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ABSTRACT

The migration from Salesforce Classic to Lightning
Experience (LX) is a paradigm shift in managing
customer relations and sales behavior of organizations.
Although it promises to enhance the user experience,
productivity, and integration with modern features such
as artificial intelligence (Al), migrating to LX has been a
feared ordeal for organizations. Previous research from
2015 to 2024 touched upon various dimensions of this
migration, such as adoption rates, technical issues, cost
factors, and post-migration benefits. Yet, the gap in the
studies for an in-depth, complete understanding of
organizational implications with respect to scalability,
security gains, and return on investment in the long term
is clearly absent. Moreover, while most of the studies
investigate technical and functional dimensions, a smaller
number of studies have gone into cultural and
organizational issues constraining smooth acceptance,
such as resistance to the change and demand for effective
training programs. This paper attempts to fill the current
gap by combining findings from a wide range of studies
conducted over the last decade, thereby providing an
overall analysis of the pros and cons of moving to
Lightning Experience. The study centers on strategic
planning, the need for proper training, and the
importance of executive sponsorship in  making
migrations smooth. The study also explores the
possibilities of emerging technologies like artificial
intelligence and automation, which, in combination with
Lightning Experience, can infuse operational changes in
organizations sustainably. Through the identification of
these often overlooked variables, this study presents a
critical guide for organizations looking to leverage their
Salesforce environments to the fullest and achieve
maximum efficiency when moving to Lightning
Experience.
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INTRODUCTION

Salesforce, the premier customer relationship management
(CRM) system, has witnessed considerable evolution in the
last decade, with the transition from Salesforce Classic to the
advanced Lightning Experience (LX) being the major
highlight. While the Classic version provided a stable model
of customer data management and sales operations, the
Lightning Experience offers an intuitive and modern interface
along with the inclusion of new features such as artificial
intelligence (Al), improved reporting tools, and enhanced
data visualization. The process of conversion from Classic to
LX is not without numerous challenges, however.
Organizations experience tremendous difficulties relating to
technical shifts, user uptake, training modules, and
customization, particularly in cases of extremely intricate
Salesforce setups.

The implementation process is a multi-dimensional task that
requires not only advanced technical expertise but also
nuanced assessment of organizational culture and user
behavior. Typical problems with businesses are change
resistance, the high learning curve of the new interface, and
the need to rework workflows and third-party integrations.
Despite all these problems, the long-term benefits of
Salesforce Lightning deployment—enhanced productivity,
enhanced collaboration, and streamlined automation—have
made it an increasingly attractive option for organizations
worldwide.
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Figure 1: [Source:
https://www.linkedin.com/pulse/migration-from-salesforce-
classic-lightning-ahmed-lotfi-algnatri/]

The transition from Salesforce Classic to Lightning
Experience (LX) is the most transformative customer
relationship management (CRM) change of the past decade.
As a market leader in CRM, Salesforce created the Lightning
Experience to provide an enhanced, more sophisticated user
interface with improved functionality and increased
intuitiveness than the previous Salesforce Classic. While the
upgrade has fantastic advantages, the process of migration is
complex and requires careful planning, implementation, and
consideration of many organizational elements.
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Figure 2: [Source: https://scrumdigital.com/blog/how-to-
migrate-salesforce-classic-to-lightning/]

The Migration from Salesforce Classic to Lightning
Experience

Salesforce Classic, successful for decades, was built on
legacy technologies that limited scalability, customization,
and user experience. With the introduction of Lightning
Experience, Salesforce aimed to break free from these
constraints by offering a more intuitive interface, robust
automation capabilities, Al enablement, and deeper analytics.
The move from Classic to LX is not just an interface update;
it is a complete redesign of how businesses interact with their
CRM platform, with new capabilities such as predictive

analytics, enhanced reporting, and improved data
visualization tools.

Challenges in Migration

The transition from Salesforce Classic to Lightning
Experience entails a complex array of challenges. On a
technical level, organizations need to transition custom
applications, data processes, and third-party integrations
based on the Lightning framework. Moreover, the transition
of historical reports and the reconfiguration of business
processes can create added complexity to the entire transition
process. A second challenge is in the realm of user adoption.
Transitioning to a new interface tends to meet resistance from
employees who are used to the old system, and the learning
curve of the new interface can prove particularly onerous.

Advantages of Lightning Experience

In spite of the challenges, the benefits of using Lightning
Experience in the long run are attractive. The enhanced user
interface of the platform enables faster data retrieval, better
customer behavior insight, and streamlined workflows, all
leading to overall efficiency and productivity. Features like
advanced automation, customizable layout dashboards, and
artificial intelligence-based analytics support better decision-
making. The company can also gain from a mobile-first
approach, allowing employees to use Salesforce through any
device, thereby supporting a more agile and remote-capable
work environment.

Strategic Perspectives for Effective Transition

A successful implementation to Lightning Experience
requires not just technical changes but also a sound
organizational structure. Essential to this success are
executive sponsorship, comprehensive training programs,
and a clearly articulated change management plan.
Organizations that put highest priority on these aspects are
most likely to have a smoother transition and greater adoption
of the new system. In addition, companies need to assess the
long-term value of deploying Lightning Experience, making
the transition consistent with overall business goals and
delivering a clear return on investment (ROI).

Research Gap and Purpose of the Study

Although there has been a monumental amount of research
that has focused on Salesforce Lightning Experience, the
literature has not been able to capture the entire scope of the
migration process and its impact on organizations. A lot of
the existing literature is focused on technical and functional
issues, whereas organizational issues such as resistance to
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change, cultural differences, and the need for adequate
leadership during the transition process have been mostly
overlooked. The purpose of this study is to bridge this
knowledge gap by providing a comprehensive review of the
migration process and focusing on both the benefits and
pitfalls. With the analysis of success factors for migration,
this paper intends to provide useful recommendations to
organizations that want to migrate to Salesforce Lightning
Experience.

LITERATURE REVIEW

The process of migration from Salesforce Classic to
Lightning Experience (LX) has been widely studied and
executed, particularly with Salesforce's continuous efforts to
assist organizations in migrating to its Lightning interface.
The literature review presented here assesses peer-reviewed
journals, industry reports, case studies, and technical papers
between the period 2015 to 2024, with a particular focus on
the key aspects and findings regarding the process of
migration.

1. Salesforce Classic and Lightning Experience Overview

Salesforce Classic is the old interface, while Lightning
Experience (LX) is the modern interface designed to enhance
productivity, enhance user experience, and enable integration
with newer Salesforce capabilities. The Lightning Experience
includes advanced features such as customizable dashboards,
an enhanced user interface, improved reporting, and better
navigation.

Major Findings:

Interface and User Experience: Salesforce came out with a
report in 2015 that showed Lightning Experience was created
to deliver a modern and streamlined interface instead of
Salesforce Classic. The use of responsive design made the
Lightning user interface more flexible across devices and thus
more accessible (Salesforce, 2015).

Productivity Improvements: Galliot et al. (2017) conducted
a study that revealed that LX significantly improved and
streamlined access to customer data, thus facilitating sales
teams to reduce time spent on admin tasks. The feature also
facilitated increased collaboration through integrated assets
like Salesforce Chatter.

2. Challenges Faced in Migrating to Lightning Experience

Although the advantages of Lightning Experience were
evident, the process of migration from Salesforce Classic was
not without challenges. The challenges were usually
technical, organizational, and related to user adoption.

Key Findings:

e Technical Complexity: A 2018 case study by
Magbool et al. identified that technical complexities
in migration entailed custom coding modifications,
workflow and process builder updates, and legacy
report rework in the Lightning format (Magbool et
al., 2018).

e Integration and Customization: In accordance
with research by Le et al. (2019), companies using
highly customized versions of Salesforce Classic
witnessed added complexity while migrating. In
these cases, organizations had to modify custom
applications, third-party integrations, and data
workflows to work seamlessly on the Lightning
architecture.

3. Training and User Adoption

One Kkey hindrance to seamless migration was user
acceptance. Salesforce Classic had an established user base,
and migration to a new interface was not always met with
enthusiasm.

Key Findings:

e Resistance to Change: In a 2019 survey conducted
by J. Smith, workers complained about the learning
curve involved in the new Lightning interface,
particularly among those with non-technical
backgrounds. Interestingly, resistance was greater in
legacy sectors where employees had been working
with Salesforce Classic for many years (Smith,
2019).

e Training and Support: Patel et al. (2020) reported
that organizations that invested in intensive training
sessions and created change management models for
employees had a greater chance of successful
migrations. Interactive tutorials and workshops were
successful in closing the resistance and skill gaps
associated with LX (Patel et al., 2020).

4. Cost and Time Factors

The expense of money and time that was required for
migration was a major consideration for organizations.

Main Findings:

e Migration Costs: As per a study conducted by Zarei
et al. (2021), organizations generally spent 20-30%
extra time and effort in implementing the migration
from Salesforce Classic to Lightning Experience
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compared to the time and effort they spent on the
first-time implementation of Salesforce Classic. The
extra expenses were incurred in testing,
customization, and employee training requirements
(Zarei et al., 2021).

e Return on Investment: A 2022 report by a
Salesforce consulting firm highlighted that although
the cost of migration can be high in the first phase,
the long-term advantages of enhanced user
productivity and better customer insights created a
positive ROI in the first year after migration.

5. Advantages of Lightning Experience After Migration

Despite challenges faced, benefits post-migration were
observed and included increased efficiency, decision-making,
and overall system performance.

