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Unvarnished Reviews Research

This report synthesizes data from 5,000+ verified user reviews and practitioner community posts collected

from G2, Capterra, TrustRadius (4,400+ head-to-head reviews, the largest independent CRM comparison

dataset available), PeerSpot, Spiceworks, Stack Overflow, Reddit, and the Salesforce Trailblazer Community.

Pricing data reflects vendor pricing pages, verified implementation cost data, and independent procurement

analysis current as of June 2026. Full research methodology at unvarnishedreviews.com/methodology.

Research Notes available on request at editorial@unvarnishedreviews.com.
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The Verdict Up Front
Salesforce is the world's dominant enterprise CRM with 23.9% global market share and $21.6 billion in CRM

revenues in 2025. Its customization depth, AppExchange ecosystem, and Agentforce AI investment are

genuine and market-leading. Its implementation failure rate, driven by organizations that budget for licenses

and a one-time implementation fee, then discover the real costs after signing, is the most significant and least

discussed fact in enterprise CRM procurement. Independent analysis of 1,600+ implementations finds that

implementation costs alone typically run 2-3x the annual license cost, and cutting the corners that result

produces a 30%-70% CRM project failure rate across both platforms.

Microsoft Dynamics 365 is the right CRM for organizations running Microsoft 365, where Teams, Outlook,

Power Platform, and Azure integration eliminate costs that Salesforce customers pay repeatedly. At negotiated

enterprise rates, Dynamics 365 Sales Enterprise runs 35%-55% less expensive per user than Salesforce Sales

Cloud Enterprise. Its January 2026 licensing enforcement rollout, described by practitioners as among the

most significant Dynamics licensing changes in 10 years, has created active compliance risk for organizations

that have not audited their license assignments.

The most important finding from the full source set: the platform choice matters less than the

implementation quality. Independent research shows 40% of CRM projects fail regardless of which platform

is selected, with poor data entry and inadequate change management cited as the primary causes across both

Salesforce and Dynamics deployments. Choosing the right platform and underfunding the implementation is

the most common and most expensive mistake in enterprise CRM.

---

Market Position



• Salesforce: 23.9% global CRM market share, $21.6B CRM revenues (2025), 25,000+ G2 reviews on

Sales Cloud

• Microsoft Dynamics 365: ~5% global CRM market share, $5.45B CRM revenues (2025), 1,606 G2

reviews, 4,400+ TrustRadius head-to-head reviews vs. Salesforce

Microsoft achieved 11.5% year-over-year CRM revenue growth versus Salesforce's 9.5%, gaining ground, not

losing it. The growth comes primarily from organizations already on Microsoft 365 choosing Dynamics for

new CRM deployments over Salesforce.

---

Platform Ratings at a Glance

Platform G2 TrustRadius (head-to-head)

Salesforce Sales Cloud 4.4 / 5 Preferred in complex enterprise

Dynamics 365 Sales 3.8 / 5 Preferred for Microsoft-stack

The 0.6-point G2 gap is the largest rating differential in any enterprise software category in our research

library. It requires clear-eyed analysis. TrustRadius reviewers, who require verified LinkedIn profiles,

producing higher signal quality than G2, document a more nuanced picture: Dynamics is preferred for

Microsoft-integrated environments while Salesforce is preferred for complex enterprise customization

requirements. Neither platform wins universally. Both platforms struggle with the same fundamental problem:

adoption.

---

The Adoption Problem Both Platforms Share
TrustRadius and independent implementation data converge on a finding that vendor marketing for both

platforms obscures: 40% of CRM projects experience adoption failure regardless of which platform is

selected.

The pattern is consistent across Salesforce and Dynamics deployments. Organizations budget for licenses and

a one-time implementation fee, then discover that the real cost includes:

• Data cleanup and migration

• Integration middleware

• Admin salaries

• Training programs

• AppExchange or Power Platform subscriptions

• Storage overages

• AI consumption fees

• Annual price increases



When these costs surface after the contract is signed, projects begin cutting corners. Training is shortened.

Change management is skipped. Integrations are deferred. These cuts produce the failure rate. Neither

Salesforce nor Dynamics is immune. The platform is not the failure point, the implementation approach is.

This finding belongs in every CRM evaluation business case. The question is not just which platform to

choose, but whether the implementation is funded to succeed.

---

What Users Actually Report

Salesforce: What Works
TrustRadius reviewers with verified enterprise credentials consistently praise three things: customization

depth, AppExchange ecosystem breadth, and the community and training resources (Trailhead). For

organizations with complex, non-standard sales processes, territory management, multi-object relationships,

intricate partner programs, Salesforce's flexibility is documented as genuinely unmatched.

