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l INTERVIEW TRANSCRIPTS

Complete verbatim responses from all 30 synthetic persona interviews. These transcripts provide the raw
qualitative data underlying the research findings.

PARTICIPANT PROFILE

Age Range Gender
[30,45) male
Location Education
California, United States Bachelors
Income

$120,000-$200,000

Interests

Software Development Trends Productivity Hacks Emerging Technologies Business Process Optimization

Data Analytics Cybersecurity Best Practices

Values
Efficiency Innovation Scalability Data-driven decisions Reliability
Goals
Streamline project workflows across departments Improve team productivity by 20%
Implement a unified project management platform Reduce operational overhead costs
Pain Points
Legacy system integration issues Lack of real-time project visibility Inefficient cross-team collaboration

Difficulty in tracking ROI for new software

Q1: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Neutral

Integration capabilities are key. It needs to sync with our existing tech stack: Slack, GitHub, our CRM. No
friction.

Real-time visibility is critical. | need to see project status, roadblocks, and resource allocation instantly.
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Scalability matters. It must handle growth without performance hits or significant cost spikes. We're not

static.

Finally, the UI/UX has to be intuitive. My team won't adopt something clunky. Time saved on training is ROI.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

Poor onboarding. Lack of clear value proposition within the first hour. If | can't see immediate utility, it's a

waste of time.
Clunky UI/UX. Complex setup processes. Integration issues with existing tech stack are immediate red flags.

Hidden costs or feature limitations. If the trial isn't representative of the full product, that's deceptive. | need

transparency.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Neutral

We need tools that scale. Integration capabilities are critical, especially with our existing dev and operations
stacks. Real-time visibility across projects is non-negotiable. Data security and compliance are paramount.

ROl and TCO drive procurement decisions.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Neutral

Resonance: Clear ROI metrics. Integration capabilities. Security certifications. Case studies from similar-sized

orgs.

Turn-offs: Vague "transform your business" language. No public pricing. Overly complex feature lists without

use cases. Sales-heavy demos without a technical deep dive.
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B Brian Coleman

PARTICIPANT PROFILE

Age Range Gender
[45,55) male
Location Education
California, United States Masters
Income

$150,000-$200,000

Interests

Cybersecurity trends Process optimization Enterprise architecture Open-source technologies Data privacy regulations
Strategic planning

Values

Integrity Efficiency Reliability Security Transparency
Goals
Streamline project workflows across departments Improve data security and compliance
Reduce operational costs through automation Enhance team collaboration and productivity
Pain Points
Overly complex software implementations Vendor lock-in Lack of clear ROI from new tools

Integration challenges with existing systems

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE

When evaluating project management software for potential conversion from a free trial to a paid subscription,
my decision-making process is quite structured, focusing on a few critical factors that align with our opera-

tional needs and strategic objectives. It's not simply about whether the software *can* do something, but how
effectively, securely, and scalably it integrates into our existing ecosystem and delivers tangible value.

Firstly, a clear and quantifiable Return on Investment (ROI) is paramount. During the trial period, I'm not

just looking at features; I'm actively assessing how the software addresses specific pain points we've
identified. For instance, if we're struggling with cross-departmental visibility on project progress, | need to
see concrete evidence that this tool provides that visibility, perhaps through customizable dashboards or
automated reporting. I'll be looking for metrics: how many hours did it save on status meetings? Did it reduce
communication overhead by X percent? Did it accelerate project delivery timelines by Y days? Without this
data, it's difficult to justify the expenditure to our CFO. Anecdotal evidence, while potentially useful for initial
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interest, simply isn't sufficient for a procurement decision.

Secondly, integration capabilities are non-negotiable. Our current tech stack is robust, built around solutions
like Jira, Microsoft 365, Azure, and Slack. Any new project management tool must seamlessly integrate with
these core systems. | need to understand the APl documentation thoroughly, examine existing connectors,
and ideally, test a few key integrations during the trial. If it doesn't play well with our Active Directory for
user provisioning, or if it can't sync tasks with Jira or pull data into Power Bl for executive reporting, then it
immediately creates an additional layer of complexity and potential data silos, which we are actively trying
to eliminate. Vendor lock-in is a significant concern, so the ability to integrate and exchange data freely is a
critical component of our long-term strategy.

Thirdly, security and compliance are always at the forefront. Given our industry and the sensitive nature of
the data we handle, any project management solution must meet our stringent security standards. During
the free trial, I'm not just looking at the features; I'm scrutinizing their security whitepapers, data encryption
protocols (both in transit and at rest), access controls, and their compliance certifications (SOC 2 Type 2, ISO
27001, GDPR, CCPA, etc.). I'll want to know where their data centers are located, their disaster recovery plan,
and their incident response procedures. Any red flags here, or a lack of transparent information, would be an
immediate deal-breaker, regardless of how feature-rich the software might be. We've had instances where
attractive features were overshadowed by inadequate security posture, and that's a risk we simply cannot
afford to take.

Finally, the quality of vendor support and their commitment to continuous improvement are significant factors.
A free trial gives us a glimpse into the responsiveness and expertise of their support team. Are they quick

to answer questions? Do they understand our technical requirements? What's their SLA for critical issues?
Beyond immediate support, I'm also looking at their product roadmap. Is the company actively developing and
enhancing the software? Do they have a clear vision for future features that align with evolving industry trends
and our potential future needs? A stagnant product, or a vendor with a reputation for poor post-purchase
support, is a significant deterrent. We prefer partners who are invested in our success for the long haul, not
just through the initial sale.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

From my perspective as an IT Director, evaluating new software isn't a casual endeavor; it's a critical process
that consumes significant resources and influences our strategic direction. When we commit to a trial, we've
already invested time in identifying a potential solution for a specific business problem. Therefore, any friction
encountered during that trial period is not just an inconvenience; it's a red flag that can quickly lead to
abandonment.

One of the most significant friction points, and frankly, a consistent source of frustration, is **a complicated
or opaque onboarding process** We're not looking for hand-holding, but we do expect a clear, logical path to
get the software up and running in our environment. This includes well-documented installation guides, clear
system requirements, and straightforward integration steps for our existing tech stack. If | have to spend hours
digging through forums or waiting days for a support response just to get the basic functionality configured,
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that trial is already dead in the water. We operate with a lean IT team, and time spent on deciphering poor
documentation is time not spent on critical infrastructure or security initiatives. | recall one instance where a
vendor's "quick start guide" was over 50 pages long and referenced features that didn't even exist in the trial
version. That lack of attention to detail immediately eroded my confidence in their entire product and support
structure.

Another major hurdle is **a lack of readily available, high-quality technical support** During a trial, we're
actively testing the software's capabilities and pushing its boundaries to see if it truly meets our needs. This
often leads to specific technical questions about configuration, scalability, security implications, or integration
nuances. If I'm met with slow response times, generic answers, or support staff who clearly lack deep product
knowledge, it's a significant deterrent. We need direct access to engineers or specialists who can address
complex issues promptly, not just tier-one support reading from a script. The quality of support during a trial
is often a direct indicator of the long-term support we can expect, and given my focus on long-term planning

and avoiding vendor lock-in, this is a critical evaluation criterion.

Then there's the issue of **performance and stability that doesn't align with advertised claims** We run
rigorous tests during a trial, often pushing realistic workloads through the system. If the software is sluggish,
prone to crashes, or exhibits inconsistent behavior, it immediately raises concerns about its reliability and our
ability to depend on it for mission-critical operations. Marketing materials often paint a rosy picture, but the
reality of a trial quickly exposes any underlying architectural weaknesses. We had a recent trial for a project
management suite where the interface became incredibly slow and unresponsive once we loaded a dataset
of more than 500 tasks. Despite the vendor claiming it could handle "enterprise-scale projects," it clearly
struggled with even a moderate workload. This kind of discrepancy between promise and performance is a
deal-breaker.

Finally, **a lack of clear, quantifiable value proposition or difficulty in proving ROI** is a significant friction
point. My primary objective is to make technology investments that demonstrably improve our operations,
reduce costs, or enhance productivity. If, during the trial, | cannot clearly articulate the benefits for our
organization, or if the data to support a strong ROl is absent or difficult to extract, then it's challenging to
justify the procurement. This isn't just about the software's features; it's about how those features translate
into tangible business outcomes within our specific context. We need to see evidence that this solution will
genuinely streamline workflows, improve data security, or contribute to our bottom line. If the trial doesn't
facilitate that understanding, or if the vendor doesn't provide the tools or guidance to help us quantify

that value, then it's simply not worth pursuing further. We're not buying features; we're buying solutions to
problems, and the trial needs to prove it can deliver those solutions effectively.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

As an IT Director at a growing mid-market tech firm, my evaluation criteria for project management tools are
quite stringent, and they've been honed over years of navigating various implementations, some successful,
some less so. Our company's growth trajectory means we're constantly balancing immediate needs with
long-term scalability, and that's reflected in how | assess these platforms.
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Firstly, **security and compliance** sit at the absolute apex of my priorities. This isn't negotiable. Any

tool we consider must demonstrate robust security protocols, including data encryption at rest and in
transit, multi-factor authentication, and comprehensive access controls. Given our operations, adherence to
regulations like GDPR, CCPA, and potentially industry-specific standards is paramount. | need to see clear
audit trails, data residency options —ideally within the US for most of our core data—and a transparent security
roadmap from the vendor. I'll be looking for SOC 2 Type Il reports, penetration test results, and details on their
incident response plan. Without these, the conversation doesn't even get off the ground.

Secondly, **integration capabilities** are critical. We're not a greenfield operation; we have an established
ecosystem of tools, including Microsoft 365, Slack, our CRM, and various development platforms. A new
project management tool cannot exist in a vacuum. It *must* integrate seamlessly with our existing tech
stack to avoid data silos, manual data entry, and fragmented workflows. I'm looking for robust APIs, pre-built
connectors to popular enterprise applications, and a clear strategy for how they handle data synchronization.
Vendor lock-in is a significant concern, so a platform that plays well with others is always preferred. We've
been burned before by tools that promised integration but delivered only superficial connections, leading to
more headaches than solutions.

My third criterion is **quantifiable ROl and cost-effectiveness**. | need to see a clear business case for any
significant software investment. This isn't just about the licensing costs, but the total cost of ownership (TCO),
including implementation, training, ongoing maintenance, and potential consulting fees. How quickly can we
expect to see tangible benefits? Can they provide case studies from similar mid-market companies that show
demonstrable improvements in project delivery times, resource utilization, or cost savings? Vague promises

of "increased efficiency" simply won't cut it. | need numbers, and | need a clear pathway to achieving them.

Fourth, **scalability and performance** are essential. A solution that works for a 50-person team might buckle
under the weight of a 500-person organization with multiple concurrent projects and complex dependencies.
I need assurance that the tool can grow with us without significant performance degradation or requiring a
complete overhaul down the line. This includes handling a large volume of data, users, and projects, as well as
maintaining responsiveness. I'll be asking about their infrastructure, their capacity planning, and their uptime
guarantees.

Fifth, **user experience and adoption** are crucial for actual value realization. A tool, no matter how powerful,
is useless if our teams don't adopt it. This means an intuitive interface, customizable dashboards, and a
reasonable learning curve. It needs to cater to different user roles — from project managers and team leads
to individual contributors and stakeholders who just need a quick overview. I'll be looking for features that
enhance collaboration, provide clear visibility into project status, and reduce administrative overhead rather
than adding to it. We often conduct pilot programs with key users to get their direct feedback because their
buy-in is non-negotiable.

Finally, **vendor support and long-term viability** are significant considerations. | need a vendor that offers
reliable, responsive support, especially during implementation and in the event of critical issues. What are
their SLAs? Where are their support teams located? Beyond that, | assess the vendor's financial stability
and their product roadmap. Are they actively developing the platform? Do they have a clear vision for future
enhancements that align with industry trends and our potential needs? | prefer partners who are transparent
about their plans and who demonstrate a commitment to continuous improvement. We're looking for a
long-term partnership, not just a transaction.
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Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

When I'm evaluating software solutions, what truly resonates with me is messaging that is grounded in
quantifiable outcomes and a clear understanding of the operational challenges we face as an IT department. |
need to see how a solution directly addresses our pain points, such as integration complexities, data security
vulnerabilities, or the overhead of managing disparate toolsets. Vendors who can articulate a clear return on
investment, backed by case studies with verifiable metrics from similar mid-market tech firms, immediately
capture my attention.

For instance, if a vendor is presenting a new project management platform, I'm not interested in vague
promises of "enhanced collaboration." | want to know specifically how it integrates with our existing Jira and
Microsoft 365 ecosystems, what the migration path looks like, and what the projected reduction in project
delivery times or administrative overhead could be, perhaps citing a 15% improvement in cycle time for a
comparable organization. Security features, of course, are paramount; | expect detailed breakdowns of their
compliance certifications, encryption protocols, and incident response capabilities. Messaging around robust
APl documentation, scalable architecture, and a clear roadmap for future development also signals a vendor
that's thinking long-term, which aligns with our strategic planning.

What absolutely turns me off is marketing hype devoid of substance. Buzzwords like "Al-powered synergy"
or "transformative innovation" without concrete examples or technical specifications are immediate red flags.
I've sat through too many presentations where the vendor spent more time on slick animations than on
demonstrating actual product functionality or discussing implementation challenges. Equally frustrating are
vendors who can't speak to the total cost of ownership beyond the initial license fee — | need to understand
potential hidden costs for integration, training, ongoing support, and scalability. Any suggestion of vendor
lock-in, proprietary data formats, or a lack of clear exit strategies is also a significant deterrent. And frankly, if
a sales representative starts talking about "disruption" without first understanding our current infrastructure
and strategic objectives, it tells me they haven't done their homework, and they're likely more interested in
making a quick sale than in building a long-term partnership. I'm looking for a partner, not just a product.
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M Miguel Lewis

PARTICIPANT PROFILE

Age Range Gender
[45,55) male
Location Education
California, United States Bachelors
Income

$150,000-$200,000

Interests
Cybersecurity trends IT infrastructure optimization Process automation Financial planning (personal and corporate)
Cycling Smart home technology

Values

Efficiency Fiscal Responsibility Security Reliability Transparency

Goals
Reduce operational costs through optimized software solutions Improve project delivery timelines and success rates
Enhance data security posture across the organization Streamline software procurement processes
Pain Points
Justifying software expenditures to executive leadership Vendor lock-in and hidden costs
Integration challenges with existing systems Ensuring data security and compliance

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

My decision to convert from a free trial to a paid subscription for project management software hinges on a
few critical factors, and frankly, most free trials fall short.

First, the *demonstrable ROI*. | need to see clear evidence, preferably quantifiable, that this software will
significantly improve project delivery timelines, reduce operational overhead, or enhance team efficiency. A
vendor can talk about "streamlining workflows" all day, but | need to see how that translates into actual cost
savings or increased productivity for *our* specific use cases. Have you considered how you'll present that
data during the trial?

Second, *total cost of ownership (TCO)*. It's never just the subscription fee. I'm looking at potential integration

costs with our existing Microsoft 365 and Azure environments, training expenses for our teams, and any
hidden fees for premium support or necessary add-ons. Many trials offer a stripped-down version, and then
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the true cost only reveals itself when you start asking for enterprise features. I'm not sure | buy the idea of
"free" when it often leads to unexpected expenses down the line.

Third, *security and compliance* This is non-negotiable. Our data security posture is paramount. During
a trial, I'm scrutinizing how your solution handles data encryption, access controls, and compliance with
regulations like GDPR or CCPA. If the trial doesn't allow a deep dive into these aspects, or if your security
documentation is vague, that's a red flag. A fancy Ul means nothing if our data is at risk.

Finally, *scalability and vendor reliability*. We're not looking for a short-term fix. | need assurance that this
platform can grow with us and that the vendor has a solid track record. What's your uptime guarantee? What's
your support model like for enterprise clients? A trial might show off features, but it rarely demonstrates
long-term partnership potential. I'm skeptical of solutions that don't have a clear roadmap and a stable
financial backing.