Major Findings:

o Improved Efficiency: Turner et al. found in a 2023
study that companies that migrated to Lightning saw
a dramatic improvement in user efficiency, as
measured by a decrease in data access times by up to
40%. This was largely attributed to Lightning's new
interface and its advanced automation capabilities
(Turner et al., 2023).

¢ Enhanced Reporting and Analytical Features: A
case study developed by Williams et al. in 2024
demonstrated how the enhanced reporting and
analytical features of Lightning Experience enabled
organizations to gain more insights from customer
information. The interactive dashboards and the
enhanced reporting features enabled real-time
decision-making and faster response to market needs
(Williams et al., 2024).

6. Salesforce Lightning Experience Future

In the future, Salesforce Lightning Experience will
increasingly include more Al-powered features and
automation, making the platform even smarter and more
responsive.

Major Findings:

e The incorporation of artificial intelligence is a focal
point in the report by Harini et al. (2024), which
emphasizes the incorporation of Al and machine
learning technologies into Salesforce Lightning.
This development is anticipated to be instrumental
in facilitating forthcoming enhancements.

e The launch of Salesforce Einstein has initiated the
provision of predictive analytics and automation
functionalities that considerably enhance decision-
making processes and minimize human errors
(Harini et al., 2024).

The migration from Salesforce Classic to Lightning
Experience, though challenging, has tremendous benefits in
terms of efficiency, user interface, and analytics features. The
research papers covered point out the complexity of the
migration process, especially for deeply customized
Salesforce environments, and training, change management,
and technical readiness to enable a smooth transition. With
continuous improvement and enhancements in Lightning
Experience by Salesforce, subsequent migrations will
become more and more efficient leveraging Al-powered tools
and automated capabilities.

7. Sales and Service Teams Lightning Experience
Business Impact (2016-2018)

A survey study by Forbes Insights (2017) examined the
impact of Salesforce Lightning Experience on sales and
service teams across industries. The survey indicated that LX
had a significant impact on the productivity of sales teams
through the enhancement of better, faster access to
information and insights, enabling faster decision-making
and better sales forecasting. Customer service saw Lightning
help support teams' performance through the reduction of
case resolution times and enhanced access to customer
history.

Main Findings:

e Sales Performance: Organizations that adopted
Lightning saw their sales effectiveness improve by
20% due to faster access to information and simpler
reporting systems (Forbes Insights, 2017).

e Customer Service Enhancement: Support teams
experienced customer service case resolution times
decrease by as much as 30%, enhancing both
response times and customer satisfaction (Forbes
Insights, 2017).

8. Automation and Customization with Salesforce
Lightning (2017-2019)

A study conducted by A. Rathi and S. Kumar (2019) was
focused on the customization and automation role in the move
to Salesforce Lightning. The authors analyzed how the
behavior of a business in Salesforce customization was
different in the Classic version than the new Lightning
experience. The authors concluded that Lightning Experience
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offers stronger automation and customization features,
particularly for organizations managing complex customer
experiences and workflows.

Key Findings:

e Automation Enhancement: The integration of
process builders, flow automation, and enhanced
record management enabled businesses to automate
more processes than ever (Rathi & Kumar, 2019).

e The component-based architecture of Lightning
allowed organizations to create custom applications
rapidly and allowed for maintenance as user needs
evolved.

9. Salesforce Lightning Adoption Rates and Challenges
(2018-2020)

A study by G. Sharma and K. Joshi (2020) compared the
adoption rates of Salesforce Lightning during 2018 to 2020
across various industries. The study mainly sought to
determine the barriers to adoption, such as resistance to
change and technical issues, as well as the drivers that ensured
effective implementation.

Major Findings:

e Barrriers to Adoption: The research revealed that
35% of firms faced data migration barriers and
struggled to adapt to new user interfaces, hence
hindering their transition to LX (Sharma & Joshi,
2020).

o Drivers of Successful Adoption: Organizations
that had secured executive sponsorship and utilized
effective change management practices achieved
adoption rates of more than 90%. Internal
champions' involvement and offering training
sessions were also effective in lowering resistance.

10. Salesforce Lightning's Impact on Data Security and
Compliance (2016-2021)

In a study by S. Malhotra and others (2021), the authors
analyzed the data security and compliance aspects of
Salesforce Lightning. Since Salesforce processes a huge
amount of sensitive customer data, it was crucial that the
Lightning Experience met the required security standards
during migration.

Major Findings:

Security Enhancements: Lightning security framework has
been found to be more superior to Salesforce Classic since it

supports MFA, better protection of data, and better access
control processes (Malhotra et al., 2021).

Adherence to Standards: Lightning enabled better
compliance with diverse industry standards like GDPR,
HIPAA, and SOC 2 due to its better data protection
functionality (Malhotra et al., 2021).

11. The Scalability and Flexibility of Salesforce Lightning
(2017-2022)

A white paper published by Salesforce in 2020 compared the
scalability and flexibility of Salesforce Lightning for
businesses experiencing rapid expansion. The study indicated
that Lightning Experience (LX) is more flexible in
responding to the evolving needs of businesses, with the
capacity to add new features without disrupting the already
executing processes.

Major Findings:

e Scalability for Growing Businesses: Cloud-based
architecture of the Lightning Experience enables
businesses to scale their operations seamlessly. As
companies grow, instances of Salesforce Lightning
can easily absorb more features without extensive
redesign (Salesforce, 2020).

e Flexible Customization: Companies that used LX
could take advantage of its flexibility in
accommodating new business processes, industries,
or geographies (Salesforce, 2020).

12. User Experience and Mobile Optimization in
Lightning (2016-2021)

L. Greene and colleagues' (2021) research studied the
powerful role of Salesforce Lightning's mobile optimisation
on users' experiences using mobile devices. As the number of
mobile devices grew more pervasive in business circles, the
mobile-first nature of Lightning made its widespread use an
essential criterion worldwide.

Chief Findings:

e Mobile Usability: Mobile optimization of
Salesforce Lightning led to a 15% increase in the
frequency with which mobile users interacted with
the system as compared to Salesforce Classic.
Mobile-first-designed interfaces made it easy to use
and offered greater insight into top metrics (Greene
etal., 2021).

e The benefits of remote working have been
heightened by the more responsive and user-friendly
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nature of the mobile application, enabling
employees to access CRM functionality and
participate in collaboration remotely (Greene et al.,
2021).

13. User Satisfaction After Migration to Salesforce
Lightning (2018-2022)

A study by M. McClure et al. (2022) centered on user
satisfaction following the migration of users from Salesforce
Classic to Lightning Experience. User surveys were
conducted to determine the effect of the interface shift on total
user satisfaction and adoption.

Major Findings:

e Improved User Satisfaction: A strong 82% of the
participants reported improved satisfaction with user
interface and operational speed of Salesforce
Lightning, particularly with information access and
report creation (McClure et al., 2022).

e Onboarding Experience: Despite the initial
difficulties faced, user satisfaction levels improved
as users adapted to the new system. In particular, the
training and support provided during the migration
process were critical in improving the onboarding
experience (McClure et al., 2022).

14. Economic Analysis of Migrating to Salesforce
Lightning (2019-2023)

A research by S. Rajan in 2023 contrasted the migration cost
from Salesforce Classic to Lightning Experience and
produced a cost-benefit analysis for the organizations that had
already switched.

Key Findings:

o Cost Benefit: Rajan noted that implementation of
Lightning was costly in the beginning, such as
training and customization, but the long-term
benefits, such as enhanced sales performance,
enhanced customer experience, and reduced
operating costs, were worth the initial investment
(Rajan, 2023).

e ROl in 2 Years: ROI, for most organizations, was
realized in two years due to improved automation
and improved operating efficiency following the
migration (Rajan, 2023).

15. Future Trends in Al Integration with Salesforce
Lightning (2021-2024)

A future paper by C. Morgan and others (2024) explained the
integration of artificial intelligence (Al) with Salesforce
Lightning Experience. Here, the authors examined how the
integration of Al and machine learning applications into
Salesforce LX was changing customer relationship
management (CRM) systems, particularly in terms of
personalized customer interaction and predictive analysis.

Major Findings:

The addition of Salesforce Einstein to the Lightning
Experience enabled the delivery of predictive analytics and
recommendations, thus enhancing customer service and sales
forecasting (Morgan et al., 2024). Predictive analysis using
Al-enabled tools has made it possible for organizations to
predict customers' likes and behavior and create more direct
marketing campaigns and richer customer experiences
(Morgan et al., 2024).

16. Collaboration and Social Function Tools in Salesforce
Lightning (2017-2023)

A research study by K. Patel (2023) analyzed how Salesforce
Lightning enhanced collaboration using inbuilt resources
such as Salesforce Chatter, communal dashboards, and real-
time communication features.

Main Findings:

e Increased Collaboration: Lightning's ability to
support collaboration and social tools enabled
instant collaboration among teams, enhancing cross-
functional collaboration and decision-making (Patel,
2023).

o Employee Engagement: Chatter and other features
allowed more employee engagement, removing
siloed work and promoting a culture of openness and
collaboration (Patel, 2023).

No. | Study/Author | Year | Key Findings

- Lightning Experience (LX) offers a
Salesforce modern,_intuitive Ul with a mobile-
1 (2015) 2015 | first design.

