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Foreword from Claire Alexander,  
GVP of Brand Portfolio and Marketing  
at Gartner Digital Markets
At Gartner Digital Markets, we’re on a mission to help businesses embrace the software 
and services they need to accelerate growth. But even for experienced professionals, the 
software selection process can be daunting, filled with pressure to find the right functional, 
technical, and financial fit for their organizations.  

With our network of software reviews sites — Capterra, GetApp and Software Advice —  
and our service-based mindset, we answer the always-changing needs of modern business 
buyers so they can choose more confidently.  

We stand for validated social proof. Authentic user reviews are the heart of our service.  
We help transparency and feedback thrive. From finding the best-fit product to learning  
from customers, everyone can benefit from the lived experience of others. 

We activate software buyers. Our goal is to instill awareness and inform consideration — 
priming our audience to act. Whether reading our independent research, creating a shortlist, 
comparing features, or visiting a provider’s website, our audience acts with intention.  

We make it easier for software companies to attract and grow their next best customers. 
We’ve created a healthy marketplace based on quality and relevance, built with sophisticated 
auction technology that delivers audience reach, quality leads, and buyer intent data for 
digital marketers. Our premium advertising solutions are strengthened by the principle of 
improving buyer experiences and software company results. 

With our network of sites spanning more than 30 countries, Gartner Digital Markets is where 
software marketers turn for insights into software buyer behavior around the world. Read on 
to understand the changing preferences of business buyers and discover the steps you need 
to take to power the moments where growth begins. 

— Claire Alexander

9+ million
monthly visitors

1.5+ million
verified user reviews

1,200+
software categories

60
localized sites



Overview 
The communications software market is ever-evolving, with an increasing need among 
businesses to manage various forms of communication, including email, voice over Internet 
Protocol (VoIP) and instant messaging. This is especially true in the wake of the pandemic 
and game-changing innovations, such as artificial intelligence (AI), cloud storage, the 
metaverse and 5G technology — all of which have compelled businesses to reevaluate their 
communications strategies to be global-first and empower workers anywhere.

Consequently, businesses are turning to different types of communications software, 
such as cloud communications platforms, customer communications platforms, 
employee communications platforms, internal communications platforms, team 
communications platforms and unified communications software. These solutions offer 
a range of compelling features, such as team collaboration, scalability, AI-powered real-time 
analytics and integration with third-party apps to facilitate the efficient management 
of internal and external communications.

As B2B software buyers continue investing in communications solutions, the software market 
is growing rapidly. According to Gartner[1],  global spending on communications services 
is expected to grow at a compound annual growth rate (CAGR) of 2.2% from 2021 through 
2026, to reach $1.571 trillion in annual spending by 2026.

In line with this trend, software providers are introducing new communications solutions 
or expanding their existing offerings to address buyers’ needs. As part of its 2022 Global 
Software Buyer Trends Survey[*], Gartner Digital Markets surveyed businesses across 25 
countries to take a pulse of how today’s buyers make software purchase decisions and 
understand their preferences.

This report presents key insights across the five stages of the B2B software buying journey: 
awareness, consideration, decision, purchase and renewal/growth. It discusses buyers’ 
evolving needs and behaviors across these stages. However, the B2B buying progression 
is fluid and does not always follow a linear path. Marketing and sales professionals should 
identify where their prospective customers are in the buying journey and then supply the 
right information at the right time using these insights.



Key Highlights 

• Nearly 88% of the business leaders surveyed use communications software. 
Businesses in Portugal, Colombia, Spain, Denmark and Italy have the highest software 
adoption rates.

• For over 50% of survey respondents, improving productivity is the key trigger for 
investing in communications software.

• Businesses follow a cautious approach when purchasing new software. Nearly 80% of 
small and midsize businesses (SMBs) prefer buying from well-known communications 
software providers.

• Almost half of the respondents (47%) consider online training materials the most 
valuable resource when making a purchase decision.

• Most buyers prefer support services (82%), software user interfaces (79%), video 
tutorials (79%) and training courses and materials (79%) in their native language.