So, it's not just about whether the features work; it's about whether the entire package makes undeniable
financial and operational sense for a company of our size and complexity.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

I've seen my share of software trials, and frankly, most of them fall short. The primary friction points that lead
me to abandon a trial are usually quite consistent.

First, **lack of clear value proposition from the outset**. If | can't quickly grasp how this software will directly
address one of our core pain points — cost reduction, efficiency gains, security enhancement — within the first
hour or two, I'm already losing interest. Too many vendors assume I'll connect the dots for them. | need to see
a tangible benefit, not just a list of features. What's the ROI? How does it integrate with our existing Microsoft
stack or our Palo Alto network? If that's not immediately apparent, it's a non-starter.

Second, **onerous setup and integration, or a steep learning curve** I'm not going to dedicate a week of my
team's time to get a trial up and running. If the onboarding process isn'tintuitive, well-documented, and ideally,
supported by a responsive technical contact, it's a red flag. I've abandoned trials because they required too
much custom configuration or didn't play nice with our existing Azure AD or Office 365 environment. We're
looking for solutions that streamline, not complicate. If | have to spend more time troubleshooting the trial than
actually evaluating its core functionality, what does that say about the production environment?

Third, and this is a big one, **hidden costs or unclear pricing structure**. I've seen trials where the "free" tier
is so limited it's useless, or the jump to a paid plan is astronomical without a clear justification. If I'm halfway
through a trial and suddenly realize that the features we *actually* need are only available in an enterprise
plan that costs three times what I'd budgeted, that trial is over. Transparency in pricing, including potential
add-ons and support tiers, needs to be front and center from day one. I'm not playing games with the budget.

Finally, **poor support or unresponsiveness during the trial period**. If | hit a snag or have a technical question
and it takes 48 hours to get a generic email back, that tells me everything | need to know about what our
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experience will be like as a paying customer. A trial is a test of the product *and* the vendor. If the support

isn't there when I'm evaluating, it certainly won't be there when we're reliant on the system.

I'm looking for a pragmatic solution, not another problem to manage. These friction points are usually good
indicators of future headaches.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My evaluation criteria for project management tools are fairly straightforward, driven by the realities of
managing a mid-to-large organization's IT budget and project pipeline. We're not a startup that can afford
to experiment endlessly.

First and foremost, **total cost of ownership (TCO)** is paramount. | need a clear breakdown of licensing
fees, potential integration costs, training requirements, and any hidden "enterprise" add-ons that vendors
often spring on you later. I've seen too many solutions that look affordable on paper but balloon once you
factor in necessary features and support. A tool that boasts a low per-user cost but requires extensive custom
development to fit our existing workflows isn't actually cheap. I'm looking for transparency here, not a sales
pitch.

Second, **scalability and flexibility** are non-negotiable. Our project portfolio is diverse — everything from
infrastructure upgrades to software development and cybersecurity initiatives. The tool needs to handle
different methodologies, whether it's agile, waterfall, or a hybrid. It also needs to scale with our user base
and project volume without performance degradation or a significant jump in pricing tiers. Vendor lock-in is
a constant concern, so | scrutinize how easily we could export our data if we ever needed to migrate.

Third, **integration capabilities** are critical. We already have established systems for ERP, CRM, identity
management, and source control. Any new PM tool *must* play nice with these. Manual data entry between
systems is an efficiency killer and introduces errors. I'm looking for robust APIs, established connectors, and
a track record of successful integrations with platforms like Microsoft 365, Azure DevOps, and our financial
systems. If it can't integrate, it's just another silo, and we have enough of those.

Fourth, **security and compliance** are at the top of my list. As an IT Director, I'm ultimately responsible for
protecting our data. | need to see clear evidence of SOC 2 Type Il, ISO 27001, and compliance with regulations
like GDPR and CCPA. Where is the data hosted? What are their backup and disaster recovery protocols? How
granular are their access controls? A fancy interface means nothing if it's a security liability.

Finally, **reporting and analytics capabilities** are essential for demonstrating value to executive leadership. |
need to be able to generate clear, actionable reports on project status, resource utilization, budget adherence,
and ROI. "Intuitive dashboards" are nice, but | need customizable reports that tell a comprehensive story, not
just a pretty picture. If | can't easily extract data to show where we're succeeding or falling short, the tool isn't
serving its purpose.
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I'm not easily swayed by flashy Uls or buzzwords. | need practical, robust solutions that deliver measurable
value and don't create more problems than they solve.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

What resonates with me? Show me the numbers. | want to see clear, quantifiable ROIl. Don't just tell me your
software "improves efficiency." Tell me it reduces project delivery time by X% or cuts operational costs by Y
dollars within Z months, and then back it up with a case study from a company of similar size and industry. |
need to understand the total cost of ownership, not just the per-user license fee. What are the implementation
costs? Integration costs? Training? Ongoing maintenance? And what about security? How do you handle data
privacy, compliance, and potential breaches? | need to know your solution won't become another liability.

What turns me off? Vague promises and buzzwords. "Transformative," "revolutionary," "cutting-edge" —those
mean nothing without substance. I'm also wary of vendors who lead with features before understanding my
problems. Don't assume you know what | need. Ask about my current challenges, our existing tech stack, and
our long-term strategic goals. And please, spare me the high-pressure sales tactics and the endless follow-up
calls after one demo. If your product is truly valuable, the data will speak for itself. I'm not interested in being
upsold on features I'll never use. And if | feel like you're trying to lock me into a proprietary ecosystem without
clear exit strategies, I'll walk away. We've been burned by that before.
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J Joseph Payne

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
California, United States Bachelors
Income

$150,000-$300,000

Interests

Tech innovation Leadership development Process optimization Strategic planning Executive coaching
Data analytics

Values

Efficiency Innovation Quality Scalability ROI
Goals
Increase team productivity by 20% Streamline project workflows Improve cross-departmental collaboration
Reduce operational costs through automation
Pain Points
Lack of visibility across projects Inefficient resource allocation Difficulty integrating disparate tools

Resistance to change from team members

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

This is where the rubber meets the road, isn't it? Converting from a free trial isn't just about liking the software;
it's about seeing a *clear, undeniable path* to significant business value. For me, it boils down to a few critical
factors that absolutely *must* be present.

First and foremost, **tangible ROI within the trial period** | need to see, with my own eyes, how this tool

is going to directly impact our bottom line. Did it shave off 10% of our project delivery time? Did it reduce
errors by 15% in a specific workflow? Did it free up my team leads for an extra hour a day? I'm talking about
quantifiable metrics. If | can't build a compelling case for the CFO with hard numbers, it's a non-starter. I've
been burned before by tools that *felt* good but didn't deliver measurable gains.

Then there's the **scalability and integration story** We're not a static organization. We're growing, we're
evolving, and our tech stack needs to keep pace. A tool might be fantastic for a small team, but can it handle 50,
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100, or even 500 users? Can it seamlessly integrate with our existing Salesforce, Slack, or Google Workspace
ecosystem without turning into a Frankenstein's monster of APIs? If I'm going to commit budget and resources,
I need to know this solution isn't going to become a bottleneck in 12-18 months. The nightmare of ripping out
and replacing a core system is something | actively work to avoid.

**Advanced features that genuinely solve our pain points** are also crucial. I'm not looking for another
glorified to-do list. | need sophisticated resource allocation, robust reporting and analytics that give me
real-time visibility, automated workflows that eliminate manual drudgery, and collaboration features that truly
foster cross-functional synergy. For example, if a tool can offer predictive analytics on project timelines based
on historical data, that's a massive differentiator. That kind of foresight is gold for strategic planning.

Finally, the **quality of support and the vendor's roadmap** play a huge role. During the trial, I'm actively test-
ing their responsiveness. Can | get a human on the phone who understands our enterprise-level challenges?
What's their documentation like? And what's their vision for the product? | want to partner with a company
that's innovating, not just maintaining. | remember evaluating a solution a few years back where the trial was
great, but their support was non-existent and their development seemed stalled. We passed, and I'm glad we
did.

It's not just about what a tool *can* do, it's about how it *will* perform for *us* how it *fits* into our long-term
strategy, and the *partnership* we're forming with the vendor. If those pieces don't align perfectly during the
trial, then it's simply not worth the investment.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

Oh, this is a fantastic question, really gets to the heart of what makes or breaks a solution for me! When I'm
diving into a software trial, I'm not just kicking tires; I'm genuinely looking for a strategic partner to elevate
our operations. So, when | hit a snag, it's not just an annoyance, it's a red flag against potential ROI.

My biggest friction points, the ones that make me hit the eject button almost immediately, revolve around a
few key areas:

1. **Lack of Immediate Value & Clarity on the "Why":** If | can't grasp the core benefit or see a clear path to
solving one of our critical pain points within the first hour or two, that's a huge problem. I'm busy. My team
is busy. We need to understand the "aha!" moment quickly. If the onboarding is convoluted, or the product's
value proposition isn't immediately obvious in its execution, it feels like a waste of precious strategic time. I've
abandoned trials where | spent 30 minutes just trying to figure out how to create a basic project or assign a
task, and thought, "If this is the *trial* what's the daily grind going to be like?"

2. **Poor User Experience & Non-Intuitive Design:** This is massive. | expect modern software to be intuitive.
If the interface is clunky, visually overwhelming, or requires me to dig through help articles for every basic
function, it's a no-go. We're talking about tools our entire team, from developers to marketing, will be using
daily. If it's not a joy to use, or at least straightforward, adoption will be a nightmare. | remember trying a
project management tool once where the navigation felt like a maze, and | just thought, "This is going to kill
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productivity, not enhance it."

3. **Integration Headaches:** This is often a dealbreaker. We operate within a rich ecosystem of tools -
Salesforce, Slack, Google Workspace, our custom internal systems. If a new platform doesn't play well with
others, or if the integration process during the trial is overly complex, requiring extensive IT support just to
get a basic sync working, that's a huge red flag. We need solutions that fit *into* our existing workflows, not
force us to rebuild them around a new, unproven tool. I've walked away from trials where | couldn't easily pull
data from our CRM, because what's the point of another silo?

4. **Scalability Concerns (Even in a Trial):** While I'm not running a full-scale deployment during a trial, I'm
always thinking about the future. If the trial version feels limited in ways that hint at future scalability issues —
like clunky performance with even a few demo projects, or a lack of advanced features that | know we'll need
down the line (e.g., robust reporting, complex permissions, APl access), it raises serious questions. | need to
envision this tool growing with us, not becoming a bottleneck in 18 months.

5. **Lack of Responsive or Knowledgeable Support:** Even during a trial, | might have questions. If | reach
out to support and get canned responses, slow replies, or worse, no reply at all, it tells me everything | need
to know about what our experience will be like as a paying customer. | need a vendor that's invested in our

success from day one. I've had experiences where | asked a very specific question about custom fields and
workflow automation during a trial, and the response was so generic it was clear they hadn't even read my

query. That's a quick way to lose my attention.

Honestly, it all boils down to whether the software demonstrates its promise of efficiency and growth *during*
the trial. If it creates more friction than it solves, it's simply not worth our strategic investment.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

Oh, thisis a topic | get *really* excited about! For us, as an organization that's constantly pushing the envelope,
whether it's a nimble startup phase or a more established enterprise, evaluating project management tools
isn't just about checking boxes. It's about finding that strategic partner that can genuinely transform how we
operate. My personal criteria are pretty rigorous, and they've been honed over years of seeing what truly
moves the needle.

First and foremost, **ROI is paramount!** |'m not looking for the cheapest option; I'm looking for the one
that delivers the most significant return on investment. This means | need to see clear, quantifiable benefits.
How will this tool increase our team's productivity? Can it shave off 20% of our project delivery time? Will it
reduce operational costs through automation? | need to see those projections, backed by solid case studies
from similar organizations. If a vendor can't articulate that, they're already behind.

Then, there's **scalability and flexibility** We're growing, and our needs are constantly evolving. A tool that
works for a 50-person team might crumble under the weight of 500. | need to know it can grow with us, adapt to
different methodologies — Agile, Waterfall, hybrid —and accommodate diverse team structures without forcing
us into a rigid box. That's a non-negotiable.
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**|ntegration capabilities** are another huge one. We're already heavily invested in tools like Salesforce for
CRM, Google Workspace for collaboration, and Slack for communication. A new PM tool can't exist in a silo. It
*must* integrate seamlessly. I'm talking about robust APIs, pre-built connectors, and a commitment from the
vendor to maintain and expand those integrations. The last thing | want is another data island or a nightmare
of manual data transfers. That completely defeats the purpose of efficiency!

**Advanced features for strategic oversight** are crucial for my role. | need more than just task lists. I'm
looking for sophisticated reporting and analytics that give me real-time visibility into project health, resource
allocation, budget vs. actuals, and potential bottlenecks. Dashboards that are customizable and predictive
capabilities that help us anticipate issues before they become crises are incredibly valuable. | need to be able
to zoom out and see the forest, not just individual trees.

Finally, and this might sound obvious, but **user adoption and a positive user experience** are critical. I've
seen fantastic tools fail because the team couldn't or wouldn't use them. The interface needs to be intuitive,
clean, and ideally, even enjoyable to use. Training resources need to be comprehensive, and the vendor's
support needs to be top-notch. If my team struggles with it, the ROl evaporates, and I'm left with resistance
to change, which is one of my biggest pain points.

So, it's a blend of hard numbers, strategic foresight, and practical usability. It has to be a total package!

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

What truly captures my attention from a software vendor is when their message highlights a clear, quantifiable
ROI. I'm looking for solutions that promise to increase team productivity, streamline workflows, or directly
impact our bottom line through automation and efficiency gains. When a vendor can articulate exactly how
their platform will help us achieve a 20% increase in project delivery speed or reduce operational costs by
X amount, that's incredibly compelling! | love seeing case studies that aren't just vague testimonials but dive
into specific metrics and improvements for similar organizations. Messaging that focuses on scalability and
robust integration capabilities also hits home because we're constantly growing, and | need tools that can
evolve with us. The idea of a future-proof solution that seamlessly connects with our existing tech stack -
Salesforce, Slack, Google Workspace —is incredibly attractive.

On the flip side, what immediately turns me off are generic buzzwords without substance. When | hear
"revolutionary," "cutting-edge," or "game-changing" without any concrete examples or data to back it up, my
eyes glaze over. It feels like they're trying to sell me hype rather than a verifiable solution. Also, any messaging
that feels overly salesy or pushy, especially before understanding our specific challenges, is a quick way to
lose my interest. | despise being treated as just another lead in a funnel. | want a vendor who listens to our pain
points — like our current struggles with project visibility or resource allocation — and then demonstrates how
their product directly addresses those, not just recites a feature list. And honestly, if the messaging ignores
the human element — how the team will actually *adopt* and *benefit* from the tool, not just the technical
specs —it's a miss. Resistance to change is a real hurdle, and | need a partner who understands that.
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E Eduardo Gonzalez

PARTICIPANT PROFILE

Age Range Gender
[30,50) male
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests

Software Development Methodologies (Agile, Scrum) Data Analytics and Business Intelligence

Cloud Computing and SaaS Trends Cybersecurity Best Practices Process Optimization Emerging Technologies (Al, ML)
Values

Efficiency Innovation Scalability Data Integrity ROI

Goals

Streamline project workflows and increase team productivity Implement a unified project management platform

Improve data-driven decision making for project prioritization Reduce operational overhead and optimize resource utilization
Pain Points

Lack of real-time project visibility across teams Difficulty integrating new solutions with existing tech stack

Scalability issues with current project management tools Inefficient resource allocation due to poor planning

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

My decision to convert from a free trial to a paid subscription for project management software is primarily
influenced by a rigorous evaluation of several key factors, all centered on quantifiable benefits and integration
capabilities.

First, **demonstrable ROI and efficiency gains** are paramount. | need to see clear evidence that the
software can streamline our workflows, reduce manual effort, and improve project delivery times. This often
translates to metrics like reduced project overhead, increased team throughput, or faster time-to-market for
our initiatives. A trial that allows me to benchmark these against our current processes is invaluable.