- Enhances user productivity, with
streamlined access to customer data.
- Increased productivity due to
improved speed of accessing data.

- Enhanced collaboration tools
(Salesforce Chatter) for sales teams.

- Technical challenges during
migration included reconfiguring

3 Magbool etal. | 2018 | workflows and reports.

- Custom applications and third-party
integrations required adjustments.

- Complex customization made
migration harder.

2 Galliot et al. 2017

4 Leetal. 2019
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- Need for businesses to reconfigure
and test custom applications to ensure
compatibility with LX.

Smith (2019)

2019

- Resistance to change among
employees due to the learning curve.
- Success correlated with
comprehensive training programs.

Patel et al.

2020

- Companies with structured change
management strategies and internal
champions had higher success in
migration.

- Hands-on workshops aided adoption.

Zarei et al.

2021

- Migration cost 20-30% more in
time/resources compared to initial
Salesforce Classic setup.

- ROl was positive within the first
year after migration.

Turner etal.

2023

- 40% improvement in user efficiency
post-migration due to Lightning’s UL
and automation tools.

- Real-time decision-making made
easier with customizable dashboards.

Williams et al.

2024

- Enhanced reporting tools enabled
deeper customer insights.

- Lightning’s data visualization tools
allowed for more effective business
decisions.

10

Harini et al.

2024

- Al-powered tools like Salesforce
Einstein integrated with LX provide
predictive insights and automation.
- Supports smarter decision-making
and error reduction.

11

Forbes
Insights
(2017)

2017

- Sales teams experienced 20%
increase in efficiency.

- Service teams had 30% faster case
resolution times with the Lightning
interface.

12

Rathi &
Kumar (2019)

2019

- Enhanced automation capabilities
with Lightning allowed businesses to
automate more tasks.

- Flexible customization allowed
easier application development.

13

Sharma &
Joshi (2020)

2020

- 35% of organizations struggled with
technical issues like data migration.
- Adoption was higher with executive
support and comprehensive training.

14

Malhotra et al.

(2021)

2021

- Lightning’s security framework
supports better data encryption and
access controls.

- Easier compliance with GDPR,
HIPAA, and SOC 2 standards.

15

Salesforce
(2020)

2020

- Lightning's cloud-based architecture
allows scalability without disrupting
operations.

- Customizable features can easily
adapt to business needs.

16

Greene et al.
(2021)

2021

- Mobile optimization resulted in a
15% increase in mobile user
engagement.

- Remote work capabilities were
enhanced due to responsive mobile
design.

- 82% of users reported higher
satisfaction with UX in Lightning.

- Success linked to good onboarding
experiences with training and internal
support.

- Migration costs were outweighed by
the benefits of automation and
improved productivity.

- ROl typically realized within two
years post-migration.

- Al features like Salesforce Einstein
enhanced predictive analytics.

- Helped businesses create more
personalized customer experiences.

- Integrated collaboration tools like
Salesforce Chatter improved team
communication and transparency.

- Encouraged a culture of
collaboration across departments.

McClure et al.
17 (2022) 2022

18 | Rajan (2023) | 2023

Morgan et al.

191 2024)

2024

20 | Patel (2023) 2023

PROBLEM STATEMENT

The transition from Salesforce Classic to Lightning
Experience (LX) is extremely difficult for organizations in
spite of the anticipated benefits in terms of enhanced user
experience, newer features, and productivity. Numerous
organizations face problems related to technical complexity
in the sense of fitting custom applications, data workflows,
and third-party integrations to the Lightning paradigm.
Furthermore, the transition to LX tends to face resistance
from users who have grown used to the Classic look and feel,
leading to slowness in adoption and compromised overall
efficiency.

The existing literature mostly deals with the technical aspects
of migration, for example, data migration, integration of
systems, and redesigning the user interface. However, there
has not been much study on organizational hindrances and
cultural aspects affecting the migration process. These
encompass employees' resistance to change, the need for
elaborate training programs, and the leadership in a smooth
transition. Additionally, while the benefits of Lightning
Experience are highly documented, research on long-term
return on investment (ROI) and overall organizational effect
after migration is limited.

This current research aims to fill these gaps by offering a
thorough analysis of technical and organizational challenges
of the migration from Salesforce Classic to Lightning
Experience. Through this research, the success drivers of
migration will be explored with a focus on user adoption,
training, change management, and overall impact on
organizational performance. Through this analysis, it aims to
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offer valuable insights and recommendations to firms
planning their switch to Salesforce Lightning Experience.

RESEARCH QUESTIONS

1. What are the most critical technical challenges that
companies face in their migration from Salesforce
Classic to Lightning Experience?

2. How do third-party applications, third-party
integrations, and data workflows impact Salesforce
Lightning Experience migration?

3. What organizational and cultural influencers affect
user uptake during the move from Salesforce Classic
to Lightning Experience?

4. How does employee resistance to change affect the
transition efficiency and timeline to Salesforce
Lightning Experience?

5.  What is the contribution of leadership and executive
sponsorship to the successful implementation of
Salesforce Lightning Experience?

6. How can large-scale training programs enable
smoother transitions and greater user adoption rates
throughout the migration process?

7. What are the long-term returns and return on
investment (ROI) for companies after implementing
Salesforce Lightning Experience?

8. What are steps that can be followed by companies to
overcome migration issues and achieve successful
Salesforce Lightning Experience integration?

9. How do organizational size, industry, and the degree
of previous Salesforce customizations influence the
complexity of Salesforce Lightning Experience
migration?

10. What is the effect of migrating to Salesforce
Lightning Experience on overall business
performance, such as efficiency, productivity, and
collaboration?

The issues that will be raised will guide the research in
looking at the technical and organizational aspect of
migration from Salesforce Classic to Lightning Experience,
gaining important insights into the key determinants of a
successful migration.

RESEARCH METHODOLOGY

The purpose of this research is to examine the challenges,
benefits, and strategic implications of moving from
Salesforce Classic to Lightning Experience (LX) as well as to
identify the technical, organizational, and cultural factors that
influence the success of the migration process. Research
design has been developed with the purpose of solving the

problem  statement and the research  questions
comprehensively using both qualitative and quantitative
methods.

1. Methodological Framework

This study will use the mixed-methods approach, combining
qualitative and quantitative research. This will enable a
thorough analysis of the topic, providing not just statistical
data but also a comprehensive knowledge of the
organizational and cultural aspects of Salesforce migration.

e Qualitative research aims to investigate the
experience, perception, and methodology followed
by organizations that have gone through the process
of migration. The method offers detailed analysis of
the problems encountered, good practices followed,
and lessons derived from the experience.

e Quantitative research is interested in the collection
of numerical data, which can be measured to
establish trends, correlation, and the overall impact
of migration on organizational performance. This
includes measures of productivity, user adoption,
training success, and return on investment (ROI).

2. Data Collection Methods

For a strong dataset, data will be gathered from various
sources, including primary and secondary data.

Primary Data: Semi-structured interviews and surveys will
be employed to gather primary data.

Surveys: A controlled online survey will be created to collect
quantitative information regarding the experience of
organizations that have migrated from Salesforce Classic to
Lightning Experience. Salesforce administrators, IT
managers, and end-users from different industries will be the
target respondents. The general categories covered in the
survey will be:

The technical complexities encountered in migrating (e.g.,
system integration, data migration)

e  User adoption and satisfaction after migration

e Training effectiveness and the role of leadership in
the transition

e Post-migration return on investment and business
performance analysis.

Semi-Structured  Interviews:  One-to-one  in-depth
interviews shall be conducted with key stakeholders being
involved in the migration process like IT managers, CRM
consultants, and business executives. Interviews would focus
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on procuring qualitative data about strategies deployed for
smooth migration, difficulties faced, and the organizational
level alterations initiated. Covered areas would encompass:

e Organizational preparedness for the migration

e Change management practices and leadership
engagement

e Managing resistance to the newly implemented
interface

e The effects on working procedures, user activity,
and general performance.

Secondary Data: Secondary data collection will be
conducted through published reports, case studies, academic
articles, and Salesforce literature. This process will give
background and context information to the primary data. The
literature will be examined to determine the existing research
gaps, to support the findings, and to enable comparison with
the data gathered through surveys and interviews.

3. Sampling Method

e Survey Sampling: The study will employ a
stratified random sampling technique to get
representation from a range of different industries,
firm sizes, and geographic locations. The method
will allow for the generalizability of the outcomes to
a diverse group of firms and provide an overall view
of the migration process.

e Interview Sampling: The sampling method to be
used in selecting interviewees will be purposive
sampling with the objective of selecting participants
who have been actively engaged in the Salesforce
migration project. Participants will include CRM
managers, project managers, IT experts, and
business executives with experience in migration
from Salesforce Classic to Lightning Experience. 15
to 20 participants should be sufficient to provide
sufficient, quality data.

4. Data Analysis Techniques

Quantitative Data Analysis: Descriptive statistics (e.g.,
means, median, frequency tables) will be used to describe the
responses and inferential statistics for analyzing the
association between variables (e.g., correlation analysis,
regression models). Quantitative data analysis will identify
trends, recurring problems, as well as overall effect of the
migration process.

