UNVARNISHED REVIEWS

Zoho CRM vs. Pipedrivevs. Freshsales: Same Entry Price, Three Different Bets

Market Position: Same Entry Price, Three Different Approaches

Zoho CRM, Pipedrive, and Freshsales converge on similar entry pricing, $9-$14/user/month, so the sticker price aone
doesn't distinguish them. What distinguishes them is the different bet each one is making on how a budget-conscious sales
team actually wants to work, and each bet comes with a documented tradeoff.

Zoho CRM betson breadth. It wagers that a buyer values alarge adjacent product suite, 50+ apps spanning Books,
Invoice, Campaigns, and Desk, at the lowest per-seat cost of the three, more than a polished, fast-to-learn interface. The
tradeoff: the steepest |earning curve of the three, a support quality score that sits below both competitors here, and a
documented case of the platform's own billing system triggering a service suspension it shouldn't have. Zoho is betting a
buyer will stay for the ecosystem despite the friction.

Pipedrive bets on simplicity. It wagers that a buyer values afixed, opinionated, visual pipeline, oneanew rep canlearnina
single day, more than flexibility for a non-standard sales process. The tradeoff: areal, ranked support-responsiveness gap,
and a cost cliff once ateam needs automation or reporting beyond the base pipeline. Pipedrive is betting a buyer values
speed-to-productivity today over headroom to grow into something more complex later.

Freshsales bets on consolidation. It wagers that a buyer values native phone, email, and chat bundled directly into the
CRM, onetool instead of three stitched together, more than the deepest feature set in any single category. The tradeoff: areal
structural gap for outbound-heavy teams and the smallest, least battle-tested review base of the three. Freshsalesis betting a
buyer is doing inbound or relationship-based selling, where that bundling pays off, rather than heavy outbound prospecting,
where the gap shows up immediately.

A buyer choosing between them is choosing which of these three bets matches how their team actually sells, not picking the
objectively cheapest option. Picking the wrong one means paying areal cost, alearning curve, a support gap, or a structural
feature gap, for a bet that didn't match the buyer's own priorities.

Scale, by parent company, not by CRM product specifically. None of the three publicly breaks out CRM-specific
revenue or customer counts, so the numbers below describe each parent company's total business, areal limitation worth
stating plainly rather than implying a false precision. Zoho Corporation, privately held and family-owned with no outside
investment, reported roughly $1.4 billion in revenue for 2024, with an Indiaregulatory filing for fiscal 2025 converting to
approximately $1.5 billion; the company passed 1 million paying organizations and 150 million users worldwide in February
2026, its 30th anniversary. Freshworks (Freshsales' parent, NASDAQ: FRSH) is the only one of the three with audited,
SEC-filed figures: $838.8 million in 2025 revenue, up 16.4% from $720.4 million in 2024, and roughly 75,000 paying
customers as of December 2025, across its full product line (Freshdesk, Freshservice, Freshmarketer, and Freshsales
combined). Pipedrive states it serves more than 100,000 companies worldwide, but as a private company majority-owned by
Vista Equity Partners since 2020, it does not publish revenue; third-party estimates (not an official disclosure) put it in the
$190-$210 million range as of 2023-2024.

No independent tracker publishes a CRM market-share percentage for any of these three the way 1DC does for Salesforce or
HubSpot; trackers of that kind generally report share only for the largest platforms and group smaller competitorsinto an
undifferentiated "other" category. Customer count and parent-company revenue are the most concrete scale indicators
available, and even those describe each company's full portfolio, not the CRM product being compared here.



Zoho CRM: The Upside

Zoho CRM's depth-per-dollar is real: workflow automation, territory management, and Al features (Zia) are available well
below Salesforce or HubSpot pricing for comparable capability, and the platform connects natively to Zoho's 50+ product
suite (Books, Invoice, Campaigns, Desk) for teams already in that ecosystem. Stability ratings are consistently strong;
independent trackers cite 7-9 out of 10 satisfaction on platform reliability, with users specifically noting transparent
real-time status updates during incidents.