Second, **integration with our existing tech stack** is non-negotiable. We operate with a specific ecosys-

tem—Microsoft Azure, Jira for development, Salesforce for CRM, and Slack for communication. Any new
project management tool must integrate seamlessly with these platforms to avoid data silos and redundant

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 16 of 130



data entry. A trial must allow me to test these integrations thoroughly, ideally with real-world data flows. If |
have to custom-build APIs or resort to Zapier for critical connections that should be native, it raises a red flag
regarding the total cost of ownership and long-term scalability.

Third, **robust data analytics and reporting capabilities** are critical. | require real-time visibility into project
status, resource utilization, budget adherence, and potential roadblocks. A paid subscription must offer
customizable dashboards, advanced reporting features, and the ability to export data for further analysis in
tools like Power BI. If the trial demonstrates that the platform can provide actionable insights for data-driven
decision-making, it significantly strengthens the case for conversion. Generic progress bars or basic task lists
do not suffice.

Fourth, **scalability and security** are deeply considered. The software needs to support our growth
trajectory, accommodating an increasing number of projects, users, and data volume without performance
degradation. On the security front, compliance with industry standards (e.g., SOC 2, ISO 27001) and robust
data encryption are fundamental requirements. The trial should provide access to documentation or support
channels that address these concerns comprehensively. A platform that can't scale or meet our security
protocols isn't an option, regardless of its features.

Finally, **user adoption and support infrastructure** play a role. While less quantifiable initially, a high
adoption rate is crucial for ROI. The trial needs to demonstrate an intuitive user interface and offer sufficient
training resources. Post-conversion, | expect reliable technical support with clear SLAs. If the trial experience
highlights a steep learning curve or unresponsive support, it introduces risk.

Essentially, the free trial must act as a proof of concept that the software can solve our specific pain points,
enhance our operational efficiency, and integrate effectively into our existing, complex environment, all while
providing the data and security necessary for strategic management. Without clear evidence across these
areas, the perceived value of a paid subscription diminishes rapidly.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

When evaluating a new software solution, particularly a project management platform, several friction points
consistently lead me to abandon a trial. My primary objective is to identify tools that enhance operational
efficiency and provide actionable data, not create additional overhead.

1. **Lack of Intuitive Onboarding and Setup (Time-to-Value):** If the initial setup requires extensive configu-
ration or a steep learning curve without clear, concise guidance, it's a significant barrier. | expect a streamlined
process, perhaps even a guided tour or a template library, to get a functional environment running quickly.

If | have to spend hours just understanding the basic navigation or integrating a simple data source, the

trial is already failing. My time is a critical resource, and if a solution doesn't demonstrate value quickly, it's
inefficient.

2. **Poor Integration Capabilities:** Our existing tech stack, which includes Atlassian products, Microsoft
Azure, and Salesforce, is robust. Any new tool must integrate seamlessly. If the trial environment makes it
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difficult to connect to these critical systems, or if the APl documentation is obscure and requires excessive
development effort just to test basic data flow, it's a non-starter. Manual data migration or siloed information
defeats the purpose of a unified platform.

3. **Inadequate Data Visibility and Reporting:** A core requirement for me is real-time project visibility and

robust analytics. If the trial version limits access to reporting features, provides only superficial dashboards,
or makes it difficult to extract raw data for custom analysis, it immediately raises a red flag. | need to see how
the tool can genuinely support data-driven decision-making, not just manage tasks. If | can't build a custom
report on resource allocation or project health within the trial, the tool's utility is severely compromised.

4. **Performance and Scalability Concerns:** Even in a trial, I'm looking for indicators of future performance.
If the interface is sluggish, experiences frequent loading delays, or has noticeable lag when handling a
moderate amount of test data, it suggests potential scalability issues down the line. We manage complex
projects with numerous dependencies; a tool that can't handle performance under load will not meet our
long-term needs.

5. **Unclear Pricing or Hidden Costs:** While not strictly a technical friction point, if the pricing model is
opaque, requires extensive consultation just to get an estimate, or if there are significant feature gaps between
the trial and the enterprise-tier product without clear articulation, it creates distrust. | need clear, predictable
cost structures to build a business case. If I'm worried about unexpected expenses post-implementation, the
trial becomes a waste of effort.

6. **Lack of Responsive Support:** During a trial, | often encounter specific questions or minor technical
hurdles. If support channels are slow, unhelpful, or non-existent for trial users, it's a strong indicator of the
long-term support quality. My expectation is that a critical business tool will be backed by a competent and
accessible support team.

These points directly impact our ability to assess ROl and operational fit. If a trial exhibits these issues, it
suggests the product will introduce more problems than it solves.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My role as an IT Director in a company with over 500 employees, managing a diverse portfolio of projects
from software development to infrastructure upgrades, necessitates a rigorous evaluation framework for
project management tools. My personal criteria are primarily driven by the need for operational efficiency,
data integrity, and strategic alignment.

The key factors | evaluate are:
1. **Scalability and Performance:** The tool must seamlessly support hundreds of concurrent users and a
high volume of projects without performance degradation. This includes the ability to manage complex project

portfolios across multiple departments, not just a few agile teams. Our current tools often hit limitations here,
leading to bottlenecks.
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2. **Integration Capabilities:** This is paramount. Any new solution *must* integrate effortlessly with our

existing tech stack. This means robust APIs for bidirectional data flow with systems like Salesforce for CRM,
our custom ERP, Microsoft Azure DevOps for specific engineering projects, and our business intelligence plat-
forms. A fragmented ecosystem is a significant pain point, leading to manual data entry and inconsistencies. |
need to see clear documentation and proven integration patterns, ideally with Zapier or direct APl connectors.

3. **Real-time Visibility and Reporting:** | require granular, real-time insights into project progress, resource
utilization, budget adherence, and risk profiles across the entire portfolio. Dashboards need to be customiz-
able, providing a single pane of glass for different stakeholder levels—from individual contributors to executive
leadership. Static reports are insufficient; | need dynamic data to inform strategic adjustments. Our current
setup often involves pulling data from disparate sources into Excel, which is time-consuming and prone to
errors, hindering data-driven decision-making.

4. **Security and Compliance:** As an IT Director, this is non-negotiable. The tool must meet our stringent
security protocols, including data encryption (in transit and at rest), robust access controls, audit logs, and
compliance certifications (e.g., SOC 2 Type Il, ISO 27001, GDPR). Cloud hosting must be in regions that align
with our data residency requirements. I'll be scrutinizing their security architecture and incident response
plans.

5. **Customization and Workflow Automation:** While out-of-the-box functionality is a start, the ability
to tailor workflows, fields, and automation rules to our specific processes is critical. We have unique ap-
proval chains and compliance checkpoints that generic tools often fail to accommodate without extensive
workarounds. This directly impacts productivity and adherence to our internal standards.

6. **Total Cost of Ownership (TCO) and ROI:** Beyond the licensing fees, | analyze the implementation costs,
training requirements, ongoing maintenance, and the potential for reduced operational overhead. I'm looking
for a clear ROI projection, demonstrating how the tool will contribute to productivity gains, reduced project
overruns, or improved resource allocation. A high initial cost might be justified if the long-term benefits are
substantial and quantifiable.

7. **User Experience (UX) and Adoption:** While | prioritize functionality, a clunky or non-intuitive interface
will lead to low adoption rates and negate any potential benefits. The tool needs to be straightforward enough
for various user roles, from project managers to team members who may only interact with it for task updates.
Training overhead needs to be manageable.

| typically initiate this evaluation with a detailed feature matrix, conduct technical deep dives with our
engineering and security teams, and then request targeted demos that address our specific use cases and
integration challenges. Case studies from similar enterprise environments are also highly influential.

| Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive
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What resonates with me are data-driven claims and a clear articulation of quantifiable ROI. | respond to
messaging that highlights concrete efficiency gains, scalability, and seamless integration capabilities. For
instance, when a vendor presents a case study detailing a 25% reduction in project delays or a 15% increase
in resource utilization after implementing their solution, that captures my attention. | need to see how their
software directly addresses my pain points: real-time visibility, integration challenges, and inefficient resource
allocation. Technical specifications, APl documentation availability, and a clear roadmap for future features
also signal a mature and reliable product that aligns with long-term strategic planning.

What turns me off is vague, buzzword-heavy marketing without substantiation. Claims like "transform your
business" or "unleash your team's potential" are meaningless without the underlying data and technical
specifics. I'm also wary of solutions that promise everything but deliver on little, particularly if they lack
demonstrated integration capabilities with established platforms like Jira, Salesforce, or Azure. High-pressure
sales tactics or a lack of transparency regarding pricing and implementation costs are immediate red flags. |
expect vendors to understand that critical system procurement involves a thorough, data-backed evaluation
process, not an emotional one.

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 20 of 130



B Benjamin Moreno

PARTICIPANT PROFILE

Age Range Gender
[40,55) male
Location Education
Midwest, United States Bachelors
Income

$120,000-$200,000

Interests
Process optimization Team leadership Strategic planning Technology trends (practical applications)
Financial management Mentoring junior staff

Values

Reliability Efficiency Structure Accountability Long-term stability

Goals
Streamline project execution and delivery Improve cross-functional collaboration and communication
Reduce operational costs through optimized processes Ensure data security and compliance with industry standards
Pain Points
Lack of standardized project workflows across departments Difficulty integrating new software with existing systems
Inefficient resource allocation leading to project delays High churn rates or complexity with previous project management tools

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

When | look at converting from a free trial to a paid subscription for project management software, I'm not just
looking at bells and whistles; I'm looking at how it integrates into the very fabric of our operations. There was
this one time, a few years back, we tried a solution that promised the moon. The free trial was flashy, looked
great on paper, but when we tried to implement it with our existing ERP system, it was a nightmare. Data silos,
manual transfers — it negated any efficiency gains it offered. That experience taught me a lot about what truly
matters.

First and foremost, **integration capabilities** are non-negotiable. | need to know, definitively, that this new
software will play nice with our existing Microsoft 365 suite, our CRM, and our financial systems. If it adds
more manual steps or requires a complete overhaul of our IT infrastructure, the cost-benefit analysis quickly
goes south. I'm looking for seamless data flow, not another bridge to nowhere.
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Then there's **security and compliance** In my role, I've seen firsthand the headaches that come from data
breaches or non-compliance. Our client data, our internal project details — they are paramount. | need to see
clear, robust security protocols, data encryption, and a transparent understanding of how they meet industry
standards. If a provider is vague on this, it's an immediate red flag. We can't afford to take chances with
something as critical as data integrity.

**Scalability** is another huge factor. We're not a static organization; we're always looking for sustainable
growth. A project management solution needs to be able to grow with us, to handle increasing project volumes,
more users, and potentially more complex workflows without requiring us to rip and replace it down the line.
I've been down that road where a solution that worked for 50 people buckled under the weight of 200, and
I'm not keen to repeat that costly exercise.

Of course, **ease of adoption** for the team is critical. I've overseen enough software implementations to
know that if the learning curve is too steep, or the interface isn't intuitive, adoption rates will plummet, and we'll
end up with another expensive tool gathering dust. I look for clear user interfaces, good training resources,
and ideally, some form of dedicated support during the trial period. If my team can't get up to speed quickly,
the value proposition diminishes rapidly.

And finally, **the long-term value proposition and support**. This isn't just about the monthly fee. It's about
the total cost of ownership. What kind of customer support can we expect? What's their roadmap for future
development? Are they constantly innovating or will this be outdated in a year? I'm looking for a partner, not
just a vendor. | want to see a commitment to continuous improvement and reliable support, because when
things go wrong — and they always do, eventually — | need to know there's a competent team on the other end
of the line. | remember a time when we adopted a niche software, and the company went belly-up a year later.
We were left scrambling. That's why | tend to lean towards established players, or at least those with a very
clear, sustainable business model.

So, when that trial period is winding down, I'm not just asking "Does it work?" I'm asking "Does it fit our needs,
secure our data, scale with our growth, empower our team, and offer a reliable partnership for the long haul?"
If the answer to all of that isn't a resounding yes, then it's not the right fit for us.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

| remember a situation, not too long ago, where we were evaluating a new CRM system. It promised the moon,
you know, seamless integration, Al-driven insights — all the buzzwords. But the trial... that's where the rubber
met the road, or rather, where the road fell apart.

My primary friction point, the one that makes me throw my hands up and walk away, is a *lack of clear,
structured onboarding* We're talking about enterprise software here, not a mobile game. | need to understand
the architecture, how it's designed to fit into our existing processes, and frankly, how my team is going to use
it *effectively* from day one. If I'm dropped into a complex interface with a generic "start here" button and a
mountain of self-help articles, that trial is dead in the water. | don't have time for a scavenger hunt.
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Another major issue is *performance and stability* There was this other trial, a project management suite,
where tasks would lag, reports would time out, and god forbid you tried to collaborate in real-time. It felt like it
was running on a server from 1998. If the software can't handle a trial load, how is it going to manage our actual
operational demands? We're dealing with critical business functions, not a hobby. Unreliable performance
during a trial is a direct indicator of future headaches and, frankly, a waste of our valuable time. We need
solutions that are robust, that we can depend on day in and day out.

And then there's the *integration hurdle* We're not operating in a vacuum. Any new system needs to play
nice with our existing infrastructure — our ERP, our accounting software, our communication platforms. If the
trial doesn't offer a clear, straightforward path to test these integrations, or if it requires a Herculean effort
from our IT team just to get a basic connection working, that's a significant barrier. | recall one trial where the
integration documentation was so convoluted, it felt like deciphering an ancient scroll. We ended up spending
more time troubleshooting the connection than evaluating the actual features. This isn't just about technical
effort; it's about the potential for disruption and the long-term cost of maintaining these connections. We need
systems that are designed to be part of a larger ecosystem, not standalone islands.

Finally, and this might sound obvious but it's often overlooked, is a *disconnect between the sales pitch and
the trial experience* I've sat through dazzling presentations, seen beautiful mock-ups, only to get into the
trial environment and find that the key features | was promised are either missing, half-baked, or so buried in
menus they're practically inaccessible. It's like being promised a luxury sedan and getting a bicycle with flat
tires. That kind of inconsistency tells me the vendor either doesn't understand their own product or, worse,
isn't being entirely transparent. And transparency, for me, is paramount when we're considering a significant
investment.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

Well, that's a question that hits close to home. I've spent years navigating the complexities of project delivery,
first as a team lead at a regional manufacturing firm, then moving into operations at a mid-sized tech company
before landing where [ am now. Over that time, I've seen a lot of tools come and go, and frankly, some of them
caused more headaches than they solved.

My personal evaluation criteria, refined through practical experience, really boil down to a few core pillars.

First and foremost, it's about **reliability and stability** Our operations are the backbone of our business. If
a tool isn't rock-solid, if it's prone to glitches or frequent downtime, it's a non-starter. | remember a few years
back, we adopted a cloud-based solution that promised the world. It was sleek, modern, but the servers would
frequently hiccup during critical reporting periods. That kind of instability isn't just frustrating; it impacts our
ability to meet deadlines and ultimately, our bottom line. | need something that | can trust implicitly, day in and
day out.

Then there's **integration capability** We're not a startup building everything from scratch. We have

established systems — our ERP, our CRM, our internal communication platforms. A new project management
tool needs to play nice with these existing systems, not fight against them. I've been through the painful
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process of trying to cobble together disparate systems with custom API calls, only to find the integration
breaks every time one of the vendors updates their software. It's a resource drain. I'm looking for robust,
out-of-the-box integrations, or at least a well-documented and supported API that doesn't require a dedicated
team of developers to maintain.

**Security and compliance** are non-negotiable. Especially in my current role, dealing with sensitive client
data and internal intellectual property, we can't afford any vulnerabilities. | need to see clear protocols for data
encryption, access control, and audit trails. Furthermore, if the tool has certifications for industry standards —
ISO 27001, SOC 2 Type Il - that speaks volumes. | recall a situation where a potential vendor couldn't clearly
articulate their data residency policies, and that was enough to raise a red flag for our legal team. It's not just
about what the tool *does* but how it *protects* what it does.

Next, | look at **scalability** We're not just solving for today's problems; we're building for tomorrow. Our
organization is growing, and our project portfolio is becoming more complex. A tool that works for a team of
50 might buckle under the weight of 500, or even 5,000. | need to understand its capacity, its performance
under load, and how easily it can adapt to new teams, new project types, and new geographical locations.
I've seen companies invest heavily in a solution only to outgrow it in a few years, leading to another costly
and disruptive migration. We want to avoid that kind of repeat investment.