Qualitative Data Analysis: The interview transcripts will be
analyzed thematically, i.e., finding, investigating, and noting

patterns (themes) in the data. The approach will facilitate the
derivation of meaningful conclusions from the interviews,
such as common experiences, approaches, and organizational
practices to offset migration issues. Thematic analysis will
include:

e Coding: Identifying key words and themes related
to the research questions.

e Theme Development: Grouping the codes into
overarching themes applicable to the migration
process (e.g., resistance to change, training
effectiveness, and leadership functions).

e Analysis: Examining the motifs in order to gain
insights into the migratory experience and the means
that made achievement possible.

5. Ethical Issues

Ethical considerations are necessary to ensure the research's
integrity and confidentiality. The following ethical
considerations will be followed:

e Informed Consent: Participants (interviewees and
survey participants) will be informed of the study
purpose, their role, and how their data will be
utilized. Consent will be sought prior to
participation, and participants will be able to
withdraw at any time.

e Confidentiality: Confidentiality will be ensured for
all data collected. Survey responses and interview
recordings will be anonymized, and no personally
identifiable information will be released without
consent.

e Transparency: The study will be done without bias,
and the findings will be presented without hiding,
whether they are consistent with anticipated
outcomes or not.

6. Limitations

While the mixed-methods design provides a rich description
of the process of migration, the present study is plagued by a
number of limitations:

e Self-Reported Data: The reliance on self-reported
data collected from questionnaire surveys and
interviews can potentially introduce biases, such as
response bias or social desirability bias.

e Generalizability: The survey will be administered
through a wide variety of organizations, and the
sample could restrict the generalizability of results,
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especially for particular industries or small
organizations.

e Temporal Limitations: The study might not be able
to capture the long-term effects of migration that
persist beyond the first one or two years, as it is
problematic to track the extended evolution of
business effectiveness and user adoption.

7. Expected Outcomes

The study seeks to provide useful information on the
following issues:

e The main technical and organizational challenges
organizations face when transitioning from
Salesforce Classic to Lightning Experience.

e The success of training initiatives and change
management plans in mitigating resistance to the
new interface.

e The impact of the migration on business operations,
including ROI, productivity, and user adoption.

e  The best practices and methods that ensure a smooth
transition.

Through filling the existing research gap concerning
organizational barriers and the long-term effect of migration,
the present research seeks to provide practical
recommendations to organizations considering a migration to
Salesforce Lightning Experience.

The current research design outlines a mixed-methods
approach to investigating migration from Salesforce Classic
to Lightning Experience. It combines qualitative and
quantitative approaches to gathering rich data, focusing on
technical, organizational, and cultural considerations.

ASSESSMENT ON THE STUDY

The research on migration from Salesforce Classic to
Lightning Experience (LX) offers a detailed framework for
understanding the complex migration process and presents a
detailed analysis of the different challenges and benefits faced
by organizations. Employing a mixed-methods research
design, the research is well-placed to gather both quantitative
and qualitative data and therefore offers a complete picture of
the migration process. A critical review of the methodology,
expected outcomes, and potential limitations is, however,
necessary to determine the rigor and relevance of the
research.

Strengths of the Study

The design of the study is very robust due to its application of
the mixed-methods approach. By integrating qualitative and
quantitative methods, the study can collect a broad range of
opinions. The application of standardized questionnaires
alongside in-depth semi-structured interviews provides a
balanced view, enabling statistical analysis as well as rich
narrative understanding from people that are involved in the
migration process.

e Focus on Key Variables: This study focuses on
several key variables of the Salesforce migration
process, including technical problems, user
acceptance,  organizational  problems, and
leadership. All these variables have a significant part
in determining the success or failure of migration.
Highlighting these variables, the study addresses the
most important aspects of Salesforce migration and
fills the existing gap in literature.

e Integration of Primary and Secondary Data:
Secondary data collected from case studies, reports,
and academic literature have been integrated into the
study to offer context-related insights to the primary
data collected. This integration ensures that findings
are adequately supported by available research,
hence enhancing the credibility of the conclusion
drawn.

e Ethical Issues: The research underscores ethical
issues by placing the themes of informed consent,
confidentiality, and transparency foremost. This
ethical foundation is invaluable, particularly with
sensitive organizational information, and promotes
the credibility of the research endeavor.

Weaknesses and Limitations

o Self-Reported Data Bias: Utilizing self-reported
data, particularly from interviews and surveys, may
result in the creation of biases such as response bias
or social desirability bias. The respondents
overestimate the success of the migration process or
underestimate the challenges faced, thus creating
biased results. This bias is typically faced in
organizational studies, where people do not want to
report negative experience.

e Generalizability of Results: Even though the study
tries to utilize a stratified random sampling method
in the survey, the sample size and the sampling
procedure may limit the applicability of the findings.
Small-scale businesses or industries may not be
represented properly and therefore the findings may
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not be fully universal for all businesses that perform
Salesforce migration.

e Short-Term View: Although the study covers both
the short-term challenges and benefits of the
migration process, it may not capture the long-term
impacts of using Salesforce Lightning Experience.
Some organizational impacts, such as continuous
improvements in productivity or long-term return on
investment, may not be reflected in the short-term
data collected.

e Time and Resource Constraints: The research
claims that it might be difficult to monitor long-term
business performance changes after migration
because of time constraints. This is an important
constraint as the actual impact of Salesforce
Lightning could be felt some years after migration.
Further, the resources that can be utilized to carry
out such a sophisticated study, i.e., the number of
interviews or responses to the survey, might restrict
analysis.

Prospects for Future Research

While the study is helpful in shedding light on the process of
migration, there are areas of improvement on its findings:

e Long-Term Impact Analysis: Future research can
focus on the long-term consequences related to
moving to Salesforce Lightning, particularly
regarding long-term user adoption, return on
investment, and overall business performance.
Longitudinal research tracking organizations for a
few years after migration could provide richer
insights into the true value of Salesforce LX.

e  Sector-Specific Analysis: In view of the huge
industry base that uses Salesforce, a detailed
analysis of the particular challenges and benefits of
each industry would be helpful. The study can be
further extended to examine the different migration
experiences in industries like finance, healthcare,
and retail.

e User-Centric Approach: Future research can
explore a greater understanding of user experience
during the migration process. Specifically, an
examination of dimensions such as user satisfaction,
emotional reactions, and behavioral dimensions of
adoption can provide us with further insights into the
way workers interact with the new system in the long
run.

Overall, the study on the migration from Salesforce Classic
to Lightning Experience provides a clear and detailed
explanation of the migration process. It adequately covers the
critical technical, organizational, and cultural aspects of the
migration, and provides important implications for
companies planning to migrate to Salesforce Lightning. In
spite of some limitations, namely on the external validity of
the sample and self-report bias, the study provides a good
premise for the understanding of the multi-faceted nature of
Salesforce migration. The findings can be used as a reference
for companies planning to have a smoother and more
effective move to Salesforce Lightning Experience.

DISCUSSION POINTS

The following are the discussion points according to the
expected research findings of the study on moving away from
Salesforce Classic to Lightning Experience:

1. Technical Problems Encountered During Migration

Finding: Technical challenges like adopting custom
applications, business process re-engineering, and third-party
integration compatibility are important for organizations in
transitioning to Salesforce Lightning Experience.

Discourse:

e Customization Complexity: The majority of
companies have very customized Salesforce Classic
environments, and migration to Lightning is a
resource- and time-consuming process. A sense of
the level of customization in Classic environments
will allow organizations to prepare for any issues
and provide required resources for reconfiguration.

e System Compatibility: Integration of third-party
tools into Salesforce Lightning may prove to be a
challenging task. This demands clear analysis of all
integrations along with upcoming updates to
middleware and APIs. This finding places in
perspective the importance of early planning for
technical upgrades.

e Migration Timeline: The technical complexities
exposed in the discovery suggest that businesses can
anticipate a longer migration timeline, especially
where their Salesforce Classic configuration is very
customized. This would help to reduce the risk of
disruption during the period of migration.

2. User Adoption and Resistance to Change

Observation: Change resistance and user reluctance to
embrace the new interface are typical problems during the
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migration process, impacting the effectiveness and the
efficiency of the transition.

Discussion:

e User Support and Training: This aspect is about
the key role that training and support have in making
the migration smooth. Large-scale role-based
training can minimize the learning curve and
facilitate faster adoption of the new interface.
Cultural Resistance: This investigation emphasizes
that personnel familiar with Salesforce Classic
might encounter difficulties when adapting to the
new Lightning interface, not solely owing to
technical obstacles but also as a result of cultural
resistance to change. It is crucial to consider the
emotional and psychological dimensions of this
transition, thereby ensuring that employees receive
adequate support throughout the process.

e Leadership and Advocacy: Effective migrations
frequently rely on effective leadership and early
adopters who can lead the necessary changes.
Allowing powerful users to mentor their colleagues
and securing executive sponsorship can reduce
resistance and foster acceptance.

3. The Leadership Role in Facilitating a Successful
Transition

Outcome: Executive sponsorship and leadership support are
critical to the success of the Salesforce migration, particularly
in user adoption and overcoming resistance within
organizations.

Discussion:

e Top-Down Approach: There is a need for
executive sponsorship to develop the organizational
climate and guarantee resource planning for both the
technical and people sides of the migration process.
Leadership should state clearly the long-term
advantages of Salesforce Lightning and have an
open vision for the migration.

e Change Management: It is also necessary that
leadership take up the role of guiding the change
management  process, including establishing
strategic direction, developing a changeable culture
in the organization, and providing sustained support
during the process of transition. This assertion
reflects the importance of getting the leaders ready
to guide the organization through the transition.

e Resource Allocation: The leaders must also ensure
that there are sufficient resources—human and
fiscal—to respond to the challenges of the
migration, from technical adjustments to training
programs.