• Ease of use, price and functionality are the key factors that influence the selection 
of a software provider.

• User experience, data privacy and cybersecurity are the top features buyers seek 
when purchasing communications software.
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Backed by technology advancements, such as artificial intelligence (AI) and machine learning (ML), communications software tools are benefiting 
from an influx of new capabilities and features.

Unified communications as a service (UCaaS)[2] and communications platform as a service (CPaaS)[3] are two of the most prominent types of 
communications software on the market. They are designed to provide businesses with the agility and flexibility to support various use cases and 
business processes, such as customer engagement, team collaboration and contact center operations.

UCaaS is a cloud-based platform that consolidates an organization’s real-time voice, video and data communications into a single system, while 
CPaaS is a platform that enables developers to embed real-time communications features into applications, making it easier for them to create 
bespoke solutions for clients’ specific business needs.

Communications Software at a Glance

• 5G, 6G, cloud infrastructure platform services (CIPS) and multi cloud networking are in demand. Companies are looking to adopt these new 
communications technologies, as they have the potential to change how organizations communicate and collaborate internally, as well as 
with customers and partners, by means of greater speed, higher capacity and enhanced automation.

• The unified communications industry is booming. As IT leaders continue adopting strategic communications initiatives to support hybrid 
work and an increasingly distributed workforce, the unified communications industry is expected to grow. Global unified communications 
spending is forecasted to rise at a 3.6% CAGR to reach $56.9 billion by 2026, as per Gartner research[4].

• CPaaS providers are beginning to specialize by expanding their services. By growing their services into related markets, such as Internet of 
Things (IoT), API integrations, customer data platforms (CDPs) and contact centers, CPaaS providers are beginning to differentiate themselves 
in a consolidating market. By 2025, 95% of global firms are expected to use API-enabled CPaaS offerings as a key IT competency to enhance 
their digital competitiveness, according to Gartner research[5].

Trends Shaping Communications Software Adoption

Main components:
cloud telephony, cloud conferencing
Unifies all communication channels onto one 
interface
Focuses on team collaboration

UCaaS
Based on eight components: core voice, advanced 
voice, basic messaging, advanced messaging, video, 
security & intelligent services, programmable 
wireless, service & support
Developer-centric (relies on communication APIs)
Focuses on contact center operations

CPaaS
Cloud-based business 
communications
No hardware required
Provides agility and
flexibility to support
various use cases
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Communications software adoption, by region and country

Building a viable go-to-market and sales strategy requires a deep understanding of who your buyers are, how they select software and what 
information they need. Get to know communications software buyers better with these survey findings.

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Have adopted communications software in the past 2 years; Q: Which types of software have you started using in the past two years, and how 
many do you intend to use permanently?

Global Communications Software Adoption
Nearly 88% of the business leaders surveyed use communications software, and more than half (51%) have adopted it in the past two years. 
Portugal, Colombia, Spain, Denmark, Italy and Brazil have the highest investment in communications software. 

Japan New Zealand

Singapore South Africa

Singapore Australia

Denmark Mexico

Portugal Colombia

Asia Africa and Oceania

Europe North and South America

Spain Brazil

Norway U.S.

Italy Canada

52% 48%

66% 62%

61% 56%

58% 50%

57% 43%

53% 34%

14%

11% 18%

18%

10%

8%

13%

50% 46%

48% 40%

23% 8%

6% 9%

7% 20%

7%

6%

6%

Adopted in the past two years Have not used in the past two years
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Communications software adoption, by industry

Among the 26 industries surveyed, distribution/inventory management (71%), marketing/PR (59%), engineering (58%) and education (58%) have the highest 
adoption rates for communications software.

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Have adopted communications software in the past 2 years; Q: Which types of software have you started using in the past two years, and how 
many do you intend to use permanently?

Software Adoption Across Industries

Distribution/inventory management 71%

59%Marketing/PR

58%Engineering

58%Education

54%Services — other business, 
consulting or consumer services

53%Investment services

52%Advertising

51%Transportation

50%Banking/financial

49%Services — IT and software
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Awareness Stage

Improving Productivity Is the Top Reason for Purchasing Software

When purchasing communications software, the majority of buyers 
(53%) are looking to improve their productivity. Competitive pressure 
(41%), outgrowing existing technology (40%) and obsolete current 
technology (36%) are the next top reasons for software investment.