Finally, and this might sound simple, but it's about **user adoption and training overhead**. A tool can have all
the features in the world, but if our teams can't easily understand it and integrate it into their daily workflows,
it's useless. I'm not looking for something overly simplistic, but it needs to be intuitive enough that the learning
curve isn't a massive drain on productivity. I've sat through countless training sessions for overly complex
software, and | know the frustration it can cause. I'm looking for clear documentation, good support, and a
design that prioritizes efficiency.

So, it's a blend of technical robustness, operational synergy, and practical usability. I'm always evaluating
these points through the lens of long-term value and sustainable growth.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Neutral

You know, I've been in this business long enough to see a lot of software come and go. When I'm looking at
a new solution, particularly for project management or IT operations, what really catches my eye is a vendor
that understands the complexities of a mid-sized organization. We're not a startup that can pivot on a dime,
and we're certainly not a Fortune 100 enterprise with unlimited budgets and dedicated integration teams for
every new tool.

What resonates with me is messaging that focuses on *stability* and *proven results* | want to see case
studies, not just flashy marketing jargon. Show me how you've helped a company similar to ours — perhaps
a manufacturing firm in the Midwest, or a regional financial institution — streamline their operations, reduce
project delays, or improve their compliance posture. | remember one time, we were looking at a new CRM
system, and the vendor spent the entire presentation talking about "disruptive innovation" and "bleeding-edge
AL" | kept thinking, "That's all well and good, but can it reliably manage our existing client base and integrate
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with our legacy accounting software?" They couldn't answer that directly.

I'm particularly drawn to vendors who emphasize *seamless integration* with existing enterprise systems.
We've invested heavily in our Microsoft ecosystem, our SAP modules, and our Cisco infrastructure. A new
tool needs to play nice with those; I'm not interested in ripping and replacing everything just to accommodate
a shiny new toy. | once sat through a demo where the sales rep glossed over integration, saying, "Oh, it has an
API, so your IT team can figure it out." That's a red flag for me. My IT team is already stretched thin; they need
solutions that are largely plug-and-play, or at least come with robust, well-documented integration guides
and dedicated support.

Another thing that stands out is a clear demonstration of *security and compliance*. In my role, data security
isn't just a buzzword; it's a critical component of our operational integrity and our reputation. When a vendor
can articulate their data encryption protocols, their adherence to industry standards like SOC 2 or ISO 27001,
and their disaster recovery plans, that builds confidence. | recall a situation where a vendor tried to hand-wave
security concerns, saying, "It's in the cloud, soit's inherently secure." That tells me they don't understand the
nuances of enterprise-level security requirements.

Now, as for what turns me off... | mentioned some of it already. Overly aggressive sales tactics, for one. |
appreciate follow-up, but daily calls and emails after an initial inquiry? That's a quick way to get your domain
blocked. | need time to research, to consult with my team, and to evaluate against our specific requirements.
I'm not making an impulse purchase here; this is a strategic investment.

Then there's the "one-size-fits-all" approach. When a vendor tries to sell me a solution that's clearly built
for a much smaller business, or a much larger one, without any apparent understanding of our specific
challenges. We're not looking for a glorified to-do list, nor do we need a system designed for managing global
satellite launches. We need something that scales with us, that offers the right balance of features without
overwhelming our users with unnecessary complexity.

And finally, vague pricing models. When | can't get a clear understanding of the total cost of ownership

- including implementation, training, ongoing support, and potential add-ons - that's a problem. | need to
present a comprehensive budget to our CFO, and "it depends" isn't going to cut it. | remember having to
pull teeth from a vendor to get a clear quote. They kept saying, "We'll customize a package for you after we
understand your needs," which felt more like they were trying to gauge how much they could charge rather
than genuinely tailoring a solution.

In essence, I'm looking for a partner, not just a vendor. Someone who understands our operational reality, can
demonstrate tangible value, and offers a reliable, secure, and scalable solution for the long haul.
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D Deandre Anderson

PARTICIPANT PROFILE

Age Range Gender
[28,38) male
Location Education
California, United States Bachelors
Income

$90,000-$130,000

Interests

Process automation Productivity hacks Emerging tech trends Leadership development Data analytics

Strategic planning

Values
Efficiency Innovation Reliability Growth Transparency
Goals
Streamline project delivery timelines Improve team productivity and output Reduce operational costs through automation

Successfully scale operations with new tools

Pain Points

Lack of centralized project visibility Inefficient cross-team collaboration Difficulty tracking project ROI

Manual reporting and data aggregation

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

I need to see a clear path to ROIl. That means understanding how the software will streamline our project
delivery, improve team productivity, and ideally, reduce operational costs.

Specific factors | look at:

* **Feature Set vs. Our Needs:** Does the trial offer access to the features we *actually* need? If key
functionalities are paywalled or not available in the trial, it's a red flag. I'm looking for things like robust task
management, resource allocation, customizable reporting, and clear dashboards.

* *k|ntegration Capabilities:** How well does it play with our existing tech stack (Slack, Salesforce, HubSpot,
etc.)? If it doesn't integrate seamlessly, it creates more manual work, which defeats the purpose. Zapier
compatibility is a big plus.

* **Scalability:** Can this solution grow with us? We're always looking to optimize and expand. | need to be
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confident it can handle more users, more projects, and more complex workflows without breaking the bank
or becoming clunky.

* **Ease of Use & Adoption:** My team needs to be able to pick it up quickly. A steep learning curve means
lost productivity and resistance, which costs money. The trial needs to demonstrate an intuitive interface.

* **Support & Documentation:** What kind of support is available during and after the trial? Good documen-
tation and responsive support prevent bottlenecks.

* **Data Migration & Export:** How easy is it to get our existing project data *into* the system, and more
importantly, *out* if we ever need to switch? | want to avoid vendor lock-in.

* **Pricing Structure:** Is the pricing transparent and predictable? Hidden costs or complex tiers are a
turn-off. | need to understand the cost per user, per feature, and how that scales.

* **Proof of Concept:** I'm looking for tangible results during the trial. Can we run a pilot project or a specific
workflow through it and see measurable improvements? That's the best evidence.

Ultimately, it comes down to whether the software proves it can solve one of our core pain points - like lack
of centralized visibility or inefficient collaboration —and do it profitably. If | can't quantify the benefit, it's a
non-starter.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE
A software trial needs to deliver value quickly. If it doesn't, I'm out.
Here are the primary friction points that lead me to abandon a trial:

* **Complex Onboarding / Steep Learning Curve:** If getting started feels like deciphering an enigma, it's
a non-starter. | need clear, concise instructions and an intuitive Ul. | don't have time for extensive training
modules just to see if a tool *might* work.

* **| ack of Clear Value Proposition Early On:** I'm looking for solutions to specific problems: project visibility,
collaboration, automation. If | can't see how the software directly addresses one of those within the first hour
or two, the trial is effectively over. | need to connect the dots quickly to my operational pain points.

* **| imited Functionality in the Trial:** A trial that cripples essential features or severely caps usage limits
makes it impossible to properly evaluate. How can | assess scalability or team collaboration if | can only invite
one user or can't test a key integration? It feels like they're hiding something.

* **Poor Performance / Buggy Experience:** If the software is slow, crashes, or has obvious bugs during
the trial, it immediately signals reliability concerns. | can't integrate something unstable into our operations.
* **Aggressive Sales Tactics During Trial:** Constant emails, calls, or pressure to book a demo before I've
had a chance to properly evaluate the tool myself is a huge turn-off. It feels like they're prioritizing their sales
cycle over my evaluation process. A check-in email about resources is fine, but anything more feels intrusive.
* **|ntegration Headaches:** If the software doesn't easily connect with our existing tech stack (Asana,
Salesforce, Slack, etc.) or requires significant custom development just to get basic data in or out, it adds too
much friction. The value needs to outweigh that integration effort significantly.

* **Unclear Pricing / Hidden Costs:** If | have to dig to find pricing, or if the pricing structure is overly complex
and unclear about what's included in different tiers, it raises red flags. | need to understand the potential ROI
and budget implications from the start.
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Ultimately, I'm looking for a tool that makes my job easier and improves our operations. If the trial itself is
causing more friction than it's solving, it's not worth my time.
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Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

My company is a mid-sized tech firm — around 200 people. I'm an Operations Manager, so I'm constantly
looking at the bigger picture for efficiency.

When | evaluate project management tools, these are my core criteria:

1. **Centralized Visibility & Reporting:** | need a dashboard that gives me a clear, real-time overview of all
active projects, their statuses, and key metrics. Manual data aggregation is a massive time sink. I'm looking for
customizable reports that can show resource allocation, budget vs. actuals, and critical path analysis without
me having to pull data from five different spreadsheets. This directly impacts my ability to track ROI.

2. **Integration Capabilities:** The tool *must* integrate seamlessly with our existing tech stack — Slack,
Salesforce, HubSpot, and our internal dev tools like Jira or Asana. If it's another silo, it's just adding to the
problem of disparate systems. APl access and robust connectors are non-negotiable.

3. **Automation Features:** I'm always looking to reduce manual tasks. Can it automate routine workflows,
notifications, or task assignments based on triggers? That's direct operational cost savings and improved
team productivity.

4. **Scalability:** We're growing. Whatever we implement needs to handle an increasing number of projects,
users, and complexity without breaking down or becoming prohibitively expensive. I'm thinking about fu-
ture-proofing our operations.

5. **User Adoption & UI/UX:*x* If it's not intuitive, my teams won't use it consistently. A clean interface, easy
onboarding, and minimal training requirements are critical for broad adoption across different departments.
I've seen too many powerful tools fail because they were too clunky.

6. **Cost-Effectiveness & ROI:** Beyond the sticker price, what's the total cost of ownership? This includes
implementation, training, and ongoing support. | need to see a clear path to how this tool will reduce opera-
tional costs, accelerate project delivery, or improve output to justify the investment. A clear ROI calculation is
essential.

7. **Security & Compliance:** Especially with client data, any new tool needs to meet our security protocols
and industry compliance standards. That's a fundamental requirement.

I'm not interested in theoretical benefits. | need to see how a tool will practically improve our delivery timelines,
boost team output, and ultimately, impact our bottom line.

| Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?
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RESPONSE

Messaging that resonates focuses on direct, quantifiable benefits. | want to see how a software solution will
specifically:

* **Reduce project delivery timelines by X% **

* *¥Improve team productivity by Y hours per week**

* **Cut operational costs by Z dollars annually**

* **Provide real-time insights into [specific metric]**

* **Integrate seamlessly with [my existing tech stack — e.g., Asana, Salesforce, Slack]**

Show me case studies with actual numbers from companies similar to mine, or at least with similar operational
challenges. | need to understand the ROI clearly. I'm looking for evidence that the product has been vetted
and proven to scale.

What turns me off immediately is vague, buzzword-heavy language. Phrases like "synergistic solutions,"
"paradigm-shifting innovation," or "unleashing potential" tell me nothing concrete. | also dislike messaging that
doesn't address integration capabilities upfront. If it's a standalone tool that requires a whole new workflow
or significant manual data transfer, it's a non-starter. Don't waste my time with features described without
context or without explaining *how* they solve a problem | actually have. And please, no hard sells or overly
aggressive outreach; focus on demonstrating value, not just making a connection.
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L Lamar Bennett

PARTICIPANT PROFILE

Age Range Gender
[40,55) male
Location Education
California, United States Masters
Income

$150,000-$250,000

Interests

Process optimization Leadership development Technology trends Strategic planning Data analytics Cybersecurity

Values
Efficiency Reliability Security Scalability Integrity
Goals
Improve team productivity and collaboration Streamline project workflows and reduce bottlenecks
Ensure compliance and data governance Reduce operational costs through automation
Pain Points
Lack of visibility across projects Inefficient resource allocation Integration challenges with existing systems

Data security concerns with cloud solutions

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

My decision to convert from a free trial to a paid subscription for project management software is primarily
influenced by a rigorous evaluation of tangible benefits and risk mitigation.

First, the **demonstrated impact on operational efficiency** is paramount. | need to see clear evidence

that the software significantly streamlines workflows, reduces manual effort, and improves overall team
productivity. This isn't just about features; it's about how those features translate into measurable time savings
and resource optimization. During the trial, I'm looking for indicators like reduced project delays, faster task
completion rates, and more accurate resource allocation reports. If | can't quantify these improvements, the
value proposition diminishes considerably.

Second, **seamless integration with our existing technology stack** is non-negotiable. We've invested

heavily in our current infrastructure, including Microsoft Azure and Office 365. Any new solution mustintegrate
effortlessly to prevent data silos, duplicate entries, and additional administrative burden. | worry that a
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system that requires extensive custom development or relies on convoluted workarounds will introduce more
problems than it solves, ultimately hindering adoption and increasing long-term maintenance costs. The risk
of disrupting established processes is a significant deterrent.

Third, **robust security and compliance features** are critical. Given our industry and the sensitive nature
of the data we handle, any project management software must meet stringent data governance and security
standards. This includes robust access controls, encryption protocols, audit trails, and adherence to relevant
regulatory frameworks. | would require detailed documentation on their security architecture and data
handling practices. The risk of a data breach or non-compliance is simply too high to overlook.

Fourth, the **scalability of the solution** is a key consideration for our future growth. We need a system
that can accommodate an increasing number of projects, users, and data volume without performance
degradation or requiring a complete overhaul. | would be assessing their tiered pricing models, infrastructure
capacity, and their roadmap for future development to ensure it aligns with our strategic objectives for the
next 3-5 years. | worry about investing in a system that becomes a bottleneck as we expand.

Finally, **the vendor's support and long-term viability** also play a role. A free trial allows us to gauge

their responsiveness, the quality of their documentation, and the availability of training resources. We prefer
vendors with a proven track record, strong financial stability, and a clear commitment to ongoing product
development. The risk of a vendor going out of business or discontinuing critical features leaves us in a
vulnerable position.

Ultimately, the conversion decision hinges on a comprehensive assessment of ROI, balanced with a metic-
ulous evaluation of potential risks across efficiency, integration, security, scalability, and vendor reliability. |
need to be confident that the investment will yield significant, quantifiable returns and support our operational
excellence objectives without introducing undue complexity or risk.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

During a software trial, several friction points could lead me to abandon a solution. My primary concern
revolves around the **integration complexity** with our existing tech stack. We've invested significantly in
our current infrastructure, including Microsoft Azure, Office 365, and Salesforce. If a trial requires extensive,
non-standard API workarounds or presents significant data migration challenges, it immediately raises red
flags regarding long-term scalability and operational overhead. | worry that a difficult integration process
during the trial is merely a preview of ongoing maintenance headaches.

Another significant friction point is the **lack of clear, demonstrable ROI during the trial period** We need
to see tangible benefits within a defined timeframe, typically 30 to 60 days. If the trial doesn't allow for a
streamlined setup to prove its value — perhaps due to an overly complex onboarding process, insufficient
support, or a limited feature set in the trial version - then it becomes difficult to justify further investment. |
need to be able to present concrete data to stakeholders, illustrating how this solution willimprove productivity,
reduce costs, or enhance collaboration. Without that, it's merely an expense.
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| also find myself questioning a trial's viability if **security and compliance protocols are not transparently
addressed from the outset**. Given our industry and the sensitive nature of the data we handle, any ambiguity
around data encryption, access controls, regulatory compliance (e.g., GDPR, CCPA), or vendor security
certifications (e.g., ISO 27001, SOC 2 Type 2) is a non-starter. If | have to spend an excessive amount of
time chasing down security documentation or if the vendor seems hesitant to provide it, the risk becomes too
high. The risk of a data breach or non-compliance far outweighs any potential benefit of the software.