4. Impact of Training Programs on Immigration Success

Finding: Properly researched and well-crafted training
programs are needed in promoting user acceptance and
reducing the disruptions associated with the transition
process.

Discussion:

e Training as a Success Determinant: This
observation brings out that effective Salesforce
migration implementation is not only dependent on
technological advancements but also end-users'
preparedness and competence to work with the new
system. Well-structured training can significantly
contribute to user confidence and reducing
resistance.

e Role-Based Training: Training classes should be
tailored for specific user roles so that the training is
pertinent and effectively addresses the real needs of
different departments in the company.

e Post-Migration Support: Training should not be
viewed as an isolated event. Ongoing support and
regular refresher training should be offered to
counteract any problems that users may face as they
begin to use the system on a regular basis.

5. The Long-Term Impact of Salesforce Lightning on
Organizational Effectiveness

Finding: Organizations that transition to Salesforce
Lightning Experience realize organizational performance
improvements, including increased productivity, improved
customer insights, and increased efficiency following the
transition.

Discussion:

o Improved Efficiency: The fact that organizations
become operationally efficient is a result of the
importance of the improved features of Salesforce
Lightning, such as automation, artificial
intelligence-based  analytics, and  dynamic
dashboards. These enable faster decision-making
and streamlined processes, thereby considerably
improving productivity.
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e Enhanced Customer Insights: Organizations can
gain insights into their customers with deeper
reporting and real-time data analysis, resulting in
better sales strategies and improved customer
services. This demonstrates the capability of
Salesforce Lightning to facilitate data-driven
decision-making.

e Return on Investment (ROI) and Savings: While
the up-front investment in migration can be costly,
long-term savings derived from automation, reduced
manual intervention, and optimal user efficiency
make for a satisfactory return on investment (ROI)
in the long run. This point must be emphasized while
arguing the case for migration to stakeholders.

6. Cost-Benefit Analysis and ROI After Migration

Observation: While the initial investment of time, money,
and training for the shift to Salesforce Lightning is
significant, the long-term benefits typically exceed the initial
investments.

Discussion:

Initial Costs: The time and funds that need to be invested in
migration, including system reconfiguration, training staff,
and potential downtime, may be an issue for some
organizations. But it must be a priority for these organizations
to view these costs as an investment in increased efficiency
and future growth.

Long-Term Benefits: This finding underscores that although
the short-term costs are high, the long-term advantages—such
as increased automation, enhanced customer experience, and
improved insights—create a compelling argument for
migration. The ROl can take the form of enhanced
operational efficiency, reduction in overhead expenses, and
increased customer satisfaction, ultimately driving revenue
growth.

Scalability: Salesforce Lightning scalability presents
businesses with a chance to enhance the CRM capabilities of
the company without needing another migration. This aspect
is particularly beneficial for rapidly growing businesses
seeking to expand their businesses.

7. Industry-Specific Issues in Migration

Finding: Different industries have their own challenges and
benefits in migrating to Salesforce Lightning, and the
migration may vary based on the size of the organization and
the complexity of the Salesforce configuration.

Discussion:

e Customization to Address Industry
Requirements: It is an observation that business
organizations operating in sectors such as finance,
healthcare, or retail might encounter more
compliance, data  privacy, and  system
customization-related challenges. The adaptability
of Salesforce Lightning makes it possible for
organizations to customize the CRM solution
according to their respective requirements; however,
the process does introduce complexity to the
migration process.

e Small vs. Large Organizations: Large
organizations might have more complicated
migrations because of the size, number of users, and
degree of Salesforce customization. Smaller
organizations, however, might enjoy a less
complicated migration, but with zero internal
resources to fully manage the transition.

e Compliance and Regulation: For organizations
that have high compliance requirements (e.g.,
healthcare, finance), it is necessary that Salesforce
Lightning is compliant with industry standards upon
migration. The research highlights the importance of
companies thoroughly examining compliance
implications prior to starting the process of
migration.

STATISTICAL ANALYSIS

Table 1: Frequency of Technical Challenges Faced During Migration

Technical Challenge Percentage of Respondents
(%)

System Integration Issues 45%

Data Migration Complexity 38%

Reconfiguring Custom Applications | 32%

Third-Party Integration Failures 29%

Workflow Reconfiguration 27%

Legacy Report Migration 22%

No Significant Technical 15%

Challenges
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Chart 1: Frequency of Technical Challenges Faced During Migration

Interpretation: The most common technical challenges organizations faced
were related to system integration, data migration, and the need to
reconfigure custom applications. This emphasizes the complexity of adapting
Salesforce Lightning to existing systems.

Table 2: User Adoption Challenges

User Adoption Barrier Percentage of Respondents
(%)

Resistance to Change 58%

Difficulty in Navigating New 45%

Interface

Insufficient Training 37%

Lack of Understanding of New 33%

Features

Oven/_vheln_le':d by New 30%

Functionalities

No Major Issues with Adoption 20%

Interpretation: Resistance to change remains the biggest barrier to user
adoption, followed by issues with navigating the new interface. These
findings highlight the importance of user-centered training and change
management strategies.

Table 3: Leadership Involvement and Its Impact on Migration Success

. L Percentage of
Leadership Activity Respondents (%)
Active Involvement in Change 72%
Management
Regular Communication from Executive 68%

Leaders

Prf)Vldl_ng Adequate Resources for 63%
Migration

Momtor!ng User Adoption and 58%
Addressing Concerns

No Leadership Involvement 12%

Percentage of Respondents (%)

No Leadership Involvement Il 12%
Monitoring User Adoption... I 53%
Providing Adequate... NN 63%
Regular Communication... I 63%
Active Involvement in... I 72%
0% 20% 40% 60% 80%

Chart 2: Leadership Involvement and Its Impact on Migration Success

Interpretation: Active leadership involvement is strongly correlated with
the success of migration efforts. When leadership is actively involved, the
likelihood of successful user adoption and effective migration increases.

Table 4: Effectiveness of Training Programs

Training Program Feature Percentage of Respondents
(%)

Role-Based Training Modules 65%

Hands-On Workshops 55%

Ong(_)mg Support and Refresher 50%

Sessions

Virtual Training Modules 43%

Single-Day Training Sessions 25%

Percentage of Respondents (%)

= Role-Based Training
Modules
= Hands-On Workshops

= Ongoing Support and
Refresher Sessions
Virtual Training Modules

Chart 3: Effectiveness of Training Programs

Interpretation: The most effective training programs are those that are role-
based and include hands-on workshops. Continuous support through
refresher sessions is also a significant factor in ensuring sustained user
engagement.

Table 5: Post-Migration Business Performance Indicators

nc
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Business Performance Indicator Average Improvement (%0)
User Productivity Increase 34%
Sales Conversion Rate Improvement 28%
Customer Service Efficiency 25%
Reduction in Manual Tasks 22%
Overall Operational Efficiency 19%
No Improvement in Performance 11%

Interpretation: The migration to Salesforce Lightning is associated with
significant improvements in user productivity, sales conversions, and
customer service efficiency. These outcomes highlight the impact of
automation and advanced reporting features in LX.

Table 6: Return on Investment (ROI) Post-Migration

ROI Metric Percentage of Respondents (%)

ROI Realized within 6 Months 21%

ROI Realized within 12 Months 40%

ROI Realized within 18 Months 18%

ROI Realized after 2+ Years 14%

No Significant ROI 7%

Interpretation: A majority of organizations report seeing a return on
investment within the first year post-migration, with some experiencing
benefits sooner. This suggests that while initial costs can be high, the long-
term financial benefits of Salesforce Lightning are often substantial.

Table 7: Common Organizational Barriers to Successful Migration

Percentage of Respondents
(%)
Insufficient Change Management 56%
Lack of Clear Strategy or Roadmap 47%
Inadequate Communication Across

Organizational Barrier

0,
Teams 42%
Resistance from Key Stakeholders 38%
Insufficient Budget Allocation 33%
No §|gn|flcant Organizational 18%
Barriers

Interpretation: Insufficient change management and lack of clear strategy
or roadmap are the most common organizational barriers. These issues can
hinder the smooth transition and need to be addressed with careful planning
and communication.

Table 8: Impact of Industry Type on Migration Challenges

Percentage Reporting High Migration

Industry Type Challenggs (%F)) o ’
Finance/Banking 2%

Healthcare 68%

Retail 55%

Technology 50%

Manufacturing 40%

No Industry-Specific 10%

Challenges

Interpretation: The finance and healthcare sectors face the most significant
migration challenges due to strict regulatory requirements and complex data
handling. Retail and technology companies, by contrast, report fewer
industry-specific challenges, though they still face technical and adoption
barriers.

SIGNIFICANCE OF THE RESEARCH

The transition from Salesforce Classic to Salesforce
Lightning Experience (LX) is a revolutionary step for most
organizations wanting to enhance their customer relationship
management (CRM) systems. The current research is of
immense relevance in most domains, as it adds to the body of
research on CRM systems while also giving practical
recommendations for organizations that are planning or have
already initiated the process of making this transition. The
relevance of this research can be appreciated on different
levels:

1. Improvement in Academic Knowledge and Scholarship

The present study offers an exhaustive review of the
migration process from Salesforce Classic to Lightning
Experience, gaining insight that adds to the literature base for
upgrades of CRM systems. While several studies have
examined technical details of such migrations, there are fewer
studies that have addressed organizational, cultural, and
strategic issues of user adoption and long-term business
outcome. In closing such gaps, the study adds to academic
research in the disciplines of information systems, business
transformation, and organizational change management.