Factors that trigger investment in 
communications software

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Have adopted 
communications software in the past 2 years; Q. Please select the top 3 factors that trigger your investment 
in new software; Note: Percentages exceed 100% as respondents were asked to select multiple options.

Key take-away 
Establish a demand generation program to build 
brand awareness through content and marketing 
campaigns that showcase how your software supports 
customer needs. Focus on highlighting features such 
as remote collaboration that help ensure seamless 
communications among businesses.

Differentiate your product’s value proposition by 
highlighting its cost-competitiveness, intuitiveness 
and user-friendliness in your marketing and sales 
communication. This will help you stand out in a highly 
competitive market where most products offer 
similar capabilities.

53%

41%

40%

36%

33%

27%

27%

21%

16%

7%

Needed productivity 
improvements

Competitive pressure

Outgrew current 
technology

Current technology 
is obsolete

Expanding 
business locations

Employee requested

Customer requested

New technology needs 
due to business disruption 

(e.g., COVID-19)

Unhappy with current 
software provider

Unexpected 
availability of funding

https://www.gartner.com/en/digital-markets/insights/demand-generation?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/saas-value-proposition?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Awareness Stage

Software Buyers Consult with Their IT Departments

The size of the purchasing team and the background of stakeholders significantly influence the purchase process. About 80% of small and midsize 
businesses (SMBs) delegate the responsibility of researching, evaluating and selecting new technology to their in-house IT department.

Composition of communications software buying group

Key take-away 
Create a robust product profile with detailed descriptions of the features, benefits and business value that cater for the needs and 
questions of CIOs, IT managers and other decision makers. Create change enablement content to help them make a high-quality 
low-regret purchase. 

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents who haven’t used communications software; Q. How many employees are typically involved in researching, evaluating 
and purchasing software solutions at your company? Q. Who handles your organization’s technology needs? Note: Percentages in the chart may not add up to 100% due to rounding. 

1-3

4-6

7-9

10 or more

Size of the buying team

Background of stakeholders

Non-IT staff members handle all our needs

Our IT department handles all our needs

Some needs are handled by staff members, 
others by the IT department

Some needs are handled internally; others are 
outsourced to an IT service providersoftware provider

We outsource all our needs to an IT service provider

Small or home office (1 to 5 employees) Small business (6 to 100 employees) Midsize business (101 to 1,000 employees) Large business (1,001+ employees)

80%

16% 47%

38% 41% 39%

20%

8%

18%

9%

8%

19% 18% 19%

43%

23% 34% 33% 31%

5% 5%

5%

4%

4% 6%

13% 26%

26% 31%

49% 36%

25% 12% 7%

https://www.gartner.com/en/digital-markets/insights/how-to-answer-your-customers-questions-before-theyre-asked?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Consideration Stage

Buyers Have an Affinity for Familiar Brands
Most buyers show an affinity for popular brands or brands they have 
previously worked with. Eight out of 10 survey respondents say they 
prefer to purchase from well-established software brands or providers 
they have worked with in the past.

Buyers’ preferences when considering 
communications software providers

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding 
respondents who haven’t used communications software; Q. Which statement do you agree the most with 
when evaluating vendors for new software? Note: Percentages in the chart may not add up to 100% due 
to rounding.

Key take-away 
If you already have a market foothold, leverage 
upselling and cross-selling opportunities to build 
customer loyalty. Offer excellent customer support, 
send timely updates about new software features and 
provide training opportunities to attract buyers.

If you are new in the market and trying to break into 
the communications software marketplace, focus on 
building a strong brand reputation to ensure buyers 
have a positive impression of your brand during the 
research and consideration phases.