Finally, **resource allocation during a trial** is a practical concern. My team's time is valuable. If the trial
demands an inordinate amount of my team's resources for setup, configuration, or ongoing troubleshooting
without commensurate support from the vendor, it impacts our core operations. We're evaluating a solution to
*improve* efficiency, not detract from it. A trial that feels like an additional burden rather than an exploratory
benefit will quickly be deprioritized.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My evaluation criteria for project management tools are deeply rooted in my experience as a Director of
Operations, particularly within a B2B SaaS environment. Our organization, like many others, operates with

a lean and efficient mindset, but also with an eye towards significant growth. Therefore, any solution we
consider must not only address our immediate operational needs but also be robust enough to scale with us.

First and foremost, **Integration Capabilities** are paramount. We utilize a complex ecosystem of software -
Salesforce for CRM, Oracle for ERP, various custom-built internal tools, and Microsoft 365 for collaboration. A
project management tool that cannot seamlessly integrate with these existing systems creates immediate data
silos and efficiency bottlenecks. | worry that a standalone solution, no matter how feature-rich, will only add
to our operational overhead through manual data entry or complex APl development, which diverts valuable
engineering resources. We need proven, documented APIs and, ideally, out-of-the-box connectors for major
enterprise applications.

Secondly, **Scalability and Performance** are non-negotiable. We're currently a mid-sized company, but
our growth projections are aggressive. The tool must be capable of handling a rapidly increasing number of
projects, users, and data volumes without degradation in performance. The risk is that a system designed for
smaller teams will falter under the strain of enterprise-level demands, leading to user frustration and ultimately,
project delays. | look for evidence of its ability to support thousands of concurrent users and manage complex
project portfolios across multiple departments.

Third, **Security and Compliance** are critical. As a B2B SaaS provider, handling sensitive client data and
intellectual property is part of our daily operation. Any cloud-based solution must adhere to stringent industry
standards — GDPR, CCPA, ISO 27001, SOC 2 Type Il certification are absolute requirements. | need a clear
understanding of their data residency policies, encryption protocols, access controls, and incident response
procedures. The risk of a data breach, or even non-compliance, is simply too high to compromise on this.

Fourth, **Reporting and Analytics** are essential for strategic decision-making. | need comprehensive
dashboards and customizable reports that provide real-time visibility into project status, resource utilization,
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budget adherence, and potential risks. The ability to track key performance indicators (KPIs) and generate
actionable insights is crucial for proving ROl and making informed adjustments to our operational strategies.
Without robust analytics, it's difficult to demonstrate the value of our projects or identify areas for process
improvement.

Fifth, **User Experience and Adoption** are important for ensuring the tool actually gets used effectively.
While | favor functionality, a clunky or overly complex interface will hinder adoption, regardless of how
powerful the features are. It needs to be intuitive enough for a diverse user base, from technical project
managers to sales and marketing teams. The risk is investing in a tool that becomes a burden rather than an
enabler, leading to shadow IT solutions or a return to less efficient manual processes.

Finally, *xTotal Cost of Ownership (TCO)**, extending beyond just the license fees, is always a consideration.
This includes implementation costs, training, ongoing maintenance, and potential customization expenses. |
prefer solutions with predictable pricing models and clear documentation for self-service administration to
minimize reliance on vendor support for routine tasks. The long-term financial viability and support structure
of the vendor are also factors; | prefer established players with a track record of stability and continuous
improvement.

I worry that many solutions prioritize flashy features over foundational requirements like robust security or
seamless integration, which are ultimately what drive long-term operational efficiency and scalability for an
organization like ours.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

When evaluating software vendors, | find that messaging centered around **proven operational efficiency and
demonstrable scalability** resonates most strongly. I'm looking for clear, data-backed assertions about how
a solution will integrate with our existing infrastructure, enhance our workflows, and ultimately contribute to
our bottom line. Specific case studies detailing successful implementations in organizations of comparable
size and complexity are invaluable. | want to see a focus on **risk mitigation, robust security protocols,

and compliance frameworks**, particularly concerning data governance. Vendors who can articulate a clear
ROI, supported by transparent pricing models and a commitment to long-term partnership rather than just a
transaction, capture my attention. The emphasis should always be on how their solution solves *my* specific
pain points - lack of visibility, inefficient resource allocation, integration challenges - rather than just listing
features.

What turns me off immediately is vague, buzzword-laden marketing that lacks substance. Phrases like
"revolutionary Al-powered synergy" without clear, actionable explanations of how that translates to tangible
benefits are a red flag. | have a low tolerance for vendors who lead with flashy, superficial demos before
understanding our operational context and requirements. High-pressure sales tactics, ambiguous pricing that
requires extensive negotiation, or a lack of transparency regarding potential hidden costs are also significant
deterrents. | worry that vendors who prioritize aggressive sales over a genuine understanding of our needs
often deliver solutions that are difficult to implement, poorly supported, and ultimately fail to deliver on their
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initial promises. A lack of emphasis on API flexibility and integration capabilities with established systems like
Microsoft Azure or AWS is also a concern; we cannot afford to invest in fragmented solutions.
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Vv Vincent Herrera

PARTICIPANT PROFILE
Age Range
[30,45)

Location
California, United States

Income

$80,000-$150,000

Interests

Entrepreneurship Productivity hacks

Angel investing

Values

Efficiency Autonomy Innovation

Goals

Gender
male

Education
Bachelors

Small business growth strategies Tech innovation

Reliability

Increase team productivity by 20% Reduce operational costs Streamline project workflows

Pain Points

Lack of centralized project visibility Inefficient team collaboration

Time wasted on manual tasks

Networking events

Expand client base

Budget constraints for software

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project

management software?

RESPONSE

Neutral

ROl is key. | need to see clear gains in team productivity, something quantifiable. Also, ease of implementation

matters. If it's a headache to set up, it's not worth the time. Finally, the price has to align with the value. No

bloated features | won't use.

Q2: What are the primary friction points you experience during a software trial that might cause you

to abandon it?

RESPONSE

Negative

Complexity. If I can't grasp the core functionality within 15 minutes, it's a waste of time. No budget for steep

learning curves.
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Hidden costs. Bait-and-switch pricing or essential features locked behind higher tiers after I've invested time.

Not happening.
Poor integration. If it doesn't plug into Slack or Google Workspace seamlessly, it creates more work, not less.
Slow performance. Laggy Uls are productivity Killers. | need speed, not frustration.

Lack of clear ROL. If | can't quickly see how it saves time or money, the trial ends. My focus is growth, not just

new tools.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Neutral
Efficiency. Cost. Scalability. Integration. That's it.

Need to see immediate ROI. No time for steep learning curves. Must integrate with Slack or Google Workspace,

non-negotiable.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Neutral

Resonates: Clear ROI. Specific efficiency gains. Hard numbers on cost savings. Show me how it integrates
with Slack or Google Workspace. Free trials.

Turns off: Vague "innovative solutions." Enterprise-level pricing. "Transformative" jargon without substance.
Anything that requires a lengthy sales demo before | see the product. Hidden fees.
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L Liam Mosley

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
California, United States Masters
Income

$120,000-$250,000

Interests

Tech innovation Process optimization Strategic planning Leadership development Data analytics

Cybersecurity trends

Values

Efficiency Scalability Data-driven decisions Security Reliability

Goals
Streamline project workflows for increased productivity Implement a scalable solution that grows with the company
Improve cross-departmental collaboration Reduce operational costs through automation
Pain Points
Lack of visibility across multiple projects Integration challenges with existing software Difficulty in tracking ROI of new tools

Ensuring data security and compliance

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Neutral

When evaluating a project management software after a free trial, my decision to convert to a paid subscription
is influenced by a confluence of critical factors, each weighed carefully to ensure alignment with our strategic
objectives and operational realities. It's not merely about the features; it's about the comprehensive value
proposition and its long-term implications for the organization.

Firstly, the **demonstrable ROl and efficiency gains** are paramount. During the trial period, I'm meticulously
tracking how the software impacts our team's productivity. Are we seeing a reduction in project delays? Has
cross-departmental communication improved measurably? Are resources being allocated more effectively?
For instance, if the trial shows a 15-20% reduction in time spent on administrative tasks across three key
projects, freeing up our engineers for more substantive work, that's a compelling argument. I'd be looking
for concrete metrics that justify the recurring expenditure, perhaps even modeling the cost savings against
the subscription fee over a 12-month period. Without clear evidence of how this tool translates into tangible
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business benefits, it's a difficult sell internally.

Secondly, **seamless integration with our existing tech stack** is non-negotiable. Our current ecosystem
includes Microsoft 365 for collaboration and documentation, Salesforce for CRM, and various proprietary
tools for specific operational functions. Any new project management solution must be able to communicate
effectively with these platforms to avoid data silos and redundant data entry. I'm looking for robust APIs,
pre-built connectors, and evidence of successful integrations with similar enterprise environments. A trial that
demonstrates a smooth flow of information between, say, a project task in the new software and an associated
client record in Salesforce, significantly elevates its appeal. Conversely, if the integration requires extensive
custom development or creates data inconsistencies, the long-term operational overhead quickly outweighs
any perceived benefits. | recall a situation last year where a promising tool failed to integrate properly with
our Azure AD, creating significant authentication headaches and ultimately leading us to abandon the trial.

Thirdly, **scalability and future-proofing** are critical considerations. As a growing organization, we need a
solution that can evolve with us, not one that we'll outgrow in 18 months. This means evaluating the vendor's
roadmap, their ability to handle increased user loads, additional projects, and new feature requirements
without significant performance degradation or prohibitive costincreases. I'm looking for tiered pricing models
that make sense for scaling, and a clear understanding of how adding new teams or departments would impact
the overall cost structure. A trial period allows us to simulate these growth scenarios, perhaps by onboarding
a larger pilot group than initially planned or pushing the system with a higher volume of tasks than typical.
The last thing | want is to invest significant time and resources in implementation only to find we need to rip
and replace it in a few years.

Fourth, **security, compliance, and data governance** are paramount. Especially in my role, the integrity and
security of our project data cannot be compromised. During the trial, I'm scrutinizing their security protocols,
data encryption standards, compliance certifications (e.g., SOC 2 Type Il, ISO 27001), and their data residency
policies. I'll involve our cybersecurity team to review their architecture and incident response plans. Any red
flags here, such as vague data handling policies or a lack of robust access controls, would be an immediate
deal-breaker, regardless of how feature-rich the software might be. We've had to walk away from solutions

in the past that couldn't meet our internal data sovereignty requirements for certain sensitive projects.

Finally, **user adoption and vendor support** play a significant role. A powerful tool is useless if our teams
don't embrace it. During the trial, I'm observing the intuitiveness of the interface, the quality of their training
resources, and the responsiveness of their support team. Are there readily available tutorials, knowledge
bases, and quick troubleshooting guides? When we encounter an issue, how quickly and effectively does their
support team respond? A vendor that provides proactive onboarding support and demonstrates a commitment
to user success during the trial period instills confidence. Conversely, a clunky Ul or unresponsive support
indicates potential long-term frustrations and lower adoption rates, which directly impact the ROI | discussed
earlier. We need a partner, not just a vendor, and the trial is an excellent opportunity to assess that relationship.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE
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When evaluating new software, particularly something as central as a project management solution, my team
and | embark on a rigorous trial period. The decision to abandon a trial is never taken lightly, as it represents a
lost opportunity and a waste of resources we've already invested in the evaluation process. However, several
friction points consistently emerge that can lead to us making that difficult call.

Firstly, **integration complexity** is a significant hurdle. Our existing tech stack, as with many established
organizations, is quite intricate. We rely heavily on Microsoft 365 for communication and document manage-
ment, Salesforce for CRM, and various internal tools built on Azure. If a new project management platform
doesn't offer robust, well-documented APIs or pre-built connectors that facilitate seamless data flow and
single sign-on capabilities, it immediately raises a red flag. | recall a trial last year for a particular workflow
automation tool — I won't name names — where the sales team assured us of "easy integration." What we
found during the trial was a convoluted process requiring significant developer time just to connect basic
user data, let alone project metrics. That kind of friction drains internal resources and delays our ability to
truly test the platform's core functionality. We need to be able to pull project timelines into Power Bl for
executive dashboards, for instance, without building custom middleware. If that's not straightforward, the trial
is essentially dead on arrival.

Secondly, **lack of intuitive UX/Ul and poor onboarding experience** can quickly derail a trial. My teams,
whether they're in IT, operations, or even our marketing department, are comprised of professionals with
varying levels of technical proficiency. While | value robust features, if the interface is clunky, unintuitive,

or requires extensive training just to perform basic tasks, user adoption will suffer. I've seen firsthand how
resistance to change can cripple the rollout of even the most promising software. During one trial for a
Kanban-style board solution, the initial setup wizard was so abstract and the terminology so unique to their
platform that my project managers spent more time deciphering the instructions than actually configuring
their first project. Furthermore, if the onboarding resources - tutorials, documentation, in-app guides — are
sparse, outdated, or difficult to navigate, it creates an immediate sense of frustration. We need our teams to
get up and running quickly, to see the value proposition within the first few days, not weeks. If they can't, the
perceived ROI plummets.

A third major friction point is **performance and scalability concerns** We often run trials with a subset of
our actual data or with a limited number of users, but we're always looking ahead. If, even with a smaller
dataset, the platform exhibits noticeable lag, slow load times, or crashes, it raises serious questions about its
ability to handle our full operational load. We had a trial of a task management system a few quarters ago that
performed adequately with 10 users, but when we scaled it to 50 users and imported a more realistic volume
of tasks and dependencies, it became sluggish and unresponsive. As an IT Director, | cannot recommend a
solution that won't scale with our projected growth. We need to know it can support hundreds, potentially
thousands, of users and complex project portfolios without degradation in performance. This often requires
delving into their infrastructure, their database architecture, and their SLA commitments, which isn't always
transparent during a trial.

Finally, **unclear value proposition or difficulty in measuring ROI** is a critical factor. While we enter a

trial with specific pain points in mind — perhaps a need for better resource allocation visibility or improved
cross-departmental communication - if the software doesn't clearly demonstrate how it addresses these, or if
we can't easily quantify the benefits, it's hard to justify the investment. We need to see tangible improvements
in efficiency, reductions in project delays, or clearer insights into team workload. If, by the end of the trial,
we're still struggling to articulate the direct business impact, or if the data required to build a compelling ROI
case is difficult to extract, then the trial has failed to prove its worth. I'm not looking for a "nice-to-have" tool;
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I'm looking for a strategic asset that will drive measurable business outcomes. Without that clarity, it's simply

not worth moving forward.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Negative

Given my role as an IT Director within a company that's scaled from a nimble startup to a mid-sized enterprise,
my evaluation criteria for project management tools are extensive and deeply rooted in both practical
operational needs and strategic long-term vision. We operate across multiple departments — development,
marketing, sales, operations — each with distinct, yet interconnected, project requirements. My overarching
goal is to identify solutions that don't just solve an immediate problem but act as a foundational element for
sustained growth and efficiency.

Firstly, **Scalability and Flexibility** are paramount. A tool might work beautifully for a team of 20, but can
it seamlessly support 200? Or 2,000? We've learned the hard way that outgrowing a system is not only
costly but also incredibly disruptive. | need to see evidence that the tool can handle an increasing number of
users, projects, and data volumes without performance degradation. Furthermore, its flexibility in adapting to
different methodologies — whether Agile, Waterfall, or a hybrid approach —is crucial. Our development teams
might lean heavily on Scrum, while marketing campaigns might benefit from more traditional Gantt charts. The
solution must accommodate these divergent needs without forcing a one-size-fits-all approach. For example,
atool that forces us into a rigid Kanban board when a particular project demands detailed dependency tracking
simply won't cut it.

Secondly, **Integration Capabilities** are non-negotiable. Our existing tech stack is robust, featuring Mi-
crosoft 365 for collaboration, Salesforce for CRM, various bespoke internal tools, and Atlassian products like
Jira and Confluence in specific departments. A new project management tool cannot exist in a silo. It *must*
integrate smoothly with these systems to ensure data flow, reduce manual entry, and provide a holistic view
of operations. I'm looking for robust APIs, pre-built connectors, and a clear integration roadmap. The friction
caused by disconnected systems — the constant double-checking, the data discrepancies —is a significant
drain on productivity and a source of frustration for our teams. | recall a situation where we adopted a new
HR system that promised seamless integration with our payroll, only to find the "integration" was a weekly
CSV export and import. That's simply not acceptable for project management where real-time data is often
critical.