In addition, the study synthesizes a wide variety of
perspectives—ranging from technical challenges and
integration issues to leadership strategies and user training—
leading to a comprehensive knowledge of the migration
process. Such a wide vision allows for more integrated
models of migration that organizations can use when planning
similar transitions in the future.

2. Practical Implications for Organizations

To organizations planning or already in the process of
migrating from Salesforce Classic to Lightning Experience,
this research provides findings that can contribute to informed
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decision-making. Organizations can gain from the
examination of technical issues, user adoption, and the role of
leadership. In particular, the results can illuminate the
following practical migration aspects:

e Planning and Strategy: Through the recognition of
shared technical and organizational issues, the
research provides organizations with a strategic
framework for predicting and solving migration-
related problems. Recognizing the effects of system
integration problems, data migration complications,
and the need for reconfiguration of custom
applications will enable firms to allocate the proper
resources and establish realistic timelines.

e User Adoption: The focus of research on training
and resistance to change indicates that it is important
to spend on user-based approaches. The information
can be utilized by companies to create user-specific
training packages that address specific user
requirements, ensuring smoother changes and faster
acceptance of the new system.

e Leadership and Change Management: The
research points to the central role played by
leadership in  making migration initiatives
successful. Robust change management in the form
of executive sponsorship, effective communication,
and continued sponsorship is found to have a
straight-line impact on user adoption and migration
success. Business leaders will be able to use the
research findings to urge needed resources, set clear-
cut migration goals, and create a culture of openness
to the new CRM system.

e Measuring Success: Testing business performance
following migration, such as productivity gains,
sales conversion rates, and customer service
efficiencies, provides a clear model for
organizations to calculate the ROI of their
Salesforce migration. Knowing what benefits are
anticipated, organizations are in a better position to
measure the return on investment (ROI) and monitor
the ongoing effect of the Lightning Experience on
business performance.

3. Facilitating Long-Term Strategic Choices

The long-term success of a Salesforce migration is more than
solving short-term problems; it also means aligning the
migration process with the company's overall strategic goals.
This research provides valuable insights into how Salesforce
Lightning can be used to facilitate business goals, such as
improving customer insights, improving operational

effectiveness, and supporting data-driven decision-making.
By demonstrating the impact of the Lightning Experience on
long-term business performance, such as sales growth and
customer satisfaction, the research allows organizations to
make sound investment decisions in new technologies in line
with their future business plans.

Second, the study contributes to the literature of the long-term
ROI of a Salesforce Lightning migration. Evidence from the
results on the cost-benefit analysis, where it is revealed that
ROI is most likely realized within the first year, presents
significant support for businesses to invest in system
upgrades. Businesses can utilize the information to determine
the fiscal feasibility of a migration project and be prepared to
reap the reward in the next years following the migration.

4. Meeting Industry-Specific Needs

Different industries face different challenges in their
migration to Salesforce Lightning, as found in this study.
Certain industries like finance, healthcare, and retail face
unique requirements like compliance with regulations,
keeping information confidential, and complex customer
processes, which can make the process of migration tricky.
Highlighting these industry-specific challenges, this study
presents specialized information that can help organizations
from these sectors deal with their own challenges.

For example, the study identifies the need for compliance and
security in industries such as healthcare and finance, which
organizations operating in these industries can utilize to make
their Salesforce Lightning implementation compliant with
industry standards. Further, the study acts as an
organizational guide for companies operating in different
industries to understand the particular risks and opportunities
that can occur in the process of migration, hence making it an
essential guide to customer relationship management for
specific industries.

5. Improving CRM Deployment and Vendor Partnership

Besides its organizational relevance, this study also has
implications for Salesforce as a company. It provides
Salesforce with knowledge of the problems organizations
face in the migration process, thus allowing the company to
improve its product services and customer support services.
Salesforce can benefit from this study to improve its customer
support, provide more specific resources for migration, and
improve its Lightning Experience interface and features and
reduce user friction.

Furthermore, this study can encourage CRM vendors and
Salesforce consultants to create more effective tools and
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services that address the common technical and
organizational problems businesses face during migration.
Vendors are able to create effective solutions for smoother,
more efficient migration when they are aware of the pain
points of organizations.

6. Evolving Practices in Change Management

Change management is a critical element in the success of any
change within an organization, such as upgrades of CRM
systems. This research highlights the importance of strategic
leadership, communication, and quality training programs in
managing resistance to change. The study will add to the
organizational behavior and change management studies by
presenting new evidence on leadership styles and change
management approaches and their impact on the success of
technology transitions.

With improved knowledge about human factors related to
migration, organizations can leverage better organizational
change management strategies. Research helps the
organization take initiatives away from the level of technical
deployment and push toward organizational commitment
generation and constructing new technology-embracing
cultures.

The contribution of this research lies in its extensive analysis
of Salesforce Classic to Lightning Experience migration,
offering academic and practical contributions. It bridges vital
knowledge gaps in existing literature by analyzing the
technical, organizational, and strategic drivers of the success
of migration projects. By offering organizations well-
informed views of the challenges and benefits of migrating
into Salesforce Lightning, this research allows firms to
improve their CRM systems, improve operational efficiency,
and synchronize the migration process with overall strategic
goals. Overall, this research is an excellent resource for
organizations, CRM providers, and industry professionals to
know the Salesforce migration complexities.

RESULTS

The study aimed to find out the challenges, benefits, and
strategic implications of the migration from Salesforce
Classic to Lightning Experience (LX). The findings were
derived from a combination of surveys, semi-structured
interviews, and secondary sources, which provided a
comprehensive overview of the migration. The main findings
of the study are as follows:

1. Technical Issues During Migration

One of the most unexpected outcomes of the study was the
presence of technical glitches that occur in the migration
process. The study discovered that 45% of the organizations
had suffered from system integration-related issues, i.e., for
legacy systems and third-party applications. Additionally,
38% of the participants had suffered from data migration
issues, i.e., issues in migrating large data sets and ensuring
data integrity. Additionally, reconfiguring custom-developed
applications to function perfectly well in the Lightning user
interface was another problem faced by 32% of the
participants. This reflects the extent of effort involved in
configuring Salesforce Lightning to satisfy the needs of firms
that have highly customized Salesforce Classic environments.

Key Technical Challenges:

e System integration problems: 45%

e Data migration challenges: 38%

o Redeployment of internal programs: 32%
e Third-party integration failures: 29%

o Workflow redefinition: 27%

2. Change resistance and user acceptance

User adoption was a critical catalyst to the success of the
migration process. According to the research, 58% of the
companies reportedly experienced high resistance from
employees who had worked with Salesforce Classic. To a
greater degree, 45% of the respondents also mentioned
challenges encountered in adjusting to the new interface of
Lightning Experience, primarily among non-technical users.
Additionally, 37% of the participants also mentioned
insufficient training as a contributing factor to the low user
adoption.

User Adoption Barriers:

e Resistance towards change: 58%

o Difficulty in using the new interface: 45%

e Poor training: 37%

e Inability to understand new functions: 33%

This indicates the need for extensive user training and
effective change management practices in facilitating an easy
transition to Salesforce Lightning.

3. Leadership and Change Management Impact

Effective leadership was the identified driver of successful
migration. The study showed that 72% of the organizations
whose executive leaders involved themselves in the migration
process had improved success rates. This was mostly because
of the establishment of open communication, adequate
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resources, and constant monitoring. In addition, 68% of the
respondents highlighted that frequent communication from
the leadership was vital in aligning the team and maintaining
momentum towards the migration.

Leadership Participation:

Active leadership participation: 72%
Regular communication from the top: 68%
Offering sufficient avenues for migration: 63

The findings emphasize the necessity of a hierarchical
approach to enabling transformation and simplifying CRM
migration.

4. Effectiveness of Training Programs

Training initiatives were identified as key to ensuring the
migration process is a success. The research identified that
65% of the organizations that utilized role-specific training
saw improved user adoption and accelerated adoption of
Salesforce Lightning. Additionally, hands-on workshops
were identified as a highly effective training form, with 55%
of the respondents attesting to user confidence being
enhanced through such workshops. Further, continuous
support and refresher training were identified as critical by
50% of the organizations, to keep the users' skills up to date
on the recently deployed system.

Training Program Highlights:
Role-based training: 65%

Practical workshops: 55%

Tutorial sessions on a regular basis: 50%

The results indicate that training is not an event that must
occur once but be an ongoing process to guarantee user
competence and acceptance.

5. Post-Migration Business Performance

The transition to Salesforce Lightning significantly
influenced organizational performance. In the research, it was
determined that 34% of the organizations saw the
productivity of the users increase upon migration, while 28%
saw higher rates of sales conversions. Moreover, the
effectiveness of customer service was enhanced in 25% of the
organizations through better access to customer information
as well as automated features offered. Furthermore, 22% of
the companies witnessed a decrease in manual processes,
which suggests that automation and the advanced features

available in Salesforce Lightning significantly enhanced
operating efficiency.

Business Performance Improvements:

e Improved user productivity: 34%

e  Sales conversion rate improvement: 28%

e Enhanced customer service efficiency: 25%
e Decrease in manual labor: 22%

The results indicate that the migration to Salesforce Lightning
brought tangible improvements to critical business areas.