PeerSpot enterprise practitioners specifically call out Salesforce's AI investment (Agentforce) as the most

sophisticated autonomous agent capability available in commercial CRM, handling sales, service, and

marketing actions with a depth that Dynamics Copilot does not yet match.

The Salesforce partner ecosystem is specifically praised in Trailblazer Community discussions as a

differentiator, 2,300+ certified consulting firms on AppExchange means implementation support is available

for any industry, any scale, any specific use case.

Salesforce: What Doesn't Work
Implementation costs consistently exceed expectations by 2-3x. Analysis of 1,600+ Salesforce

implementations finds that implementation costs alone typically run 2-3x the annual license cost. For a

50-user Enterprise deployment at $175/user/month, the $105,000 annual license becomes a

$210,000-$315,000 Year 1 reality before admin salary, AppExchange add-ons, or ongoing consulting are

included.

Admin dependency is structural. TrustRadius and G2 reviewers consistently document that running

Salesforce effectively without a dedicated Salesforce administrator is described as nearly impossible at scale.

That administrator represents $85,000-$120,000+ annually, a recurring cost that compounds every year of the

engagement.

Three annual platform updates can break existing configurations. The Salesforce Trailblazer community,

the platform's own user community, is a consistent source of documentation on Apex trigger failures, Flow

breakage, and integration disruptions triggered by Salesforce's three annual release cycles. For heavily

customized environments, each update cycle requires dedicated review and testing.

G2 pricing complaints: 1,094 mentions of pricing concerns, the most common negative tag across all

categories.

Dynamics 365: What Works



TrustRadius reviewers document Microsoft 365 integration as Dynamics' most distinctive advantage. A

verified Dynamics user who had previously used Salesforce stated directly that their organization was "much

happier with Microsoft Dynamics 365" specifically because of Microsoft 365 integration, with Teams,

Outlook, SharePoint, and Citrix environments described as seamlessly connected.

The CRM + ERP convergence on a single platform is specifically called out by manufacturing and

distribution practitioners as a capability Salesforce cannot replicate. Dynamics 365 Customer Insights,

Microsoft's combined CDP and marketing automation platform introduced in 2023, provides a unified

marketing-to-CRM workflow that Salesforce requires additional products to assemble.

Power Platform, Power BI, and Azure Synapse connecting natively to Dynamics data without integration cost

is consistently cited as a pricing advantage for organizations already paying for the Microsoft stack.

Dynamics 365: What Doesn't Work
Licensing complexity is Dynamics' most severe documented liability. The official licensing documentation

exceeds 60 pages. Practitioners consistently describe the model as a maze, combining user subscriptions,

capacity entitlements, AI add-ons, and Power Platform rights in ways that interact non-obviously. One

practitioner published their experience directly: "I have wasted so much time figuring out this licensing

model."

January 2026 licensing enforcement is an active operational risk. Starting January 15, 2026, Microsoft

began strictly enforcing Dynamics 365 Finance & Supply Chain licensing, users with security roles that do not

match their assigned license type lose system access. This was described by practitioners as "among the most

significant licensing changes in the past 10 years." Organizations that have not audited their license

assignments face system access loss and operational disruption. The enforcement rollout began with warnings

in September 2025 and became mandatory in January 2026. Any current Dynamics customer must audit their

license assignments before their next renewal.

G2 rating gap is real. The 3.8/5 G2 score reflects genuine user experience differences, less polished

interface, slower feature velocity versus Salesforce, and navigation complexity, that TrustRadius also

documents. The gap has been narrowing with Microsoft's 2025-2026 release waves, but it has not closed.

Multiple navigation required for complex views. Capterra reviewers specifically flag "multiple location

navigation" as the main problem, the CRM + ERP integration that is Dynamics' strength also creates interface

complexity when users need information spanning different modules.

---

Pricing Reality (June 2026)

Salesforce Sales Cloud

Tier Price/User/Month Key Notes

Starter Suite $25 Up to 10 users, limited

Pro Suite $100 Most SMB deployments



Tier Price/User/Month Key Notes

Enterprise $175 Mid-market standard

Unlimited $350 Full support included

Agentforce 1 Sales $550 Full AI automation

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

AppExchange add-ons $15,000-$50,000+/year. Premier Support 30% of license fees if not included. The

listed price is where spending starts, not ends.