Zoho CRM: The Downside

Thelearning curve and dated interface are the most consistent complaints acr oss every sour ce checked for this
report. Reviewers describe the Ul as cluttered and requiring more clicks than modern competitors, with areal setup curve
for workflow and custom-module configuration. Support responsivenessis areal, recurring weak point: G2 places Zoho's
Quiality of Support score at 7.6/10, below both HubSpot Sales Hub (8.5) and Freshworks own Freshdesk (8.8). One
documented case describes a billing dispute where Zoho suspended service for "non-payment” after its own systemsfailed to
generate a correct invoice, with no advance notice or reasonable payment window offered. Mobile app quality is a separate,
specific complaint: 4.4/5 on Apple's App Store but 3.6-4.0/5 on Google Play, with Gartner Peer Insights rating Zoho's
mobile capabilities among the lowest-scored dimensions in its own review set.

Pipedrive: The Upside

Pipedrive's core strength is doing one thing well: The visual, drag-and-drop pipeline is the reason it became an industry
reference point, and reviewers consistently rate it the easiest of the three to onboard a new rep onto without training.
Trustpilot and G2 ratings are unusually consistent with each other (areal rarity in this category), both landing in the
4.3-4.5/5 range, with reviewers specifically praising sales team responsiveness and demo quality during the buying process
itself.

Pipedrive: The Downside

Support responsivenessis a documented, specific weakness, not a vague complaint. One independent ranking cites
Pipedrive receiving roughly 6x more support complaints than the top-rated competitor in the same comparison set, alongside
apricing structure that escalates meaningfully at higher tiers once ateam needs automation or advanced reporting beyond
the base pipeline. The platform's fixed data model, the same discipline that makes it fast to learn, isareal ceiling: Teams
with non-standard sales processes or complex custom objects outgrow Pipedrive's structure faster than Zoho's or Freshsales'.

Freshsales: The Upside

Freshsales bundles native telephony, email, and chat directly into the CRM, with Freddy Al providing contact scoring and
deal insights from the Pro tier up, without requiring a separate calling or messaging tool the way Pipedrive and Zoho
typically do. Ratings are strong and consistent across sources (roughly 4.5/5 on both G2 and Trustpilot), though on asmaller
review base than Zoho or Pipedrive. Independent reviewers specifically recommend it for inside-sales teams of 3-15 people
running inbound or relationship-based selling.

Freshsales: The Downside

Freshsalescarriesareal, structural limitation for outbound teams: zer o native sales sequences on the Growth tier. A
team that needs outbound cadences, standard for any team doing prospecting rather than pure inbound, must budget for Pro
at minimum, areal jump from Growth's entry price. Thisis the more consequential limitation of the two covered here, since
it affects every paying team running an outbound motion, not just teams weighing afreetrial.

Separately, and worth a brief note rather than extended treatment: whether a $0, three-user freetier still existsis unclear as of
this report's research, sources conflict on whether a July 2026 pricing-page change removed it. This has no bearing on the



10-person team modeled in this report's TCO comparison, but confirm current availability at signup if afreetier specificaly
factorsinto your evaluation.

Platform Ratings at a Glance

Zoho CRM 4.1-4.3/5 (~2,900-27,200) ~4.0-4.2/5 Trustpilot rating reflects the broader
Zoho brand and product suite
(Mesting, Books, Invoice), not Zoho
CRM specifically

Pipedrive 4.3/5 (~2,900-3,055) 4.4-45]5 (~2,650-3,445) Unusually consistent across both
platforms; no meaningful
divergence found

Freshsales ~4.5/5 (~1,220) ~4.5/5 (~1,200) Smallest review base of the three;
ratings consistent but less
statistically robust

None of these three shows the sharp G2-vs-Trustpilot divergence documented elsewhere on this site for larger,
contract-locked enterprise platforms. That absence isitself worth noting: It's consistent with these being lower-commitment,

easi er-to-leave products, without the renewal and cancellation friction that tends to drive a Trustpilot backlash for platforms
with harder exit terms.