6. Return on Investment (ROI) Post-Migration

The ROI achieved by the migration to Salesforce Lightning
was varied, with the majority of organizations seeing positive
returns. 40% of the respondents reported achieving ROI
within 12 months of migration, and 21% achieved a faster
ROI within 6 months. 14% of the organizations, however,
took over 18 months to achieve substantial returns, and 7% of
the companies reported no apparent ROI from the migration.
These results suggest that although the upfront migration
expenses can be high, the long-term gains usually exceed the
expenses.

ROI Realization:

o ROI after 6 months: 21%

e ROl within 12 months: 40%
e ROl in 18 months: 18%

e ROI after 2+ years: 14%

e No ROI achieved: 7%

The research identifies that companies can anticipate an
initial investment and consider the long-term economic
advantages associated with the migration.

7. Institutional Obstacles to Effective Migration

The existence of organizational barriers had a major impact
on the success of the migration process. A whopping 56% of
the organizations cited poor change management as a key
impediment, while 47% cited the lack of a clearly defined
migration strategy as another obstacle. In addition, 42% of the
respondents highlighted that poor communication between
teams was a challenge that hindered successful migration.

Organizational Barriers:

o Insufficient change management: 56%

e No well-defined migration strategy: 47%
Ineffective communication among teams: 42%

e Resistance from key stakeholders: 38%
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These issues emphasize the need for proper preparation,
consistent strategy, and effective communication in
addressing the issues associated with migration.

8. Industry-Specific Challenges

The research showed that the sectors with tighter regulatory
demands, i.e., healthcare and finance, experienced greater
problems in migration. 72% of the banks and 68% of the
healthcare institutions said that compliance problems with
regulations made migration much more difficult. In
comparison, 55% of the retail firms and 50% of the tech
companies experienced fewer industry-specific migration
issues.

Industry-Specific Challenges:

e Finance/Banking: 72% high migration issues

e Healthcare: 68% significant migration problems
o Retail: 55% high migration problems

e Technology: 50% high migration challenges.

These findings emphasize the necessity for industry-specific
solutions and approaches when transitioning to Salesforce
Lightning, particularly in regulated sectors.

The study provides excellent insights into how to move from
Salesforce Classic to Lightning Experience, the challenges
and benefits organizations face in doing so. The key findings
are that technical issues, user acceptance barriers, and the
need for strong leadership and effective training are the key
drivers of the successful rollout of the migration. In addition,
the findings reveal that Salesforce Lightning brings about
significant productivity, sales, and customer support
improvements. However, the study reveals the need for
meticulous planning, organizational alignment, and industry-
specific strategy in a bid to overcome the challenges of
migration and achieve long-term benefits.

CONCLUSION

Migrating from Salesforce Classic to Lightning
Experience

The migration from Salesforce Classic to Salesforce
Lightning Experience (LX) is a multifaceted process that
impacts organizations at both the organizational and technical
levels. The study offers several significant findings that
reflect the multifaceted nature and importance of the
migration. From the evidence, several significant inferences
can be drawn regarding challenges, benefits, and best
practices in migrating to Salesforce Lightning Experience.

1. Technical issues are common and complex

The study is an affirmation that Salesforce Lightning
Experience migration is filled with numerous technical
challenges. Most companies face issues of system integration,
data migration, and customization of custom applications.
These are typically exacerbated in highly customized
Salesforce Classic implementations within companies. The
study indicates that technical barriers can be overcome using
careful planning, sufficient resources, and a comprehensive
grasp of how the existing Salesforce setup interacts with the
new platform. It is recommended that companies take
sufficient time and professional input to resolve issues of
system integration and data integrity to facilitate smooth
transition.

2. User Adoption Still the Largest Obstacle to Success

User adoption has been discovered to be among the largest
challenges to successful migration to Salesforce Lightning.
Some of the main reasons for the slow pace of adoption
include resistance to change, challenges in adjusting to the
new interface, and insufficient training. The results indicate
that the use of a top-down approach, with full participation of
leadership and an effective change management strategy, is
crucial in surmounting the challenges. Moreover, offering
effective communication, effective user support, as well as
specific training programs, can play a critical role in moving
user acceptance forward and increasing the overall success
rate of the migration process.

3. Leadership and Change Management Are Pre-
requisites for Success

The research stresses the central importance of leadership to
facilitate successful migration. Organizations that had
executive commitment, a distinct strategic vision, and an
emphasis on change management practices demonstrated
substantially greater success in their migration initiatives. The
research indicates that leadership must not only allocate
resources but also actively engage with teams, articulate the
value of the new system, and champion the process of
transition in order to cultivate a culture that accepts change.

4. Comprehensive and Role-Specific Training is the Key
to Successful Adoption

Training sessions specifically tailored for individual user
roles have been found to be pivotal in speeding up the
transition to Salesforce Lightning for users. The study
indicates that organizations prioritize hands-on workshops,
role-specific training modules, and ongoing support to allow
users to understand the new functionality and move around
the platform effectively. One-size-fits-all training is viewed
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as less effective, and therefore organizations invest in tailored
training to ensure that all users, ranging from sales
representatives to customer support personnel and
management employees, are adequately trained.

5. Long-term gains exceed the cost of initial migration

In spite of the substantial upfront migration costs—e.g.,
reconfiguration of systems, staff training, and potential
downtime—the ultimate benefits of moving to Salesforce
Lightning readily outweigh such expenses. According to the
research, most organizations saw a significant increase in
productivity, improved sales performance, and improved
customer service efficiency after migration. Return on
investment (ROI) typically manifested itself within one year,
as organizations enjoyed the benefits of advanced reporting,
automation, and availability of real-time information. These
benefits represent the long-term value of implementing
Salesforce Lightning.

6. Industry-Specific Problems Must Be Resolved

The study reveals that certain industries, particularly those
working in regulated sectors like finance and health care, face
greater challenges when making the switch to Salesforce
Lightning. Compliance regulations, data privacy, and the
need for customized workflows are areas that make the
transition process more challenging in such industries. The
study finds that industry-specific solutions are needed to
address these particular issues and ensure smooth transition
for companies in industries with high regulatory
requirements.

7. Significance of Ongoing Support and Monitoring
After Migration

The research emphasizes the necessity of ongoing support
after the migration process is completed. After the transition,
organizations would need to be actively involved in solving
user problems, workflow optimization, and system
performance. Tracking the efficiency of the migration on an
ongoing basis, including return on investment and satisfaction
of the users, is needed to identify areas of improvement and
enhance the use of the platform. Organizations need to have
a problem-solving model of support and provide skill
development resources for the user in the long term.

The migration from Salesforce Classic to Lightning
Experience is a major step that offers significant long-term
benefits in terms of efficiency, data-driven decision-making,
and improved customer engagement. However, organizations
would do well to carefully consider the technical,

organizational, and human factors that can hinder the
transition process. The study highlights that the success of
intended outcomes depends on effective leadership, proper
training, good change management practices, and ongoing
support. By prioritizing these factors, businesses can
maximize the returns on their investment in Salesforce
Lightning and ensure a smoother transition for users and
teams. This study is a valuable roadmap for organizations
contemplating or already undertaking their own transition to
Salesforce Lightning Experience, providing practical insights
into surmounting challenges and success.

FUTURE IMPLICATION PREDICTIONS

The Salesforce Classic to Lightning Experience migration
research offers many lessons that not only apply to current
migration procedures but also have long-term effects on the
future of customer relationship management (CRM) systems.
With technology continuing to advance and organizations
making the shift to cloud computing, the potential effects on
companies, technology vendors, and CRM systems according
to this research are considerable. Below is a forecast of future
effects on companies, technology vendors, and CRM systems
based on the findings of this research.

1. Improved User-Centric Design and Integration

With the increasing use of Salesforce Lightning Experience
by companies, future versions of CRM products will feature
more intuitive designs. The study showed that user adoption
remains a significant challenge, particularly with navigation
across the interface and change resistance. Therefore, CRM
vendors such as Salesforce will continue to invest in
developing more intuitive and user-friendly interfaces. Such
innovations may include Al- and personalized user interfaces
that learn to adapt to users' personal preferences and
workflows, thus minimizing the learning curve of new
systems.

In addition, the news of integration problems with third-party
applications and legacy systems indicates that future
Customer Relationship Management (CRM) software will
have more enhanced seamless and automated integration
capabilities. Salesforce and other CRM vendors are expected
to further enhance the integration of their platforms with most
third-party applications, enterprise resource planning (ERP)
systems, and industry-specific applications, making the
migration process even smoother for organizations in various
sectors.

2. Increased Emphasis on Artificial Intelligence and
Automation
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The use of artificial intelligence (Al) and automation has
begun to have a profound effect in Salesforce Lightning, a
trend that is set to grow in the future. Studies showed that
companies experienced increased productivity and efficiency
after they moved to Salesforce Lightning, thanks to the
automation features built into the platform. In the near future,
Al-driven tools like Salesforce Einstein are likely to become
even more advanced, providing more sophisticated predictive
analytics, sales forecasting, and customer insights that will
further streamline business processes.

The potential implications of the integration of artificial
intelligence into customer relationship management software
have the potential to create more personalized customer
interactions, with Al anticipating client needs and
recommending in real time. Businesses are able to leverage
these tools in order to make more informed decisions, as
artificial intelligence and machine learning fuel the
functionality of Salesforce Lightning and other CRMs.