We prefer vendors
we’ve already worked
with (Overall - 39%)

We prefer well-established
software brands
(Overall - 38%)

We are open to any
vendor with a solution
that could meet our
needs (Overall - 23%)

1. Portugal (46%)
2. Netherlands (58%)
3. Italy (48%)
4. New Zealand (62%)

1. France (48%)
2. Norway (56%)
3. Ireland (49%)
4. Japan (56%)

1. U.S. (33%)
2. Denmark (35%)
3. South Africa (38%)
4. Brazil (38%)

1 1

2

3

4
4

4

3

3

2

2

1

We prefer vendors 
we’ve already worked 
with (Overall: 39%)

3. Netherlands (64%)

1. Germany (68%)

3. Denmark (45%)
4. New Zealand (54%)

2. Japan (54%)

4. Colombia (34%)

2. Italy (50%)

4. India (53%)

2. Brazil (33%)
1. U.K. (48%)

3. France (52%)

1. South Africa (33%)

We prefer well-established 
software brands 
(Overall: 39%)

We are open to any 
vendor with a solution 
that could meet our 
needs (Overall: 23%)

https://www.gartner.com/en/digital-markets/insights/software-business-target-large-enterprises?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBookhttps://www.gartner.com/en/digital-markets/insights/software-business-target-large-enterprises?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/software-business-target-large-enterprises?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBookhttps://www.gartner.com/en/digital-markets/insights/software-business-target-large-enterprises?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/brand-reputation-audit?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Consideration Stage

Top 5 content types buyers use to make a 
purchase decision

Online Training Is a Key Resource for Software Buyers

Customers looking to invest in communications software refer to 
different types of content to learn about and compare products. Almost 
half of survey respondents (47%) consider online training materials the 
most valuable resource to help make a purchase decision, followed by 
video tutorials (42%) and product documentation/user guides (41%).

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents 
who haven’t used communications software; Q. Which of the following content have you ever used to help make a 
purchase decision? Note: Percentages exceed 100% as respondents were asked to select multiple options.

Key take-away 
Focus on video marketing (including online training 
materials, tutorials and user guides) to reach and influence 
buyers early on in the purchase cycle. In addition, create 
more midfunnel content, such as detailed customer stories 
and integration guides, to help buyers finalize their decision. 

47%Online training

42%Video tutorials

41%
Product 

documentation/ 
user guides

34%
Detailed customer 

implementation 
stories/case studies

32%
Integration 

capabilities with 
other platforms

https://www.gartner.com/en/digital-markets/insights/optimize-b2b-video-marketing?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Consideration Stage

Content type in primary language 
(rated “moderately” or “very” important)

Buyers Prefer Interactions in Their Primary Language

In-market software buyers highly value content and interactions in their 
primary language. Most survey respondents prefer support services 
(82%), software user interfaces (79%), video tutorials (79%) and training 
courses and materials (79%) in their primary language versus English. 
In addition, three out of four respondents say it is important for them to 
read user reviews in their primary language.

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents 
who haven’t used communications software; Q. How important is it to have the following types of content or 
interactions with a software provider in your primary language versus English? Note: Percentages exceed 100% as 
respondents were asked to select multiple options.

Key take-away 
Offer in-language support services, user interfaces, 
video tutorials and training materials to better connect 
with local buyers. You can leverage Gartner Digital Markets’ 
global reviews collection service to build trust with 
customers worldwide.

In addition, translate landing pages to personalize the 
global buyer experience and generate leads in international 
markets. Content localization will help your business cater 
to the needs of global audiences and support your global 
expansion efforts.

82%

79%

79%

79%

75%

74%

74%

72%

68%

Support services

Software user interfaces

Video tutorials

Training courses 
and materials

Vendor websites 
and landing pages

Third-party 
software research

Independent user reviews

Vendor communication 
(emails, update)

White papers

https://digital-markets.gartner.com/collect-reviews?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/translate-landing-pages?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/new-market-content-localization-essentials?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Decision Stage

Buyers Take Months to Finalize a Purchase
Finalizing a software purchase takes a lot of research and due diligence. 
Nearly 65% of respondents say it takes them three to nine months to 
evaluate, research and finalize a communications software purchase. 
On the other hand, two out of 10 buyers say they make the decision in 
less than three months.

