful.
The strong adoption of Salesforce Flow suggests that backend automation remains the operational backbone of many Salesforce implementations. Flow’s ability to enforce processes, automate routing, trigger notifications, and compute KPIs makes it highly suitable for measurement and governance tasks. OmniStudio, on the other hand, appears strongest where guided user experiences, structured data entry, and frontend orchestration are needed. The finding that hybrid OmniStudio-plus-Flow implementation received the highest perceived effectiveness supports the idea that the best Salesforce delivery model is not necessarily one tool replacing another, but the right tool doing the right job.
The Excellent ISO/IEC 25010 rating suggests that the framework was perceived as a high-quality software artifact. Functional suitability was high because the framework met its intended measurement functions. Compatibility was high because it aligned with Salesforce-native architecture and external data integration needs. Security was high because role-based access, validation rules, and protected milestone records supported confidentiality and data integrity.
The absence of statistically significant differences across sectors should be interpreted carefully. It does not prove that the framework performs identically in all industries. Rather, it indicates that within the available sample, respondents across sectors rated the framework consistently. Since the study used purposive sampling and demonstration-based evaluation, the findings support initial feasibility and perceived quality, but not full production-level generalizability.
CONCLUSION
The study successfully developed and evaluated a unified Salesforce-native TTM measurement framework for digital journeys using OmniStudio and Flow. The framework addressed inconsistent TTM tracking by standardizing initiative intake, milestone capture, stage-gate validation, lifecycle monitoring, KPI computation, API-based integration, and dashboard analytics.
Findings showed that Salesforce Flow was highly adopted for backend automation and process standardization, while OmniStudio contributed strongly to guided frontend journeys and orchestration. The hybrid use of both tools was perceived as the most effective implementation strategy. The framework demonstrated technical feasibility by processing 225 initiatives, 592 milestone records, and 245 computed KPI records. Its ISO/IEC 25010 evaluation yielded an Excellent overall rating, and stakeholder feedback indicated strong practicality, adoption readiness, and scalability.
Overall, the study contributes a reusable, configuration-first reference architecture for measuring TTM in Salesforce digital journey delivery. It provides both a practical artifact for organizations and an initial evidence base for future research on cross-sector TTM benchmarking.
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