Pricing (September 2026)

Zoho CRM Yes, up to 3 users Standard: $14/user/month Enterprise: $40/user/month

Pipedrive No (14-day tria) Lite/Essential: $14/seat Ultimate: $79/seat

Freshsales Unclear, see Freshsales: The Growth: $9/user/month Enterprise: $59/user/month
Downside

TCO Comparison: 10-Person Sales Team, One Year

Platform Realistic Tier Annual Cost

Zoho CRM Standard $1,680
Freshsales Growth $1,080
Pipedrive Growth/Advanced (automation required) $4,680

At this scale, the spread between the cheapest (Freshsal es Growth) and most expensive (Pipedrive with automation) realistic
tier isroughly 4.3x, ameaningful gap for a 10-person team, but each platform'sreal cost depends heavily on which features
that team actually needs, not just the sticker price of the entry tier.

Coststhe Pricing Table Misses

* Freshsales' Growth tier has zer o native sales sequences. Any team doing active outbound prospecting, not just
inbound response, needs to budget for Pro at minimum, areal step up from the Growth entry price.



 Zoho's advanced reporting and automation featuresrequire higher tiers. The entry-level Standard planisareal,
functional CRM, but workflow automation depth that competes with Pipedrive or Freshsales Pro tier requires

Professional or Enterprise pricing.

* Pipedrive'sautomation and advanced reporting are gated above the entry tier. The cheapest plan covers pipeline
management well; ateam needing sequences, workflow automation, or custom reporting should budget for Advanced or

higher, not the headline entry price.

* None of the three publishes a fully itemized enterprise-tier cost for larger teams. All three offer custom quotes
above their published tiers; confirm current numbers before budgeting past the published ladder.

Complexity Comparison

G2, Capterra, Trustpilot, and PeerSpot each capture adifferent dlice of these three platforms; synthesized together, they
show areal complexity gradient that doesn't track cleanly with price.

Real setup curve for workflows and
custom modules

Learning curve

Support quality

Admin/staffing dependency

Steep; most consistently cited
complaint across all sources checked

Inconsistent; G2 Quality of Support
7.6/10, a documented weak point

Minimal for core use; real for

working pipeline

onboard

advanced automation and

integrations

Red Flags

Fastest of the threg; minutesto a

Low; consistently rated easiest to

Documented weak point; ~6x more
complaints than the top-rated
competitor in one ranking

Minimal; self-serve by design

Low for pipelines; medium once
sequences and API syncs start

Low-medium; built-in telephony
adds areal but manageable layer

Not flagged as a comparable weak
point in sourcing reviewed for this
report

Minimal; self-serve by design

Every finding below isindependently documented and recurring, not a single reviewer's isolated complaint.

» A documented billing dispute shows a
real, serious support failure mode. One
reviewer describes Zoho suspending service
for "non-payment" after its own billing
systems failed to generate aworking
invoice, with no advance warning and no
reasonable payment window offered once a
usable invoice finaly arrived.

* Support quality isinconsistent and
independently scored below competitors.
G2's Quality of Support score (7.6/10) sits
below both HubSpot Sales Hub and
Freshworks own Freshdesk product.

* Support responsivenessis a
documented, ranked weakness. One
independent ranking cites roughly 6x more
support complaints than the top-rated
competitor in the same comparison set, not a
vague or isolated concern.

* Pricing escalates meaningfully once
automation isrequired. The entry tier
covers pipeline management well;
sequences, workflow automation, and
advanced reporting require areal stepupin
cost.

* Zero native sales sequences on the
Growth tier isareal, structural gap for
outbound teams. Any active prospecting
motion requires budgeting for Pro at
minimum, a cost jump worth confirming
before signing.