Average length of the communications 
software buying cycle

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding 
respondents who haven’t used communications software; Q. How much time does your business usually 
spend to evaluate, select and finalize a purchase for new software? Note: Percentages in the chart may not 
add up to 100% due to rounding.

Key take-away 
To shorten the decision-making cycle, focus on simplifying 
the buying journey and providing more personalized 
support throughout the cycle. For example, you can 
offer free trials, money-back guarantees and a dedicated 
customer success team to help buyers feel confident about 
their purchase decision.

You can also use intent data with account-based marketing 
(ABM) to accelerate the sales cycle, improve conversion 
rates and fine-tune marketing efforts.

23%
Services — other 
business, consulting 
or consumer 
services

75% Entertainment/ 
media

25% Advertising 75% Energy/utilities

27% Real estate 75% Advertising

29% Accounting 76% Banking/ 
financial

33% Insurance 78% Investment 
services

Less than 3 months

Industries that take less than three months 
to finalize a purchase

Industries that take three to nine months 
to finalize a purchase

3 to 6 months 6 to 9 months 9 to 12 months 12 months or more

19% 36% 28% 13% 5%

https://www.gartner.com/en/digital-markets/insights/brand-reputation-management?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/how-to-use-intent-data?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/how-to-use-intent-data?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Decision Stage

Usability and Price Influence Purchase Decisions
When purchasing communications software, usability (55%) and price 
(55%) are the main factors that influence the purchase decision. These 
are followed by functionality (52%) and customer service and support 
resources (43%).

Key factors for purchasing communications 
software

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding 
respondents who haven’t used communications software; Q. When making a software purchase, which 
factors are most influential in your decision? Note: Percentages exceed 100% as respondents were asked to 
select multiple options.

Key take-away 
On your website and in marketing materials, provide 
detailed descriptions of your product’s features and 
pricing to boost engagement. In addition, offer free trials 
and demos to potential buyers to provide them with a 
hands-on experience with your software solution, which 
can help avoid post-purchase regret.

55%Ease of use

55%Price

52%Functionality

43%Customer service 
and support resources

38%

35%

Availability 
in the cloud

Availability 
in my country

https://www.gartner.com/en/digital-markets/insights/best-practices-for-software-demo-videos?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/best-practices-for-software-demo-videos?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Decision Stage

User Reviews Widely Impact Purchase Decisions

Reading user reviews is essential for communications software buyers 
across industries. About 74% of survey respondents consider reading 
user reviews “moderately” or “very” important to their purchase 
decision. User reviews act as a source of honest feedback from peers 
facing similar challenges.

Importance of user reviews, by industry

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 1,967; Base: Excluding 
respondents who haven’t used communications software; Q. How important is reading user reviews 
before making a software purchase decision? Note: Percentages in the chart may not add up to 100% due 
to rounding.

Key take-away 
Create your product’s profile on high-traffic software 
review sites and directories. Once there, leverage the 
social proof from these sites by showcasing third-
party review badges and customer feedback on your 
website’s homepage, sales pitch decks, marketing 
messages and other customer communication.

Focus on collecting authentic and recent user reviews 
to improve your product’s credibility among prospects 
and increase its chances of being shortlisted. Establish 
an always-on reviews recruitment strategy to 
drive higher traffic to your product profiles and 
boost conversions.

91%

89%

86%

80%

78%

77%

77%

74%

72%

71%

Real estate

Insurance

Services —  
IT and software

Manufacturing

Telecommunications

Services — other 
business, consulting 

or consumer services

Retail/food service

Government

Marketing/PR

Construction/ 
contracting

https://www.gartner.com/en/digital-markets/insights/optimize-product-profile-landing-page?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/impact-recent-customer-reviews-product-visibility?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/generate-value-software-reviews?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Purchase and Renewal Stage

Dedicated Support Is Important During Onboarding
More than half of the survey respondents (54%) consider access to 
customer support as the most important factor during onboarding. 
Availability of personalized training (50%), customized implementation 
(45%) and knowledge hub for self-training (41%) are the next top crucial 
elements during the onboarding process. 