3. The Role of Cloud Technology and Mobile-First
Strategies

The growing use of cloud-based solutions will keep
Salesforce Lightning and other cloud-based CRM solutions
in high demand. Salesforce Lightning's mobile-first approach
was highlighted by the study as a benefit to employees, who
can access customer information and work remotely. With
more companies adopting remote and hybrid work
environments, cloud-based and mobile-first CRM solutions
will become the norm for customer relationship management.

In the next few years, CRM packages will become
progressively more capable on mobile devices, allowing
organizations to work fluidly from any location and device.
Mobile flexibility will become critical in those sectors where
real-time customer interaction is vital, i.e., retail, healthcare,
and banking. In addition, cloud technology will increasingly
facilitate real-time updates and collaboration, allowing for an
even more responsive and dynamic CRM system.

4. Focus on Industry-Specific Solutions

The research revealed that finance, healthcare, and retail
sectors pose specific migration issues because of the need for
compliance, regulatory requirements, and complex business
processes. Since Salesforce Lightning is increasingly being
used, the future CRMs will be even more interested in
offering industry-specific solutions. These solutions may
involve advanced compliance features, industry-specific
reporting, and custom processes designed to address the
specific needs of various industries.

In the times to come, we can anticipate CRM vendors to offer
more out-of-the-box solutions that meet industry-specific
needs, so that the migration becomes smoother for regulated
industry firms. For example, the healthcare industry may need
stronger data security and privacy controls, while the finance
industry may see stronger compliance tracking features. The
same will be the case with more tailored customer interaction
and service delivery.

5. Move Towards Continuous Digital Transformation and
Agile Methodologies

Since digitalization is a leading driver for businesses, the
future effect of CRM migrations will be a continuous
evolution and not a one-time cut-over. The study highlighted
the importance of long-term support and post-migration
audits. Businesses will in the future adopt more flexible
strategies in their CRM systems and migration procedures so
that they can continuously fine-tune and improve their
systems to meet changing business needs and customer
expectations.

Salesforce Lightning delivers periodic updates and new
functionality, and organizations must be in the mindset of
continuous improvement. Upcoming CRM migrations will
not be about sweeping, transformational change but in
increments of improvement, thus allowing organizations to
remain agile and responsive in an ever-changing digital
world.

6. Emphasize Data Privacy and Security

The study discovered that there are some sectors such as
finance and healthcare that have unique data security and
privacy concerns when they migrate to Salesforce Lightning.
The implication of this in the future is that the CRM vendors
will have to tighten their security measures, particularly with
more and more businesses utilizing cloud-based solutions.

With the increasing need for data protection laws like GDPR
and CCPA, CRM providers like Salesforce will introduce
tighter security features in the form of stronger encryption,
secure access management, and automated compliance
tracking. Future releases of Salesforce might also have more
data protection features so that companies operating in highly
regulated industries can maintain pace with changing
regulations and offer better security to customers.

7. ROl Measurement and Long-Term Benefits

The research discovered that organizations that migrated to
Salesforce Lightning saw enhanced productivity, enhanced
sales conversion rates, and enhanced efficiency. Long-term
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ROI measurement, however, is often problematic. Business
and CRM vendors in the future will be more concerned with
measurable long-term benefits and ROl measurement after
migration.

Subsequent releases of Salesforce and other CRM tools can
include ROI tracking features within them, thus enabling
organizations to better track the cost and operational effect of
the migration. Such features can be integrated directly into
business performance measures, thus enabling organizations
to monitor the performance of customer transactions, sales
activities, and business enhancements, thus validating the
initial migration cost.

8. Multi-Channel Customer Engagement Integration

The future of CRM software such as Salesforce Lightning
will also be about multi-channel customer engagement. The
research highlighted that Salesforce Lightning provided users
with real-time access to data and deeper customer insights. In
the future, CRM software will surely incorporate more
communication channels—such as social media, mobile
apps, and chatbots—into a unified interface, which will make
it easier for businesses to engage with customers across
multiple touchpoints.

This cross-channel integration will allow businesses to
provide a more personalized and interactive experience,
where customer interactions are captured and retrieved easily
across channels. The next-generation CRM solutions will be
in a position to help businesses manage and process customer
interactions from all the channels on a single dashboard,
resulting in overall better customer care and satisfaction.

The research results suggest a future with CRM solutions,
especially Salesforce Lightning, becoming more customized,
automated, and flexible. Ongoing injection of Al, cloud
technology, mobile-first offerings, and industry-specific
technologies will drive Salesforce and CRM solution futures.
Enterprises will continue to enjoy more simplified, scalable,
and secure CRM solutions that support ongoing digital
transformations and further bolster customer relationships.
Future implications also emphasize the need for enterprises
to stay agile, implement industry-specific solutions, and
prioritize long-term ROl measurement in order to gain the
most value from CRM migrations.

POTENTIAL CONFLICTS OF INTEREST

In any research study, and particularly one examining the
deployment of proprietary technologies such as Salesforce
Lightning Experience, one is meant to identify and resolve
any likely conflicts of interest that may influence the

objectivity of the study, interpretation of findings, or
recommendations. Some likely conflicts of interest that are
likely to occur in the case of the current study are outlined
below:

1. Vendor Bias (Salesforce)

Since research is underway to migrate from Salesforce
Classic to Lightning Experience, vendor influence in the
sense of bias during conducting the research is likely. If
Salesforce itself or its affiliates are involved in the research
process (e.g., sponsoring research, data analysis, or
contributing), there is a likelihood to bias the finding in favor
of the Salesforce Lightning platform in some manner. As a
counterbalancing factor, it would be significant if the research
can be conducted independently with unbiased reporting and
appropriate  disclosure of involvement by Salesforce
wherever necessary.

Mitigation Strategy: The study must be done independently,
ensuring that all data sources, analysis methods, and reporting
processes are transparent to prevent any potential bias.
Moreover, any collaboration with Salesforce or organizations
associated with it must be stated clearly in the study.

2. Financial Relations or Sponsorships Involving
Salesforce

In cases where the research itself is funded or sponsored by
Salesforce or where researchers have financial stakes in
Salesforce, there is a possible financial conflict of interest.
The financial interests may inadvertently influence the
research design, findings, or recommendations, especially if
the goal is to promote the use of Salesforce products for
business purposes.

Mitigation Strategy: The research team should disclose any
financial relationships with Salesforce or any other
companies that belong to the CRM industry. This disclosure
allows readers to better assess the study's findings and
conclusions. Where financial relationships exist, an
independent panel review should review the study to ensure
that its findings are unbiased.

3. One-on-One Meetings with Salesforce Executives or
Consultants

Researchers or research subjects can have professional or
personal connections with Salesforce executives, consultants,
or vendors. These connections can inadvertently affect the
objectivity of the research, resulting in subjective judgments
or interpretations of the migration process and result.
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Mitigation Strategy: It is necessary to make any personal
relationships transparent, and investigators must include
mechanisms to stay objective when designing studies,
analyzing data, and drawing conclusions. To the extent
possible, an impartial third party must examine the
procedures used in data collection and analysis.

4. Industry-Specific Applications of Conflicts of Interest

The research found that the finance, healthcare, and retail
sectors have unique issues in the transition to Salesforce
Lightning. When the research is conducted by organizations
or stakeholders with interests in these sectors (e.g., a
Salesforce migration consulting company with a history of
migrating financial institutions), there is a risk of a conflict of
interest that can bias the interpretation of the findings in favor
of the services offered by the researchers' company.

Mitigation Strategy: Any possible conflict of interest from
specialized industry expertise must be disclosed. In addition,
researchers must be neutral in their approach to industry
problems and solutions, thus ensuring that the findings are
objective facts and not promoting a specific business agenda.

5. Competition from Competing CRM Providers

Although the research is focused on Salesforce, other CRM
providers such as Microsoft Dynamics, Oracle, or HubSpot
may have vested interests in marketing their own respective
solutions. Any researchers or participants who are affiliated
with these competing vendors may have a competing interest
that can impact the neutrality of the research.

Mitigation Strategy: In order to minimize the impact of bias,
the research must involve trying to have a wider industry
overview of not only Salesforce but also other available
CRMs. A third-party and unbiased examination of the CRM
landscape guarantees the inquiry is not subject to excessive
bias by competing interests.

6. Motives for Creating Salesforce Migration Services

A few of the research participants may have a vested interest
in advocating for Salesforce migration services, including
consulting companies or independent consultants specializing
in assisting organizations in migrating to Salesforce
Lightning. These companies or individuals may bias the
findings or suggestions of the study to suit their migration
processes in which they may be directly engaged, hence
causing a potential conflict of interest.

Mitigation Strategy: All the participants or consultants with
financial stakes in suggesting Salesforce migration services
should make such disclosures. Data-driven analysis and

marketing material should be clearly differentiated to ensure
the academic integrity and objectivity of the study.

While the above conflicts of interest can arise in the course of
the research for the migration from Salesforce Classic to
Lightning Experience, they can be effectively addressed by
the adoption of a mechanism like transparency, disclosure,
and independent assessment. Disclosure of all professional or
financial relationships and maintaining the research process
objective will ensure the validity of the inferences and
conclusions. It must be ensured that both the researchers and
participants are informed of the above potential conflicts and
take affirmative steps to avoid any undue influence on the
study findings.
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