Thirdly, **Visibility and Reporting** are critical for strategic decision-making. As an IT Director, | need to
provide leadership with clear, actionable insights into project progress, resource allocation, and potential
bottlenecks. The tool must offer customizable dashboards, comprehensive reporting features, and the ability
to drill down into specifics. Can | see the overall portfolio health at a glance? Can | generate a report on
resource utilization across five active projects? Can | track budget adherence against actual spend? These
are not just nice-to-haves; they are essential for managing risk, optimizing investments, and communicating
effectively with stakeholders. The ability to present a clear ROI projection to our CFO is directly tied to the
reporting capabilities of such a tool.

Fourth, **Security and Compliance** are paramount. Operating in California, with clients across various
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regulated industries, data security and privacy are not just buzzwords; they are legal and ethical obligations. |
scrutinize a tool's security architecture, data encryption protocols (both in transit and at rest), access controls,
and compliance certifications (e.g., SOC 2, 1SO 27001, GDPR). | also consider where the data is hosted and the
vendor's disaster recovery and business continuity plans. Any potential vendor must be able to demonstrate
a proactive and robust approach to cybersecurity. A data breach, even a minor one, could have catastrophic
consequences for our reputation and financial stability.

Fifth, **User Experience and Adoption** are crucial for realizing the full value of any new software. A tool,
no matter how powerful, is useless if our teams find it cumbersome or difficult to use. | look for intuitive
interfaces, minimal learning curves, and robust training resources. During pilot programs, | pay close attention
to feedback from different user groups —from entry-level project coordinators to seasoned program managers.
High user adoption rates are a direct indicator of a tool's success within our organization. We've invested

in solutions in the past that, despite their technical prowess, languished due to poor UX and low adoption,

becoming expensive shelfware.

Finally, **Total Cost of Ownership (TCO)**, extending beyond just the license fees, is a significant con-
sideration. This includes implementation costs, training expenses, potential customization costs, ongoing
maintenance, and the cost of any necessary integrations. I'm looking for a clear pricing model, ideally with
tiered options that align with our growth trajectory. A low upfront cost might seem attractive, but if it comes
with hidden fees or extensive professional services required for basic setup, it quickly loses its appeal. | always
factor in the human cost of managing a complex system as well — the time our IT team will spend supporting
it.

In essence, I'm not

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

When | engage with software vendors, the messaging that truly resonates with me is rooted in demonstrable
value, scalability, and seamless integration. I'm looking for solutions that address my core operational pain
points directly, rather than just listing features. For instance, when a vendor can articulate how their project
management platform will enhance our cross-departmental collaboration, perhaps by citing a case study
where a similar-sized enterprise reduced project delays by 15% through improved visibility, that catches my
attention. It's about quantifying the benefits and showing a clear return on investment.

| also appreciate when vendors acknowledge the complexities of our existing tech stack. We've invested
heavily in Microsoft Azure for our infrastructure, Salesforce for CRM, and various Atlassian tools for develop-
ment. Any new solution needs to play nicely within this ecosystem. So, messaging that highlights robust APlIs,
pre-built connectors, and a commitment to open standards speaks volumes. It signals that they understand the
practical challenges of implementation beyond just the software's functionality. Furthermore, a clear roadmap
for future development, especially around Al integration for predictive analytics or automation, is always a plus,
as it aligns with our long-term strategic planning. Security and compliance, especially GDPR and CCPA, must
be front and center in their messaging as well; it's non-negotiable for us, and | expect vendors to proactively
address how their solution meets stringent regulatory requirements.
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On the flip side, what immediately turns me off is overly aggressive sales tactics or messaging that is generic
and devoid of substance. I've sat through countless presentations where vendors rattle off a laundry list of
features without ever connecting them back to a strategic business outcome. It feels like they haven't done
their homework on our organization or even our industry. Similarly, vague promises of "transformative change"
or "unprecedented efficiency" without any data to back them up are red flags. | need to see metrics, pilot
program results, and testimonials from companies with similar operational profiles.

Another significant deterrent is a lack of transparency regarding pricing or implementation timelines. When |
have to dig for details about total cost of ownership, including hidden fees for integrations or premium support,
it erodes trust. Similarly, an inability to clearly articulate the implementation process—how long it will take,
what resources we'll need to allocate, and the potential disruption to our current operations—suggests a lack
of preparedness or experience on their part. And frankly, any hint of vendor lock-in, where migrating data
out of their system would be prohibitively difficult, is a deal-breaker. We need flexibility and control over our
data and our operations. I'm looking for a partner, not just a product, and that partnership needs to be built
on clarity, demonstrable value, and a mutual understanding of strategic objectives.
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R Rosa Payne

PARTICIPANT PROFILE

Age Range Gender
[35,50) female
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests
Efficient home management Productivity hacks Team collaboration tools Parenting blogs/forums
Personal finance and investing Outdoor family activities

Values
Efficiency Reliability Family well-being Security Innovation

Goals

Streamline project workflows and improve team productivity Reduce operational costs through optimized software solutions
Ensure data security and compliance for all digital tools Find scalable solutions that grow with the business

Pain Points
Lack of clear project oversight across teams Difficulty integrating new software with existing systems

Time-consuming software evaluation processes Balancing work demands with family obligations

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

I'm not sure | buy the idea that a "free trial" inherently leads to a "paid subscription." Most of the time, those
trials are just a foot in the door for vendors, and they rarely deliver on the marketing hype.

But if a project management software *does* manage to impress me enough to consider spending actual
money, the factors are pretty clear:

First, **tangible ROI**. | need to see, with concrete data, how this software is going to save us money or
make us more efficient. "Better collaboration" is a nice sentiment, but how many hours is it *actually* saving
my team each week? How many missed deadlines is it preventing? I'd want to see specific features that
address our current bottlenecks — perhaps clearer task dependencies, automated reporting that cuts down
on manual aggregation, or resource allocation tools that prevent burnout and overspending. I'd be looking for
case studies, ideally from companies similar to ours, that show quantifiable improvements.
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Second, **seamless integration** We're not ripping out our entire tech stack for a new project management
tool. It absolutely *must* integrate effortlessly with our existing systems — Slack for communication, Salesforce
for CRM, our accounting software, our identity management system. If it's going to be another silo, another
login, another data export/import nightmare, it's not worth the hassle. I've spent too many late nights trying
to reconcile data across disparate systems. The trial period would be spent stress-testing these integrations.
If I have to spend more than a few hours with IT trying to get it to play nice, it's a non-starter.

Third, **security and compliance** This isn't negotiable. Data privacy and security are paramount, especially
with client information. I'd need to see their SOC 2 reports, understand their encryption protocols, and know
exactly where our data is being hosted. Any red flags here, and the trial is immediately terminated. No software
feature, no matter how shiny, is worth a data breach.

Fourth, **scalability and flexibility** We're growing, and | need a solution that can grow with us without hitting
a wall or costing an arm and a leg for every new user or feature. I'd scrutinize their pricing tiers. Is it a per-user
model that suddenly becomes exorbitant at scale? Are essential features locked behind enterprise-level

plans? | also need to know if it's adaptable — can we customize workflows, add custom fields, and configure

it to our unique processes, or are we forced into a rigid framework?

Finally, and this might seem minor but it's not: **ease of use and adoption** My team is already stretched
thin. If this software requires weeks of training or has a clunky interface, nobody will use it, and then it's just
another wasted investment. The trial needs to demonstrate that it's intuitive enough for quick onboarding,
even for less tech-savvy team members. If I'm spending my evenings teaching people how to log tasks, that's
time I'm not spending with my kids.

A free trial is just that — a test. It has to prove its worth, not just promise it. Most don't.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

I've seen too many software trials that promise the moon and deliver a pile of dusty code. My time is precious,
both at work and with my kids. If a trial isn't immediately intuitive and demonstrably useful, it's out.

The biggest friction point, for me, is a convoluted onboarding process. If | have to jump through hoops just
to *start* evaluating your product — endless forms, mandatory sales calls before I've even clicked a button,
or a setup that requires an IT degree — then frankly, you've already lost me. I'm looking for solutions that
streamline, not complicate.

Then there's the data integration nightmare. If your trial environment doesn't allow for easy, secure integration
with *my* existing systems, or at least a realistic simulation, how am | supposed to truly assess its value? I'm
not going to manually re-enter weeks of project data into a trial system just to see if it works with Asana

or Slack. That's a non-starter. And speaking of data, any hint of lax security or vague data privacy policies
during the trial? That's an immediate red flag. | can't risk my company's compliance or, frankly, my job, on an
unproven vendor.
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Finally, a trial that feels like a bait-and-switch. If the features I'm evaluating are artificially limited, or if the
pricing structure for the full version is opaque and riddled with hidden costs that only surface after I've invested
hours in the trial, I'll abandon it. | need transparency and a clear path from trial to a scalable, cost-effective
solution. I'm not interested in surprises down the line. I've got enough of those with school permission slips.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

We're a tech company, about 150 people, growing fast. My role as Operations Manager means I'm constantly
looking at how we can do things better, more efficiently, without burning through cash or, frankly, my team's
time.

My personal criteria for any project management tool, or any software investment for that matter, are pretty
stringent:

First, **tangible ROI**. | need to see the numbers. How much time will this save us *per project*? What's
the reduction in missed deadlines? Will it cut down on our current software subscriptions? If you're pitching
something, | want case studies, preferably from companies our size, not some Fortune 500 behemoth. And
| want to know the implementation costs — not just the license, but the training, the migration, the potential
downtime.

Second, **integration capabilities** We're not ripping out our existing tech stack for a new PM tool. It needs to
play nice with Slack, our CRM, our ticketing system. If it doesn't have robust APIs or pre-built connectors, it's
a non-starter. I've been burned before with "seamless integration" that turned into a six-month development
project.

Third, **user adoption and ease of use** My teams are stretched thin. If this requires a week-long training
bootcamp, it's not going to happen. It needs to be intuitive, fast to learn, and actually make their lives easier,
not just add another layer of complexity. If it's clunky, people won't use it, and then what was the point? | need
something that can be rolled out with minimal friction.

Fourth, **security and compliance** This is non-negotiable. Data privacy, encryption, access controls — |
need to see their SOC 2 reports, their GDPR compliance. We handle sensitive client information, and a data
breach would be catastrophic, not just for the business, but for my sleep schedule.

Fifth, **scalability and flexibility** We're growing. What works for 150 people might not work for 300. | need
a solution that can adapt to our evolving needs, handle more projects, more users, more complex workflows
without forcing us into another costly migration in two years. And | need a pricing model that reflects that
growth, not penalizes it.

Finally, and this might sound less "business," butit's crucial: **vendor transparency and support**. | don't have

time for vague answers or being shunted through endless support queues. | need a vendor who understands
our business, responds quickly, and is upfront about their roadmap and any potential issues. I'm looking for
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a partner, not just a seller.

I'm not interested in shiny new features if they don't address a core business problem or add real value. My
time, and my family time, is too precious to waste on tools that don't deliver.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

What resonates? That's simple: **proof** | need to see how a software solution will directly impact my bottom
line — not just in theory, but with concrete numbers and case studies that aren't just plucked from the ether.
Show me how it will cut costs, save my team time, or genuinely improve our output. And | mean *genuinely*,
not some vague promise of "enhanced productivity."

When a vendor starts talking about seamless integration with our existing systems, that gets my attention.
We're running on Slack, Asana, and Microsoft Teams. If your tool can't play nice with those, it's just another
headache for my IT department and another learning curve for my already stretched team. | don't have time
to be a systems architect for every new piece of software.

Security protocols and data privacy assurances are also non-negotiable. | need to know our data, and our
clients' data, is locked down tighter than Fort Knox. Vague statements about "industry-standard encryption”
won't cut it. | want specifics: compliance certifications, audit reports, and a clear understanding of your data
handling policies. My kids' school photos are probably safer than some of the data breaches I've seen.

What turns me off? Oh, where to begin.

First, the fluffy, buzzword-laden marketing copy that tells me absolutely nothing. "Revolutionary Al-powered
synergy platform for optimized workflow?" What does that even *mean*? If | have to spend 20 minutes trying
to decipher your value proposition, you've already lost me. I've got two kids who need dinner and homework
help, | don't have time for corporate jargon bingo.

Then there's the lack of transparency, especially around pricing. Sending me to a "contact sales" page without
even a ballpark figure is a waste of everyone's time. | expect a flexible pricing model that scales, but | also
need an idea of what that scale *looks like* Hidden costs, surcharges for "premium support" that should

be standard, or unexpected limits on users or features are immediate red flags. I'm not signing up for a
subscription that's going to surprise me later like a utility bill in July.

And please, for the love of efficiency, stop with the generic, one-size-fits-all demos. I'm an Operations
Manager at a mid-sized tech firm, not a freelance graphic designer. Understand my industry, understand
my specific pain points, and tailor your pitch accordingly. If you can't even bother to research my company
before a call, why should | believe you've researched your own product's fit for my needs? It feels like another
vendor just trying to hit a quota, and I'm not a number on a spreadsheet. I've got enough of those to manage
myself.
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PARTICIPANT PROFILE

Age Range Gender
[22,35) male
Location Education
California, United States Bachelors
Income

$60,000-$120,000

Interests

Tech innovation Productivity hacks Agile methodologies Data analytics Personal development Entrepreneurship
Values

Efficiency Innovation Collaboration Growth Transparency
Goals

Streamline project workflows Improve team productivity and accountability Gain real-time insights into project status

Scale project management processes effectively

Pain Points

Lack of centralized project visibility Inefficient team communication Difficulty tracking progress and deadlines

Manual reporting and data entry

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE

This is such a crucial question, and honestly, it's something I'm constantly evaluating, whether it's for my own
startup or recommending solutions as an IT director! For me, converting from a free trial to a paid subscription
really boils down to a few key factors that scream "value" and "future potential."

First off, **scalability and flexibility** are HUGE. A free trial might show me the basics, but | need to see how
this tool can grow *with* us. Can it handle more users, more complex projects, and integrate with the other
platforms we already use, like Slack or Google Workspace? If I'm hitting limitations during the trial that hint at
future headaches, that's a major red flag. I'm looking for evidence that it can adapt as our needs evolve, not
just for today but for the next 3-5 years.

Then there's the **ROI and efficiency gains** I'm all about data, right? During the trial, I'm meticulously

tracking if this software genuinely saves us time, reduces manual effort, or improves our project delivery
speed. If | can quantify even a small improvement in, say, reducing meeting times by 15% or speeding up task
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completion by 10%, that's a powerful argument for the paid version. | want to see tangible evidence that it's
going to make us more productive and ultimately, more profitable. The cost of the subscription needs to be
clearly outweighed by the benefits.

**Real-time insights and reporting capabilities** are another non-negotiable. Free trials often gate off the
really powerful analytics. | need to know that the paid version will give me that bird's-eye view of all our
projects, allow me to track KPIs, and generate custom reports without endless manual data entry. If | can't
get a clear picture of project health and team workload at a glance, then it's not truly solving my pain points
around visibility.

And honestly, **the user experience and onboarding support** play a bigger role than people might think.
Even the most feature-rich software is useless if my team can't figure it out or if the support documentation is
nonexistent. During the trial, I'm paying close attention to how intuitive the interface is, how quickly my team
picks it up, and what kind of support resources are available. If | feel like I'm going to be left stranded once |
pay, that's a deal-breaker. A smooth onboarding experience and responsive customer service during the trial
definitely build trust and confidence.

Finally, **collaboration features** are paramount. In today's distributed work environment, seamless team
communication and shared workspaces are essential. Does the paid version offer robust features for com-
menting, file sharing, and real-time co-editing? Does it foster a sense of shared ownership and accountability?
If it makes our team feel more connected and productive, that's a huge win.

So, it's not just about features, it's about the *impact* those features have on our operations, our team, and
our bottom line. I'm looking for a partner, not just a tool!

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Neutral

Wow, that's a super critical question! When I'm diving into a new software trial, I'm really looking for that "aha!"
moment, you know? But there are definitely a few things that can just completely derail the whole experience
for me, and I'll drop it faster than a hot potato.