Onboarding expectations of communications 
software buyers

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding 
respondents who haven’t used communications software; Q. When adopting a new software solution, what do 
you value the most in the onboarding process? Note: Percentages exceed 100% as respondents were asked to 
select multiple options.

Key take-away 
Enhance user experience during the onboarding 
process by providing customer support and 
personalized training. Offer knowledge hubs (such as 
guides and FAQs) and in-app tips to help users get 
started with your product and make the most of it. Also, 
establish a strong post-purchase engagement strategy 
to turn customers into advocates for your business.

54%

50%

45%

41%

33%

30%

23%

23%

Access to customer 
support

Personalized training

Customized 
implementation

Knowledge hub for 
self-training/tutorials

Quick user 
registration and setup

In-app tips

Onboarding checklist 
or completion bar

Flexible workflows 
adapted to user types

https://www.gartner.com/en/digital-markets/insights/customer-advocacy-program?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Purchase and Renewal Stage

Integration Issues Increase Customer Churn
Renewals bring in repeat customers and indicate a high level of user 
trust in a product. Customer renewals are important for business 
stability. When asked why they replace their software, 35% of 
respondents cite integration issues as the primary reason, followed by 
buggy solutions (32%) and availability of better alternatives (31%). Even 
though the share of the cost factor is only 20%, it is still a significant 
reason that causes buyers to switch solutions.

If software cost is an issue, software providers should proactively reach 
out to customers to find out the reason: Is it due to reduced budget, 
failure to earn expected returns or something else? They should then 
loop in product marketers to identify the best course of action (such as 
discounts or loyalty rewards) to retain customers and help them justify 
the software investment.

Reasons buyers replace existing software

Key take-away 
In your marketing and sales campaigns, clearly mention 
all available integrations to set the right expectations 
among buyers and avoid post-purchase regret. 
Also, highlight your product’s return on investment 
(ROI) through industry-specific case studies and 
customer testimonials.

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents 
who haven’t used communications software; Q. Why was the decision made to replace this software purchase 
with something else? Note: Percentages exceed 100% as respondents were asked to select multiple options.

35%

32%

31%

28%

27%

27%

22%

20%

It didn’t work well 
with our other 

software systems

It was too buggy 
or prone to failure 

We found a better 
alternative solution

It failed to provide 
advertised benefits

We failed to find a 
good use case for it

It frustrated 
our users

Our software 
budget was reduced

It cost too much
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Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents 
who haven’t used communications software; Q. Please select the top 3 challenges your organization faces when 
planning investment in new technologies. Note: Percentages exceed 100% as respondents were asked to select 
multiple options.

Recommendation

Address buyers’ security concerns by highlighting security 
features, such as encryption, access control and threat 
prevention, that help protect user data and reduce the risk 
of cyberattacks. You can also highlight industry-specific 
security certifications, such as ISO/IEC 27001 and SOC 2 
Type II.

Additionally, prepare robust business cases to help buyers 
gain staff acceptance and get buy-in from the multiple 
stakeholders involved in the decision-making process.

1 Highlight Your Product’s 
Security Capabilities 
 
Due to increasing instances of data breaches 
and cybercrime incidents, security is top 
of mind for many buyers. For 51% of survey 
respondents, security is the top concern 
when purchasing new communications 
software, followed by compatibility with 
existing systems (47%), staff acceptance 
or training (46%) and justifying the 
investment (40%).

Purchase challenges for communications 
software buyers

51%
Security 
concerns

46%
Staff acceptance 
or training

36%
Disruption to 
current business 
practices

26%
In-house skill 
to manage

47%
Compatibility with 
existing systems

40%
Justifying the 
investment

29%
Funding the 
investment

25%
Identifying the 
right technology
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Recommendation

Create an impactful product profile on the Gartner 
Digital Market network — Capterra, GetApp and Software 
Advice. Free profiles allow you to collect user reviews 
and increase your brand’s visibility among potential 
buyers. Additionally, leverage pay-per-click advertising 
to reach your target audiences more quickly. Finally, set 
up a lead management strategy to ensure timely 
follow-ups with prospects and convert more leads.