* Whether afreetier till existsisunclear,
though it rarely affectsareal buying
decision. Sources conflict on whether a July
2026 pricing-page change removed it;
confirm at signup if it matters to your
evaluation.



» Mobile app quality is a specific, * Thefixed data model becomesareal * The smallest review base of thethree
recurring complaint, not general ceiling for non-standard sales processes. meansratings carry less statistical weight.
dissatisfaction. Google Play ratings Teams with complex custom objects or Roughly 1,200 reviews per platformisared
(3.6-4.0/5) run meaningfully below Apple non-linear processes document outgrowing sample, but meaningfully thinner than

App Store ratings (4.4/5), with Gartner Peer Pipedrive's structure faster than Zoho's or Zoho's or Pipedrive's; treat consistency
Insights separately rating mobile capabilities Freshsales. across sources as reassuring, not as proof of
among Zoho's lowest-scored dimensions. scale-tested reliability.

The Decision Framework

Choose Zoho CRM if: Your team already uses, or plans to use, other Zoho products, budget is the hardest constraint, and
you have the patience for areal setup curve in exchange for the deepest feature set per dollar of the three.

Choose Pipedriveif: Your sales processis alinear pipeline, speed to onboard a new rep matters more than deep
customization, and you're comfortable budgeting for areal cost increase once you need automation beyond basic pipeline
management.

Choose Freshsalesif: Built-in phone, email, and chat matter enough to justify skipping separate tools, and your team does
inbound or relationship-based selling rather than heavy outbound sequencing.

The Question to Ask First

Does your team need outbound sales sequences from day one, or is the near-term motion mostly inbound and
relationship-based? If outbound sequencing is required immediately, Freshsales' Growth tier is disqualified regardless of
price, budget for Pro or look elsewhere. If the motion isinbound-first, Freshsales bundled communication tools become a
real advantage.

Key Decision Factors

Cost, complexity, and support quality all matter here, and none of these three platformsis free of tradeoffs. Zoho's depth
comes with alearning curve and a documented, serious hilling-support failure mode. Pipedrive's simplicity comes with a
support-responsiveness gap and a cost cliff once automation is needed. Freshsales' bundled communication tools come with
astructural gap for outbound teams, no native sales sequences below the Pro tier, that determines fit well before any pricing
guestion does. Choose based on which of these specific tradeoffs your team can absorb, not on which platform has the lowest
number on its pricing page today.

The Bottom Line

Choose Zoho CRM if:
* Budget is the hardest constraint and you want the deepest feature set per dollar of the three
« Your team already uses, or plans to use, other Zoho products (Books, Invoice, Campaigns, Desk)
* Y ou have the patience for a setup curve on workflows and custom modules
* You've confirmed your billing and invoicing setup carefully, given the documented suspension case above
* Best-in-class support responsiveness is not a priority; G2's Quality of Support score for Zoho sits below both

competitors here

Choose Pipedriveif:
* Your sales processisalinear pipeline, not one with complex or non-standard branches



« Fast onboarding for new reps matters more than deep customization
* You're budgeting for a cost increase once automation or advanced reporting is needed
* You can tolerate a documented, ranked support-responsiveness gap

* Your process is unlikely to outgrow afixed pipeline structure within the planning horizon

Choose Freshsalesif:
* Built-in phone, email, and chat matter enough to justify skipping separate tools

* Y our team does inbound or relationship-based selling rather than heavy outbound sequencing
« You've budgeted for Pro from the start if outbound sequences are needed, not assumed they're included on Growth
* You're comfortable with the smallest, least battle-tested review base of the three

Zoho CRM offers afreetier for up to three users; Pipedrive offers a 14-day trial with no freetier; Freshsales offers at
minimum a 21-day trial, with free-tier availability worth confirming at signup. Test-drive each against your actua workflow,
not just its marketing page, before committing.