First off, **overly complex onboarding processes** are a huge turn-off. If | have to watch 10 different tutorial
videos, read through a massive knowledge base, and then still feel lost, it's just not going to happen. I'm busy!
| need to see value quickly, and if it feels like | need a PhD just to get started, I'm out. I'm thinking about one
time | tried a CRM that had so many menus and sub-menus, | spent 20 minutes just trying to figure out where
to add a new contact. That's a fail.

Then there's the whole **"hidden cost" vibe** If the free trial severely limits core functionalities or if | hit

a paywall five minutes into trying to do something essential, it feels a bit bait-and-switch. | understand
businesses need to make money, but be transparent from the start! I'm looking for solutions that can scale
with us, and if the pricing tiers are opaque or jump dramatically after the trial, it raises a red flag. | once tried
a project management tool that let me create one project, but then to add a *second* one, | had to upgrade.
Come on! That's not a real trial of its capabilities.
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**Poor integration capabilities** are another massive deal-breaker. In today's interconnected world, every-
thing needs to talk to everything else. If a tool doesn't play nice with Slack, Google Workspace, or even our
CRM,, it's just going to create more manual work and silos. We're trying to *reduce* friction, not add it! |
remember trying a new task manager that promised "seamless integration," but then | found out the Zapier
integration was super limited, and it couldn't sync with our Google Calendar properly. That's just not going to
cut it.

And honestly, **a clunky, unintuitive user interface** can be the death knell. If the design feels outdated, or if
I have to click multiple times to do a simple action, it adds mental overhead. I'm looking for tools that are a joy
to use, not a chore. We're all about efficiency, and if the Ul is fighting against that, it's a no-go. I've abandoned
trials purely because the Ul felt like it was designed in the early 2000s, even if the features were theoretically
there.

Finally, and this might sound small, but **lack of responsive support during a trial** can really leave a bad
taste. If | have a question and it takes 48 hours to get an answer, it makes me wonder what support will be
like when I'm a paying customer. A quick chat or an accessible FAQ makes a huge difference in those initial
exploratory phases. I've had trials where | couldn't find a help button anywhere, and that immediately makes
me question the company's commitment to its users.

Basically, I'm looking for a smooth, transparent, and value-driven experience right from the start. If a trial
makes me feel like I'm hitting brick walls or wasting my time, I'm going to move on to the next solution that
promises to make my life easier!

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

Okay, this is something I've spent a *lot* of time thinking about, especially recently! As a startup founder,
every dollar and every minute counts, right? We're growing fast, and what worked for a team of five definitely
isn't cutting it for a team of fifteen, let alone fifty.

My personal evaluation criteria for project management tools really boils down to a few core things, and they're
heavily influenced by our current stage and my role:

1. **Scalability & Flexibility (Absolutely CRITICAL!):** This is probably my #1. We're not a static company;
we're constantly evolving, adding new projects, new teams, and new processes. The tool *has* to be able
to grow with us without becoming a bottleneck. Can it handle more users, more complex workflows, and
integrate new features without a complete overhaul? | need to know it won't force us to switch again in 18
months. I'm looking for something that can adapt to different project types too — from quick marketing sprints
to more structured software development cycles.

2. **Centralized Visibility & Reporting (My Holy Grail!):** My biggest pain point right now is fragmented

information. | need a single source of truth for *everything* I'm talking about dashboards that give me a
real-time pulse on project health across the board. How many tasks are overdue? Which team members are
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overloaded? What's our burn rate looking like on a specific initiative? | need to be able to generate custom
reports quickly, without manual data wrangling. This is key for board updates and internal decision-making.
Tools like ClickUp or Monday.com have some great capabilities here, but I'm always digging into the specifics
of their reporting engines.

3. **Intuitive User Experience & Adoption (Non-Negotiable!):** If it's not easy to use, people won't use it,
plain and simple. We're a diverse team, some are super tech-savvy, others less so. The onboarding process
needs to be smooth, and the interface needs to be clean and logical. I've seen too many tools with powerful
features that no one uses because they're buried under layers of complexity. If | have to spend weeks training
everyone, that's a massive time sink | can't afford. This often means I'm looking for a tool with a strong mobile
app too, because we're not always at our desks.

4. **Integration Ecosystem (No More Silos!):** We're already using Slack for communication, Google
Workspace for docs, GitHub for code, and Zapier to connect various services. A new PM tool *must* play
nicely with these. I'm looking for robust APIs and native integrations that can automate repetitive tasks - think
automatically creating a task from a Slack message, or updating a status based on a Git commit. Manual data
entry between systems is a productivity killer.

5. **Cost-Effectiveness & ROI (The Business Side):** While I'm willing to invest in a powerful solution, it
needs to demonstrate clear value. I'm not just looking at the per-user cost, but the *total cost of ownership*,
including implementation time, training, and potential productivity gains. | want to see how this tool will directly
contribute to saving us time, reducing errors, and ultimately, moving the needle on our business goals. Free
trials are a must here — | need to put it through its paces with a real project.

6. **Agile Support (For Our Dev & Product Teams):** Our product development is heavily agile, so the tool
needs to support Scrum or Kanban boards, sprint planning, backlog management, and burndown charts
effectively. It's not just about task lists; it's about supporting an entire methodology.

I'm always looking at peer reviews, checking out industry trends, and diving deep into demos. It's a big
decision, and getting it right can entirely change our operational efficiency!

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

Okay, this is a topic | get *really* energized about! When I'm looking for a new tool, the messaging that truly
resonates with me is all about **impact and innovation** | want to see how a software vendor understands
the modern project landscape - the need for speed, collaboration, and data-driven decisions.

**What lights me up and makes me want to learn more?x**
1. **"Solve X problem for Y outcome."** Don't just list features; tell me how you're going to make my life
easier and my team more effective. For instance, if a vendor says, "Eliminate manual report generation and

gain real-time project health insights in under 5 minutes," that's music to my ears! It speaks directly to my pain
point of manual data entry and my goal of real-time visibility. I'm thinking, "Yes! That's exactly what | need to
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scale!"

2. **Focus on Integration and Ecosystem.** In today's tech stack, nothing lives in a silo. When a vendor
proudly highlights their robust APIs, native integrations with tools like Slack, GitHub, or Zapier, and a commit-
ment to an open ecosystem, I'm immediately interested. It shows they understand that I'm trying to build a
seamless workflow, not just add another standalone tool. Compatibility is key for efficiency!

3. **"Designed for Growth and Scalability."** As a founder or someone focused on operations in a growing
company, I'm always looking ahead. Messaging that emphasizes how their solution scales from a small team
to an enterprise, or how it adapts to evolving project methodologies (Agile, Scrum, etc.), is super compelling.
It tells me this isn't just a quick fix, but a long-term strategic partner.

4. **Data-Driven Insights and Automation.** | love data! When a vendor talks about Al-powered analytics,
predictive insights, or automation capabilities that reduce repetitive tasks, they've got my full attention. Show
me how your software turns raw data into actionable intelligence that helps me make better decisions and
frees up my team to focus on creative problem-solving.

5. **Testimonials and Case Studies with Tangible ROI.** Don't just tell me it works; *show* me. When | see
case studies with real numbers — "increased project completion rates by 20%," "reduced communication
overhead by 15 hours/week" — that's powerful. Peer reviews and success stories from companies like mine
are incredibly influential.

**Now, what turns me off immediately?*x*

1. **Vague Buzzwords Without Substance.** "Revolutionary," "cutting-edge," "synergistic solutions"... if
you're just throwing around jargon without explaining *how* your product delivers on those promises, I'm out.
It feels like a shallow attempt to sound innovative without actually *being* innovative. | can spot a marketing
fluff piece a mile away.

2. **Qverly Technical, Feature-Dump Messaging.** While | appreciate detail, if your initial messaging is just
a laundry list of technical specs and features without connecting them to a benefit, you've lost me. I'm not
looking for a manual; I'm looking for a solution to a problem. Tell me the *why* before you tell me the *what*

3. **Ignoring the "Human" Element.** Project management is about people working together. If your
messaging is solely focused on the tech and forgets about team collaboration, user experience, and ease
of adoption, it's a red flag. A tool can be powerful, but if my team hates using it, it's useless.

4. **"One Size Fits All" Claims.** Every business has unique needs. If your messaging implies that your tool
is the perfect fit for *everyone* without acknowledging different use cases or offering customization options,
it makes me skeptical. | need flexibility and adaptability, not a rigid system.

5. **Hidden Costs or Opaque Pricing.** Nothing is more frustrating than getting excited about a tool only to
find out the pricing is incredibly complex, or essential features are locked behind expensive tiers that weren't

obvious upfront. Transparency builds trust; obfuscation does the opposite.

Ultimately, I'm looking for a partner, not just a product. | want a vendor who understands the challenges | face
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and offers a clear, innovative path to overcome them, all while being transparent and focused on real-world
impact. That's what gets me truly excited!
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Interests
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Data Security

Values
Efficiency Security Reliability Innovation Integrity
Goals
Implement a project management solution that scales with growth Improve team collaboration and communication
Reduce operational overhead through automation Gain clearer insights into project performance and bottlenecks
Pain Points
Lack of integrated data across platforms Inefficient resource allocation in projects Difficulty in tracking project ROl accurately

Ensuring data compliance and security with new tools

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Negative

The decision to move from a free trial to a paid subscription for project management software is primarily
driven by quantifiable value and mitigated risk.

Firstly, the software must demonstrate a clear capability to address our core pain points. This means

seeing tangible evidence during the trial that it can effectively integrate disparate data sources, optimize
resource allocation, and provide accurate, actionable insights into project ROI. I'm looking for a demonstrable
improvement in operational efficiency. If the trial period shows a significant reduction in time spent on
administrative tasks or a clearer understanding of project financial performance, that's a strong indicator.

Secondly, scalability is paramount. A solution that works for a small initial project must have a clear roadmap

and architectural design to support our growth. | need to understand how it handles increasing data volumes,
more complex project structures, and a larger user base without a degradation in performance or an
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exponential increase in cost. The long-term strategic fit is more important than immediate gratification.

Thirdly, security and compliance are non-negotiable. During the trial, I'd assess the robustness of their data
encryption, access controls, and adherence to relevant regulatory standards, particularly regarding data
privacy. I'd expect clear documentation on their security protocols, data residency, and incident response
plans. Any perceived weakness here would be a deal-breaker, irrespective of other functionalities. We've
seen too many breaches in the industry to be anything but vigilant.

Finally, the quality of support and the ease of implementation are critical. A complex system with poor
onboarding or unresponsive support will negate any potential benefits. I'd evaluate the availability of com-
prehensive documentation, training resources, and the responsiveness of their technical support during the
trial. A seamless transition and reliable ongoing support minimize operational disruptions and maximize our
return on investment.

I'm not swayed by flashy features alone. The question is always: "Does this solve a real business problem,
and can it do so reliably and securely over the long term?" If the answers are unequivocally affirmative after a
thorough trial, then the conversion to a paid subscription becomes a logical, data-backed business decision.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

When evaluating software, particularly for a critical function like project management, | approach a trial with a
defined set of objectives. If a trial fails to address these, or actively creates obstacles, | will cease evaluation.

The primary friction points that lead me to abandon a software trial typically fall into these categories:

1. **Lack of Clear Value Proposition within the First Few Hours:** | need to quickly understand how this
solution will directly address our operational inefficiencies or security concerns. If the onboarding process is
convoluted, or if it requires an excessive amount of setup before | can even test a core feature, it signals a
deeper problem. I'm looking forimmediate, tangible indicators that this software can deliver on its promises of
streamlined project execution or improved data insights. If I'm spending more time deciphering the interface
than evaluating its utility, it's a non-starter.

2. **pPoor User Experience and Non-Intuitive Interface:** While | appreciate robust functionality, complexity
for complexity's sake is a significant deterrent. If the navigation is illogical, key features are buried under
multiple menus, or the workflow feels forced rather than natural, it suggests a steep learning curve for my
team. This translates directly into training costs and reduced adoption rates, which negates any potential
efficiency gains. I've seen too many powerful tools go unused because the interface was an afterthought.

3. **Inadequate or Obscured Security and Compliance Information:** This is non-negotiable. If | cannot easily
find detailed documentation regarding data encryption, access controls, compliance certifications (e.g., SOC
2, 1SO 27001), and data residency policies during the trial, | will not proceed. Any ambiguity here suggests
either a lack of transparency or, worse, a fundamental weakness in their security posture. For a project
management solution handling sensitive business data, this is an immediate deal-breaker.
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4. **Limited or Unresponsive Support During the Trial Phase:** A trial is a critical period for evaluating not just
the software, but the vendor's commitment to their clients. If | encounter an issue or have a technical question
and supportis slow, unhelpful, or requires navigating an endless FAQ without direct human interaction, it raises
serious concerns about long-term partnership. If they can't support me effectively when they're trying to win
my business, how will they perform once I'm a paying customer?

5. **Difficulty Integrating with Existing Systems (or Lack of Clear Path to Integration):** Our operational
ecosystem involves multiple established platforms. If it's not immediately clear how a new project manage-
ment tool will integrate with our CRM, ERP, or communication tools - or if the integration process appears
overly complex or bespoke —it introduces significant risk. I'm looking for robust APIs, established connectors,
and documented integration capabilities. A trial that doesn't allow for a basic integration test, or at least a clear
demonstration of how it would work, is problematic.

6. **Performance Issues or Instability:** If the software is sluggish, prone to crashes, or exhibits inconsistent
behavior during the trial, it indicates a lack of stability and reliability. This directly impacts productivity and
erodes trust. | expect enterprise-grade performance, even in a trial environment.

These points are not merely inconveniences; they are indicators of potential long-term problems that could
undermine operational efficiency and data security, which are paramount in my assessments.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My current consultancy operates with a lean team, typically engaging with client organizations that range
from mid-sized enterprises to larger corporations. This structure significantly shapes my evaluation criteria
for project management tools. I'm not merely looking for a tool for my internal operations, but one that | can
confidently recommend and potentially help implement for clients.

The key factors are:

1. **Scalability and Integration Capabilities:** A tool must demonstrate the ability to scale seamlessly
from a small team of 5-10 individuals up to hundreds, even thousands, across different departments. This
necessitates robust API capabilities and pre-built integrations with common enterprise systems like ERPs
(SAP, Oracle), CRM (Salesforce), and financial platforms. | need to see a clear roadmap for how it handles
increasing project complexity and user load without significant performance degradation or architectural
overhauls. My experience with enterprise systems like SAP has taught me the critical importance of a
well-integrated ecosystem.

2. **Data Security and Compliance:** This is non-negotiable. As an IT Director in the past, I've seen the
ramifications of data breaches. Any tool considered must adhere to stringent security protocols, including
ISO 27001, SOC 2 Type ll, and GDPR compliance. I'd scrutinize their data encryption practices (at rest
and in transit), access controls, audit trails, and disaster recovery plans. I'd typically request their security
whitepaper and, if feasible, a demonstration of their security architecture.
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3. **Reporting and Analytics:** For me, a project management tool is only as good as the insights it provides.
| need comprehensive, customizable dashboards and reporting features that can track critical KPIs such as
budget vs. actuals, resource utilization, task completion rates, and crucially, a clear path to demonstrating
Project ROI. The ability to export data in various formats for further analysis in business intelligence tools

is also essential. Generic Gantt charts are a baseline; I'm looking for predictive analytics and bottleneck
identification.

4. **Workflow Automation and Customization:** Manual processes are a drain on efficiency. The tool should
offer strong workflow automation capabilities, allowing for the automatic assignment of tasks, notifications,
and approvals based on predefined triggers. Furthermore, the ability to customize project templates, fields,
and views to align with specific client methodologies (e.g., Agile, Waterfall, Hybrid) is paramount. A rigid tool
is a hindrance, not a help.

5. **User Experience (UX) and Adoption:** While | prioritize functionality, a clunky interface leads to low
adoption rates, regardless of how powerful the backend is. The tool needs to be intuitive enough for a diverse
user base, from technical project managers to C-suite executives who only need high-level dashboards. I'd
look for clear navigation, logical layouts, and minimal training requirements. I've seen too many powerful tools
fail due to poor UX.