2 Strengthen Brand 
Presence on Buyers’ 
Preferred Channels 
 
Having an active presence on the channels 
your target buyers use to research software 
options is crucial to driving engagement. 
Almost half of respondents (49%) say 
software review sites are their go-to resource 
to obtain information on communications 
software solutions. Calls with sales 
representatives (46%), vendor websites (44%) 
and personalized emails by vendors (36%) are 
the next top channels.

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents who 
haven’t used communications software; Q. Which channels do you prefer to use to obtain information about a software 
solution? Note: Percentages exceed 100% as respondents were asked to select multiple options.

Channels buyers use to learn about 
software solutions

8%
eBooks or 
white papers

49%
Software ratings/
reviews sites

46%
Calls or video 
calls with sales 
representatives

44%
Vendor websites 

36%
Personalized emails 
by vendors

35%
Live chat 
with vendor 
representatives

33%
Social media

Events or webinars
25%
Live chat 
on third-party 
research websites

24%

http://www.capterra.com?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
http://www.getapp.com?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
http://www.softwareadvice.com?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
http://www.softwareadvice.com?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/measure-ppc-campaign-performance?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/offerings/lead-generation?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/offerings/lead-generation?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,120; Base: Excluding respondents 
who haven’t used communications software; Q. How important are the following features when evaluating software 
solutions? Note: Percentages exceed 100% as respondents were asked to select multiple options.

Recommendation

Mention the most-desired features on prominent B2B 
marketing channels, such as your website’s homepage, 
product pages, social media, review sites and webinars. 
You can also tap into intent data to monitor the 
competitive landscape and identify what features 
your competitors are highlighting to win deals and 
market share.

3 Focus on Features 
Buyers Want 
 
Communications software solutions are 
becoming more sophisticated, offering an 
ever-growing list of features. User experience 
(85%), training and support services (84%), 
data privacy (84%) and cybersecurity (82%) 
are the top features buyers seek 
in communications software solutions.

Features buyers look for when purchasing 
communications software

85%
User experience

81%
Seamless 
integrations

78%
Automation, AI and 
machine learning

84%
Data privacy

80%
Scalability

82%
Cybersecurity

74% 73%
Unbundling features 
for tailored pricing

Freemium pricing 
package

80%
Distributed cloud

84%
Training and 
support services

https://www.gartner.com/en/digital-markets/insights/top-b2b-marketing-cchannels-for-software-providers?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/top-b2b-marketing-cchannels-for-software-providers?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/insights/types-of-intent-data?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
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Recommendation

Highlight free trial and product demo options on your 
landing pages and other customer touchpoints. 
To select buyers for free trials, look for signs of active 
buying cycles, such as engagement with midfunnel 
content (e.g., whitepapers, case studies, online training) or 
lengthy website sessions (especially on the 
pricing page).

In addition, set up a free-to-paid conversion strategy to 
successfully reach and convert buyers after the free trial 
or product demo.

4

The ability to have a trial period or conduct POC is important to the purchase process

Use Free Trials and 
Proof of Concept to 
Boost Conversions 
 
A proof of concept (POC) demonstrates 
the potential value of a software solution 
by running a small experiment or pilot study 
that shows whether a product concept is 
feasible. A trial period, on the other hand, 
allows prospects to experience a product 
firsthand before purchasing.

Twenty-two percent of respondents strongly 
agree that conducting a POC or having a 
trial period is important to their purchase 
decision; only 2% strongly disagree with 
the statement.

Source: Gartner Digital Markets 2022 Global Software Buyer Trends Survey; n = 2,199; Base: Excluding respondents who haven’t used communications software. Have adopted communications software in the past 2 years; Q. Thinking 
about the buying process for software, to what extent do you agree or disagree with the following statement? Note: Percentages in the chart may not add up to 100% due to rounding.

