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This report synthesizes data from 57,000+ verified user reviews and practitioner community posts collected from G2, Capterra (18,766

Salesforce reviews, 5,726 HubSpot reviews), TrustRadius (8,477 head-to-head reviews, the largest independent CRM comparison

dataset available), PeerSpot, Spiceworks, Reddit practitioner communities, the Salesforce Trailblazer Community, and the HubSpot

Community. Pricing data reflects vendor pricing pages, independent procurement analysis, and enterprise implementation cost data

current as of June 2026.

The Verdict Up Front
HubSpot ended 2025 with 288,706 paying customers, nearly 2x Salesforce's reported 150,000+ customer count, $3.1

billion in trailing revenue growing at 18%-20% annually, and Q1 2026 adding 10,800 net new customers at 23%

revenue growth. It is the fastest-growing major CRM platform by customer count, the dominant choice for SMB and

mid-market organizations, and increasingly winning enterprise deals that Salesforce once considered its natural

territory. Its Breeze AI, embedded across the platform without additional licensing, is specifically contrasted by

TrustRadius practitioners against Salesforce's Agentforce, which requires significant configuration and

consumption-based billing. Its pricing structure contains three simultaneous billing axes, per-seat,

per-marketing-contact, and mandatory onboarding fees, that combine to produce invoices 20%-30% above listed prices

for most buyers.

Salesforce is the world's dominant enterprise CRM with 21.7%-21.8% global market share, $37.9 billion in FY2025

revenue, and 83% of Fortune 500 companies using at least one Salesforce product. Agentforce crossed 1 million

customer conversations and $900 million ARR at 120% growth. Salesforce also cut its customer support team from

9,000 to roughly 5,000 in 2025 by deploying Agentforce AI agents, while simultaneously selling AI-driven support

reduction to customers. And Salesforce's own internal research found LLM agents succeed at only 6 in 10 single-step

CRM tasks. Both facts sit awkwardly alongside Agentforce's marketing.

Recommendations: For most B2B teams: HubSpot. For enterprises with complex processes, large admin teams, and

budgets for proper implementation: Salesforce. The decision is not close for most organizations, and the TCO gap is

wider than either platform's pricing page suggests.

Platform Ratings at a Glance

Platform G2 Capterra TrustRadius Customers

HubSpot CRM 4.5 / 5 4.5 / 5 8.5 / 10 288,706

Salesforce Sales Cloud 4.4 / 5 4.4 / 5 8.1 / 10 Enterprise-dominant

TrustRadius, requiring verified LinkedIn profiles, produces the highest-signal data for this comparison. With 8,477

head-to-head reviews, it is the largest independent CRM comparison dataset available. HubSpot is consistently rated

higher for usability across all three major review platforms. TrustRadius practitioners who have used both platforms

directly describe HubSpot as "way better, cheaper than Salesforce, with less time needed for upkeep and to learn where



everything is." Onboarding timelines document consistently at 2-6 weeks for HubSpot versus 2-6 months for

Salesforce Enterprise.

Market Position: The Momentum Story
Salesforce holds 21.7%-21.8% global CRM market share. HubSpot holds approximately 4%-6% globally, but its

customer count growth rate significantly outpaces Salesforce. HubSpot's 18%-20% annual revenue growth consistently

outpaces Salesforce's 8%-11%. The global CRM market is projected to exceed $80 billion in 2026.

The most meaningful signal: HubSpot's upmarket momentum. Deals over $5,000 MRR grew 33% in 2025; deals over

$10,000 MRR grew 41%. Customers with 500+ seats grew fivefold. The pre-2022 standard, HubSpot for marketing,

Salesforce for sales, is shifting. Mid-size companies are increasingly consolidating onto HubSpot for both functions as

enterprise-grade features have been introduced in recent years.

Salesforce Sales Cloud adoption rate: 72%. HubSpot Sales Hub adoption rate: 71%, essentially tied, reflecting

HubSpot's penetration across the full market spectrum.

The Salesforce Support Crisis: Documented and Current
This finding belongs in every 2026 Salesforce evaluation.

In 2025, Salesforce CEO Marc Benioff publicly acknowledged cutting the company's customer support team from

approximately 9,000 employees to roughly 5,000, deploying Agentforce AI agents to handle the volume previously

managed by human support staff.

Salesforce's own internal research found that LLM agents succeed at only 6 in 10 single-step CRM tasks, a 60%

success rate for the simplest possible agent workflow. This was published while Agentforce was being actively

marketed as the platform's primary growth and support transformation driver.