3-year TCO example (10 users, Enterprise): Year 1: $21,000 licenses + $30,000 implementation = $51,000.

Years 2-3: $21,000 licenses + $7,650 admin/support each year = $28,650. Three-year total: approximately

$108,000 for a small deployment, before AppExchange, Agentforce, or Salesforce Marketing Cloud.

Annual price increases: Salesforce raised list prices approximately 6% in 2025. Budget 5%-9% renewal

uplift annually.

Microsoft Dynamics 365 Sales

Tier Price/User/Month Key Notes

Professional $65 Core sales automation

Enterprise $105 Full automation + AI basics

Premium $150 Includes Copilot AI

Microsoft Relationship Sales $162 Adds LinkedIn Sales Navigator

Key pricing advantages:

• Dynamics Enterprise ($105) vs. Salesforce Enterprise ($175): 40% list price advantage

• Negotiated enterprise rates: 35%-55% lower per-user cost than equivalent Salesforce configuration

• Power Platform included in some license tiers, reducing the add-on cost that Salesforce customers pay

separately

• Azure Hybrid Benefit logic applies: organizations already paying for Microsoft stack should model the

full ecosystem cost savings, not just CRM license comparison

The licensing compliance cost: Any organization currently running Dynamics without a completed license

audit faces a potential compliance cost from the January 2026 enforcement rollout. Budget for a license audit

engagement before renewal if this has not been completed.

---

TCO Comparison: 50-User Enterprise Team

Component Salesforce Enterprise Dynamics 365 Enterprise

License (Year 1) ~$105,000 ~$63,000



Component Salesforce Enterprise Dynamics 365 Enterprise

Implementation $50,000-$150,000 $40,000-$120,000

Admin salary $85,000-$120,000/yr $70,000-$100,000/yr

Add-ons/AppExchange $15,000-$50,000/yr $5,000-$20,000/yr

Training $10,000-$25,000 $8,000-$20,000

**Year 1 Total** **$265,000-$450,000** **$186,000-$323,000**

Dynamics represents 30%-40% lower Year 1 TCO, but only for organizations with the Microsoft 365

infrastructure to leverage the integration value. For organizations without Microsoft 365, the gap narrows

substantially.

---

The Decision Framework

Choose Salesforce if:
• Your sales organization requires deep customization that Dynamics cannot match

• You need the AppExchange ecosystem for niche industry integrations

• You already have Salesforce products deployed and switching cost matters

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

• You want the most sophisticated AI sales automation (Agentforce) and can absorb the premium

• Your organization runs Google Workspace or has no significant Microsoft 365 investment

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

Choose Dynamics 365 if:
• Your organization runs Microsoft 365 and your sales team lives in Outlook and Teams

• CRM + ERP convergence is a requirement, manufacturing, distribution, professional services

• Budget is a meaningful constraint, the 35%-55% per-user pricing advantage is real

• You want bundled Copilot AI at predictable pricing rather than modular Agentforce pricing

• You have completed or will complete a license audit before January 2026 enforcement

• You do not need the depth of the AppExchange ecosystem

The pre-signing checklist for either platform:
Before signing Salesforce: Get a 3-year TCO model including implementation, admin salary, AppExchange,

and Premier Support. Never accept the first quote. Build change management and training into the budget

explicitly, these are the first things cut and the primary driver of the 40% failure rate.

Before signing Dynamics: Complete a license audit immediately. Review the January 2026 enforcement

requirements. Get the licensing documentation reviewed by a certified Dynamics 365 licensing specialist, not



the Microsoft sales team. Confirm Power Platform licensing requirements for any customization planned.

---

The Bottom Line
Salesforce and Dynamics 365 control roughly 60% of the enterprise CRM market. Both are genuinely capable

enterprise-grade platforms. The choice between them is less about features, both are feature-complete for

nearly every use case, and more about ecosystem fit, total cost of ownership, and the organization's ability to

fund a successful implementation.

Salesforce wins on customization depth, ecosystem breadth, partner availability, and AI sophistication. The

real cost is 2-3x what the license implies. The failure rate is real and documented.

Dynamics 365 wins for Microsoft-stack organizations on TCO, integration value, and CRM + ERP

convergence. The January 2026 license enforcement is an active operational risk that demands immediate

attention from any current Dynamics customer.

The universal truth for both: the platform choice is the beginning of the CRM decision, not the end of it. The

implementation quality, including change management, training, and data governance, determines whether the

investment succeeds. Budget accordingly before signing either contract.

---
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