2% 3% 7% 19% 23% 24% 22%

1 (Strongly disagree) 2 (Disagree) 3 (Somewhat disagree) 4 (Neither agree nor disagree) 5 (Somewhat agree) 6 (Agree) 7 (Strongly agree)

https://www.gartner.com/en/digital-markets/insights/free-to-paid-conversion-strategy?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook


Smart Ways 
to Expand 
Your Reach
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This report summarizes the most important insights from a Gartner Digital Markets survey to help communications software providers maximize 
engagement and conversion opportunities at every stage of their customers’ buying journey.

Connect, Convert and Thrive With Gartner Digital Markets

Get Quality Leads
Pay-per-click campaigns with the Gartner Digital 
Markets network — Capterra, GetApp and Software 
Advice — capture 3X more conversions than the 
industry average. Connect with warmer leads in 
your targeted industries, and reach those buyers as 
they actively search for software solutions with our 
Lead Generation services. 

Collect Customer Reviews
Software products with 10 or more reviews on 
Gartner Digital Markets get 3X the traffic of other 
products. Build a trusted online reputation by 
collecting verified user reviews with our no-cost 
Review Collection Service.

Convert Prospects 
With Intent Data
Tap into Gartner Digital Markets’ unparalleled traffic 
volume of 9 million monthly B2B software buyers to 
drive pipeline and nail your outreach with our intent 
data service, Buyer Discovery.

Reach Software Buyers 
From Around the World
Take advantage of international growth 
opportunities by leveraging our local websites, 
translated landing page services and tips on how 
to generate and convert more leads from global 
audiences. We currently offer localized sites for 
buyers visiting Gartner Digital Markets from more 
than 30 high-traffic countries.

https://www.gartner.com/en/digital-markets/offerings/lead-generation?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/offerings/review-collection-service?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://www.gartner.com/en/digital-markets/offerings/lead-generation?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://digital-markets.gartner.com/global-services?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://digital-markets.gartner.com/global-services?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook


Gartner Digital Markets 2022 Global Software Buyer Trends Survey
Results presented are based on a Gartner Digital Markets study to understand business 
challenges and approaches to technology and software investments. The primary 
research was conducted in October 2021 among a total of 2,501 respondents in the 
following countries: United States, Canada, Mexico, United Kingdom, India, Japan, 
Australia, New Zealand, Italy, Portugal, Brazil, Colombia, Belgium, Poland, Netherlands, 
Sweden, Denmark, Finland, Norway, Ireland, Singapore, South Africa, Spain, Germany 
and France.

Respondents were screened for having recently purchased technology and having 
decision-making authority. Respondents were required to be responsible for making 
decisions on technology purchases for their organizations.

Disclaimer: Results do not represent global findings or the market as a whole, but reflect 
the sentiment of the respondents and companies surveyed. 
 

Survey Methodology

Sources
1. Forecast: Communications Services, Worldwide, 2020-2026, 2Q22 Update, Gartner
2. Unified Communications as a Service (UCaaS), Gartner
3. Communications Platform as a Service (CPaaS), Gartner
4. Forecast: Unified Communications, Worldwide, 2020-2026, 2Q22, Gartner
5. Competitive Landscape: Communications Platform as a Service, Gartner

https://www.gartner.com/document/code/765825
https://www.gartner.com/en/information-technology/glossary/unified-communications-service-ucaas
https://www.gartner.com/en/information-technology/glossary/communications-platform-service-cpaas
https://www.gartner.com/document/4016126
https://www.gartner.com/document/4008203
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About Gartner Digital Markets
Gartner Digital Markets is the world’s most important resource for software vendors to connect 
with in-market buyers through research, reviews, buyer intent and lead generation. Digital Markets 
comprises the three leading B2B software search websites — Capterra, GetApp and Software 
Advice, serving more than 9 million monthly visitors from around the globe. Gartner Digital Markets 
is proud to partner as a quality, high-volume lead source for more than 40,000 software products.

gartnerdigitalmarkets.com

https://www.gartner.com/en/digital-markets?utm_source=dmven&utm_medium=dm_insights&utm_campaign=COMMS-eBook
https://twitter.com/Gartner_DM
https://www.linkedin.com/showcase/gartner-digital-markets/
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