Capterra reviewers specifically flag Salesforce support quality in 2025-2026, with one verified January 2026 review

from a Computer & Network Security account executive stating: "Admin-level customization often requires technical

expertise or certified support, which adds cost and dependency." The combination of a reduced human support team

and a 60% single-step AI success rate creates a documented support quality risk for buyers evaluating Salesforce's

post-sale experience.

What Users Actually Report

HubSpot: What Works

TrustRadius, G2, and Capterra reviewers consistently identify three areas of strength: ease of use and onboarding

speed, unified data architecture, and Breeze AI accessibility.

The unified data model, where marketing, sales, service, and operations share the same database without integration or

sync, is called out across all review platforms as the most meaningful operational advantage over Salesforce.

TrustRadius practitioners describe the experience as genuinely different from running separate systems: "all of our

Marketing data in one place, better able to track our impact and ROI" without integration overhead.



Breeze AI is embedded across the platform, accessible without additional licensing, and designed for non-technical

users. Over 8,000 customers have activated HubSpot's Customer Agent; over 10,000 have activated the Prospecting

Agent. Net Revenue Retention of 105% in Q4 2025 reflects genuine platform satisfaction beyond new customer

acquisition.

HubSpot Community reviewers document a specific ROI pattern: teams that migrate from Salesforce to HubSpot

consistently describe the switch as cost-effective with meaningful workflow improvement, "the way it has automated

many aspects of our sales and general business cannot be undersold."

HubSpot: What Doesn't Work

The three-axis pricing model produces consistent first-year surprises. Per-seat pricing, per-marketing-contact

pricing, and mandatory non-negotiable onboarding fees combine to create invoices that consistently exceed the pricing

page estimate by 20%-30%.

Documented mandatory costs:

• Marketing Hub Professional onboarding: $3,000 (non-optional)

• Marketing Hub Enterprise onboarding: $6,000-$7,000 (non-optional)

• Additional marketing contacts on Professional: $225/month per 5,000 above the included tier

• A database of 50,000 marketing contacts adds $2,025/month on top of base pricing

Trustpilot support complaints remain the most concerning signal, 1.9/5 from nearly 1,000 reviews driven by support

quality, auto-converting free trials, and cancellation friction that G2's feature-satisfaction scores do not capture.

Enterprise-scale limitations are documented by TrustRadius practitioners moving upmarket, complex multi-object

custom reporting, advanced territory management, and non-standard enterprise sales processes can hit HubSpot's

ceiling before they reach Salesforce's.

Salesforce: What Works

TrustRadius, G2, and Capterra enterprise reviewers consistently validate three genuine strengths: customization depth

for complex, non-standard processes; AppExchange ecosystem breadth (3,000+ integrations, 2,300+ consulting firms);

and Agentforce AI investment at enterprise scale.

One verified Capterra reviewer from March 2026 captures the enterprise case: "I can't believe the levels of

customization, configuration, automation, and now AI. If you set this up right, you can manage your entire business

with Salesforce and Salesforce App Exchange Products." This reflects the genuine ceiling that makes Salesforce the

most appropriate choice for organizations that can resource it properly.

83% of Fortune 500 companies use at least one Salesforce product, a network effect that means incoming sales talent is

pre-trained on the platform and enterprise integrations are built for it by default.

Salesforce: What Doesn't Work

Implementation costs consistently exceed expectations by 2-3x, with 2,300+ consulting firms on AppExchange

existing specifically because Salesforce routinely requires professional services to configure at scale. Independent

analysis of 1,600+ implementations confirms implementation costs alone typically run 2-3x the annual license cost.

Admin dependency is structural. Capterra's January 2026 verified review captures the documented reality:

"Admin-level customization often requires technical expertise or certified support, which adds cost and dependency."



Without a dedicated Salesforce Administrator, maintaining efficiency and satisfaction is consistently described as

unsustainable. That administrator represents $85,000-$120,000+ annually.

The support staffing cut, 9,000 to 5,000 human support staff replaced by Agentforce, combined with Salesforce's own

documented 60% single-step AI success rate creates a support quality risk that buyers should verify specifically before

signing.

Pricing increases compounding. Salesforce raised list prices approximately 6% in August 2025. Agentforce

consumption-based credit billing adds cost beyond base licensing. Combined, renewal costs for established Salesforce

customers are meaningfully higher than twelve months ago.

Pricing Reality (June 2026)

HubSpot

Plan Price Key Hidden Cost

Free CRM $0 2 users, basic features

Starter $20/seat/month Limited automation

Marketing Hub Professional $890/month (3 seats, 2K contacts) + mandatory $3,000 onboarding

Marketing Hub Enterprise $3,600/month (5 seats, 10K contacts) + mandatory $6,000-$7,000 onboarding

Full Customer Platform Enterprise $4,300+/month Multiple hubs bundled

Contact overage reality: A database of 50,000 marketing contacts adds $2,025/month above base Professional

pricing. Budget 20%-30% above listed prices as a standard practice.

Salesforce Sales Cloud

Plan Price Key Notes

Starter Suite $25/user/month Up to 10 users

Pro Suite $100/user/month Growing teams

Enterprise $175/user/month Post-August 2025 ~6% increase

Unlimited $350/user/month Full support

Agentforce 1 Sales $550/user/month Full AI

The hidden cost cascade: Implementation 2-3x annual license. Admin salary $85,000-$120,000+/year. AppExchange

add-ons $15,000-$50,000+/year. Agentforce consumption credits. Premier Support 30% of license fees annually.

TCO Comparison: 25-Person Commercial Team

Component HubSpot Professional Salesforce Enterprise

License (Year 1) ~$20,400 ~$49,500

Onboarding/Implementation $3,000-$15,000 $50,000-$150,000



Admin/ops staffing Not required for most $85,000-$120,000/yr

Add-ons $0-$10,000 $15,000-$50,000/yr

**Year 1 Total** **~$35,000-$55,000** **~$200,000-$370,000**

For a 25-person team, independent analysis confirms a $29,000+ annual licensing gap that widens at scale when

implementation and admin costs are included. The TCO differential runs 4-6x, driven primarily by admin staffing

requirements, not licensing.

The Decision Framework

Choose HubSpot if:

• Your team is under 500 people and you want marketing, sales, and service in one platform

• Speed to launch matters, campaigns and pipelines running in weeks, not months

• You want AI assistance embedded out-of-the-box without additional licensing

• You do not have a dedicated Salesforce administrator and are not planning to hire one

• You have modeled the onboarding fees, contact overages, and add-ons before signing

• You are below $100M ARR building your go-to-market motion

Choose Salesforce if:

• Your sales organization has complex, non-standard processes requiring deep customization

• You need the AppExchange ecosystem depth for niche industry integrations

• You have or are hiring a dedicated Salesforce administrator before go-live

• You have fully funded the implementation, not just the license cost

• You are in a competitive talent market where Salesforce experience is a standard expectation

• You are verifying Agentforce capability in your specific use case, not relying on marketing benchmarks

The question that determines the answer before any other:

Does your organization have a dedicated Salesforce administrator, or are you planning to hire one before the platform

goes live? If no: choose HubSpot. If yes: evaluate Salesforce with the full 3-year TCO model including the August

2025 price increase, Agentforce consumption costs, and AppExchange add-ons.

The Bottom Line
HubSpot is the most appropriate choice for most B2B organizations from startup through mid-market evaluating CRM

in 2026 (generally, organizations under $500 million in revenue and below $100 million ARR), especially those

without a dedicated Salesforce administrator and a fully funded implementation budget. Its growth trajectory, 23% Q1

2026 revenue growth, 10,800 net new customers in a single quarter, reflects genuine market validation. Its Breeze AI is

more accessible and less expensive than Agentforce for most use cases. TrustRadius practitioners who have used both

platforms consistently prefer HubSpot on usability and total cost.



Salesforce is the most appropriate choice for enterprises that can resource it properly. Its customization depth,

AppExchange ecosystem, and Agentforce investment are genuine. So is the support quality risk from the

9,000-to-5,000 staffing reduction, verify current support response quality explicitly before signing, and do not rely on

historical reputation.

The one data point that belongs in every HubSpot-vs-Salesforce business case: Salesforce's own internal research

documented a 60% single-step task success rate for its LLM agents. If Agentforce capability is a material factor in the

decision, verify performance in your specific use case, not in Salesforce's marketing materials.

Editorial Correction Policy: If you believe a finding in our research is factually inaccurate, contact

editorial@unvarnishedreviews.com with the specific claim and supporting documentation. We review all correction requests and

will promptly update any findings that are found to be inaccurate.

Full research methodology at unvarnishedreviews.com/methodology. Research Notes available on request at

editorial@unvarnishedreviews.com.
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