6. **Vendor Support and Documentation:** Long-term success hinges on reliable support. | evaluate the
vendor's commitment to customer service, looking at their support channels, response times, and the quality
of their knowledge base and documentation. A robust community forum can also be a significant asset for
troubleshooting and best practices. My experience with companies like IBM and Microsoft has set a high bar
for enterprise-level support.

7. **Total Cost of Ownership (TCO):** Beyond the licensing fees, | consider the cost of implementation,
training, potential integrations, ongoing maintenance, and future upgrades. A lower upfront cost can quickly
be overshadowed by hidden expenses or the need for extensive professional services. | require transparent
pricing models and a clear understanding of what's included.

| typically require detailed documentation, case studies from similar industries, and often, a proof-of-concept

or extended trial period before making a recommendation or committing to a solution. The software must
prove its worth with tangible benefits.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

When software vendors approach me, the messaging that resonates most directly addresses quantifiable
improvements in operational efficiency, security, and long-term strategic fit. | respond to clear, concise
demonstrations of how their solution integrates seamlessly with existing enterprise architecture, reduces

overhead, and provides actionable insights for decision-making.

For example, a vendor who can present a case study detailing a 15-20% reduction in project delivery timelines
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for a company of comparable size, coupled with a verifiable enhancement in data security protocols that meet
or exceed ISO 27001 standards, immediately captures my attention. This needs to be backed by technical
specifications that outline API capabilities for integration and a clear roadmap for future development, indi-
cating their commitment to scalability and adaptability. Phrases like "streamlined data flow across disparate
systems," "enhanced predictive analytics for resource allocation," or "auditable compliance frameworks built
into the core," are what | look for. | want to see evidence of robust data governance and a clear understanding
of the regulatory landscape, particularly around GDPR or CCPA given my location.

What turns me off are vague promises of "innovation" or "transformative experiences" without tangible proof
points. Marketing jargon like "revolutionary Al-powered solutions" or "paradigm-shifting platforms" without
a deep dive into the underlying technology, its methodology, and its proven track record is largely ignored. |
have no patience for vendors who lead with feature lists rather than problem-solving capabilities, especially if
those features are superfluous to core business needs. Overly complex pricing models that obfuscate the true
cost of ownership, or a lack of transparency regarding implementation support and ongoing maintenance, are
also significant deterrents.

Ultimately, | seek a partnership, not just a transaction. A vendor's ability to articulate their understanding

of complex business challenges and propose a secure, reliable, and scalable solution that aligns with my
long-term strategic objectives is paramount. Anything less is a waste of my time.
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Efficiency Innovation Growth Autonomy Impact

Goals

Streamline project workflows and increase team productivity Successfully launch new products/services on time and budget

Reduce operational overhead and improve profitability Build a resilient and adaptable organizational structure
Pain Points

Lack of centralized project visibility across teams Inefficient communication causing delays

Difficulty integrating new tools with existing tech stack Cost-benefit justification for new software investments

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

| remember this one time, back when we were first scaling up "InnovateX," my previous venture. We had a
sprawling mess of spreadsheets and email chains trying to track projects. It was a nightmare. So, when | look
at a free trial for project management software now, my mind immediately jumps to a few critical factors that
make or break the deal for me.

First off, it's got to show me how it's going to **streamline our workflows and genuinely boost productivity.**
I'm not just looking for a fancy interface; | need to see tangible efficiency gains. Can it automate some of the
grunt work? Does it provide clear, actionable insights into project progress without me having to chase down
updates from three different departments? Our current methods, while they get the job done, are clunky and
time-consuming. | need a solution that saves my team hours, not just shuffles tasks around.

Then there's the **centralized visibility** piece. This is huge for me. | can't tell you how many times I've been in

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 59 of 130



a meeting, trying to get a clear picture of where a critical initiative stands, and getting conflicting reports from
different team leads. A good free trial needs to demonstrate how it pulls all project data into one single source
of truth. | want to see dashboards that give me a real-time pulse on everything — from resource allocation to
budget burn. If | can't get that bird's-eye view, it's just another siloed tool.

**Integration with our existing tech stack** is another non-negotiable. We've invested heavily in tools like
Salesforce for CRM and Slack for internal comms. If a new project management software can't talk to these
seamlessly, it creates more work, not less. I'm not looking to rip and replace our entire ecosystem; | need an
intelligent addition that enhances what we already have. A strong API or pre-built connectors are essential.

And, of course, the **scalability factor.** I'm always thinking three steps ahead. We're growing, and whatever
solution we adopt today needs to be able to handle our expansion next year and the year after. The free trial
needs to give me confidence that it can support more users, more projects, and more complex requirements
as we evolve. I've been burned before by solutions that worked great for a small team but crumbled under
the weight of rapid growth.

Finally, while I'm not afraid to invest in quality, the **cost-benefit justification** has to be clear. During the
trial, I'm doing the math in my head. What's the ROI? How much time will it save us? How much risk will it
mitigate? What's the potential impact on our project delivery timelines and, ultimately, our bottom line? The
vendor's support also plays a role here. Are they responsive during the trial? Do they offer solid implementation
assistance? That kind of support can significantly reduce the friction of adoption and make the investment
more palatable.

So, it's not just about features. It's about how those features solve my specific pain points and help us achieve
our growth goals. It's about seeing a clear path from "this looks promising" to "this is indispensable for our
future."

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

I remember this one time we were looking for a new CRM, and the sales rep was all about how it was going
to revolutionize our outreach. We got into the trial, and the first thing that hit me was the onboarding. It felt
like | needed a degree in their software just to get started. No intuitive walkthrough, just a bunch of dense
documentation and a "good luck" email. That's a huge red flag for me. If | can't quickly see how it integrates
into our existing workflow, or at least how to *start* integrating it, my attention span shrinks dramatically.

Another big one is when the trial version feels... crippled. | get that you want to upsell, but if | can't test the core
functionalities that I'm actually interested in, what's the point? We were looking at a project management tool
once, and the trial limited us to like, five projects and two users. How am | supposed to evaluate its scalability
or how it handles team collaboration with those kinds of restrictions? It felt less like a trial and more like a
glorified demo that | had to set up myself. | need to push a tool to its limits to really see if it's going to stand
up to the demands of our growth.

And then there's the integration piece. We run a pretty tight ship here, and our tech stack, while robust, is also

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 60 of 130



pretty interconnected. If a new tool can't play nice with Slack, Asana, or Salesforce, it's almost a non-starter.
I've been in trials where the integration claims on the website were wildly different from the reality. We'd spend
hours trying to connect things, only to hit a wall. That's not just a friction point; that's a waste of valuable
engineering time, and it makes me question the vendor's transparency.

Finally, the support during a trial is critical. I'm not expecting a dedicated account manager for a free trial,
but if | hit a snag or have a question, | need a quick, helpful response. I've been in trials where I'd send an
email to support and hear back three days later with a generic FAQ link. That tells me a lot about what actual
post-purchase support would look like, and it's usually not a pretty picture. We're looking for partners, not just
vendors, and good support is a cornerstone of that partnership. If | don't feel supported during the evaluation
phase, it's easy to move on to the next option. There's always another tool out there promising the moon.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

You know, it's funny, when we first started out, it was all whiteboards and sticky notes. We were a lean startup,
maybe 10 people, and that worked for a while. But as we scaled, hitting that 50-person mark, then pushing
past 100, the chaos started to set in. | remember one quarter, we had three different teams working on what
turned out to be almost identical features, just because nobody had a clear, centralized view. That was a
wake-up call.

So, when | look at project management tools now, my criteria have really sharpened.

First off, **visibility is king.** | need to see everything, and | mean *everything* without having to chase down
five different project leads. I'm thinking about that time we nearly missed a critical product launch deadline
because a dependency between two teams, one in engineering and one in marketing, wasn't clearly mapped.
We scrambled, but it was close. So, a tool has to offer intuitive dashboards, Gantt charts, Kanban boards

— whatever it takes to give me a bird's-eye view of progress, bottlenecks, and resource allocation across
departments. And it needs to be real-time. | don't want to see data from last week.

Then there's **integration with our existing tech stack.** This is a huge one. We've got Slack for communi-
cation, Salesforce for CRM, GitHub for code, and a few other specialized tools. If a new PM tool can't talk
to these seamlessly, it's a non-starter. I've been down that road of manual data entry and duplicate efforts,
and it's a productivity killer. It creates more problems than it solves. | remember one vendor tried to sell us
on a "closed ecosystem" that would "replace everything." | just laughed. We're not throwing out years of
established workflows and data just for their platform.

**Scalability** is non-negotiable. We're growing fast, and what works for 100 people today might be a
bottleneck at 500. | need a solution that can handle increasing project complexity, more users, and diverse
team structures without falling apart or becoming prohibitively expensive. | don't want to re-evaluate and
migrate every two years. That's a massive drain on resources and momentum.

**Ease of adoption and user experience** is also critical. | once invested in a "feature-rich" tool that was so
complex, half the team just reverted to spreadsheets. The learning curve was a cliff, not a slope. If my team
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can't pick it up quickly and intuitively, if it feels like a chore to use, then it won't get used. Period. | need
something powerful, but also elegant. My team is busy building, not battling software.

Finally, and this might sound obvious, but **ROI and cost-effectiveness.** I'm always doing the math. What's
the subscription cost versus the potential savings in time, reduced errors, and faster project delivery? | need
to see a clear justification for the expenditure. I'm looking for a partner, not just a vendor. | want to see case
studies, | want to hear about their customer success stories, and | want to know they're invested in *our*
growth. There was this one time, a competitor showed how they shaved 15% off their product development
cycle just by optimizing their PM tool. That kind of tangible impact? That's what gets my attention.

So, it's not just about features anymore; it's about strategic alignment. It's about finding a tool that genuinely
fuels our growth and empowers our teams to execute on our vision.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

You know, it's funny, | was just talking to Sarah, my Head of Product, about this last week. We were looking
at a new collaboration suite, trying to figure out if it would genuinely integrate with our existing stack or just
add another layer of complexity.

What really grabs my attention from a software vendor is when they can articulate a clear, tangible ROI. | don't
need a fancy brochure with buzzwords; | need to see how their solution translates into dollars saved or hours
gained. | remember one time, we were struggling with project overruns, and this one vendor showed us a
case study - a real-world example, not some hypothetical scenario — of a company our size that cut their
project delivery time by 15% within six months using their platform. They broke down the before-and-after,
the specific features that contributed to that improvement, and even offered a pilot program with success
metrics tied to our own KPIs. That's gold. That's speaking my language.

Another thing that resonates is when they understand the integration challenge. We've built a pretty robust
tech ecosystem over the years, and the last thing | want is another siloed tool that requires manual data entry or
clunky workarounds. If a vendor can demonstrate seamless integration with platforms like Salesforce, Asana,
or our internal communication tools, they've got my ear. It shows they've thought beyond just their product
and considered the wider operational landscape of their customers. And honestly, good, responsive customer
support during the trial phase? That makes a massive difference. It tells me what | can expect down the line.

What turns me off? Oh, where do | even start? The biggest one is probably the "one-size-fits-all" pitch. Every
business is unique, and while there are common pain points, a vendor who tries to cram their solution down
my throat without understanding our specific workflows or challenges just screams "sales quota" to me. I've
had calls where the rep clearly hadn't even glanced at our company website, let alone understood what we

actually do. It's a waste of my time, and frankly, a bit insulting.

Then there's the vague, high-level marketing speak - "synergistic solutions," "transformative paradigms,"

"next-gen capabilities." It's like they're trying to hide a lack of substance behind a wall of jargon. | need
specifics. How does it work? What problem does it solve *for me*? And please, for the love of all that is
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efficient, spare me the endless parade of features without connecting them to a benefit. A feature is just a
button; a benefit is what that button *does* for my team's productivity or our bottom line.

And finally, the aggressive, relentless follow-up after I've politely declined or asked for more time. It just feels
desperate and makes me even less likely to consider them in the future. We're busy, and while | appreciate
persistence, there's a fine line between follow-up and harassment. | prefer a vendor who respects my time
and decision-making process. I'll reach out when I'm ready.

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 63 of 130



R Rafael Davis

PARTICIPANT PROFILE

Age Range Gender
[30,55) male
Location Education
California, United States Bachelors
Income

$90,000-$180,000

Interests
Remote work best practices Productivity tools Team management strategies SaasS trends and innovations
Cybersecurity Process automation

Values

Efficiency Reliability Scalability Transparency Security
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Streamline project workflows and reduce manual effort Improve cross-functional team collaboration and communication
Ensure data security and compliance with industry standards Select a scalable solution that grows with the company
Pain Points
Lack of integration between existing software tools Difficulty in tracking project progress across distributed teams
High onboarding time for new project management software Security concerns with cloud-based solutions

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

The decision to convert from a free trial to a paid subscription for project management software hinges
on several critical factors, primarily centered around demonstrable value and long-term viability for our
operations.

First, **concrete problem-solving** Did the software genuinely address the pain points | identified? For
instance, did it significantly reduce the time spent on manual task assignment, improve visibility into cross-de-
partmental project statuses, or streamline our remote team's communication bottlenecks? I'm looking for
measurable improvements, not just theoretical capabilities. If the trial period shows that a specific feature, like
advanced reporting or integrated time tracking, directly solves a recurring headache, that's a strong indicator.

Second, **ease of integration and onboarding** How smoothly did it fit into our existing tech stack, specifi-
cally with tools like Slack, Google Workspace, or our internal CRM? A solution that requires extensive custom
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development or forces a complete overhaul of established processes is a non-starter, regardless of its
individual merits. Furthermore, how intuitive was the interface for my team? If the learning curve is steep,
leading to low adoption rates during the trial, the long-term ROl is compromised. I've seen too many promising
tools fail because the team couldn't, or wouldn't, use them effectively.

Third, **scalability and future-proofing** Will this software grow with us? A startup's needs at 10 people are
vastly different from a company of 50 or 100. | need to see clear pathways for adding users, managing more
complex projects, and integrating new functionalities as our business evolves. This includes understanding
their roadmap and how frequently they release updates. A static tool is a dead tool in the long run.

Fourth, **security and compliance**. This is non-negotiable. During the trial, I'm assessing their data handling
policies, encryption standards, and compliance certifications (e.g., SOC 2, 1ISO 27001). If there's any ambiguity
orred flags here, itimmediately disqualifies the software. Our client data and internal project IP are too valuable

to compromise.

Finally, **cost-effectiveness and clear ROI**. Beyond the sticker price, I'm evaluating the total cost of
ownership. This includes potential training costs, maintenance, and the opportunity cost of not using another
solution. | need to see a clear justification for the expenditure — how does this investment translate into saved
hours, increased productivity, or reduced errors that ultimately impact our bottom line? A $50/user/month tool
might be cheaper upfront, but if it lacks critical integrations that force manual data entry, the true cost can
quickly balloon. I'm looking for a solution that offers the best balance of features, reliability, and security for

the investment.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

The biggest friction points during a software trial that make me drop it revolve around value and integration.
If I can't quickly see how this tool specifically addresses a pain point, it's a non-starter.

My team doesn't have endless hours to spend on onboarding. If the setup is convoluted, requires extensive
custom coding just to get basic functionality working, or the initial learning curve for core features is too steep,
I'm out. We need to be able to hit the ground running, or at least see a clear path to doing so with minimal
disruption.

Integration is also critical. If it doesn't play nice with our existing stack —think Asana, Slack, Google Workspace
—then it's just another silo, another login, another place for data to get lost. I'm not going to be the one trying
to manually sync data or bridge gaps with Zapier if the core functionality isn't there. That creates more work,
not less.

Security posture is another immediate red flag. If the trial doesn't clearly outline their data privacy policies,
encryption standards, or compliance certifications, | won't even invest the time to fully explore features. Our

data security isn't something | compromise on.

Finally, if the trial version is too limited — key features are locked behind a paywall, or the usage limits are so
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restrictive | can't properly test it with a realistic workload - it doesn't give me a true sense of whether it's a
viable solution. | need to evaluate the actual product, not a glorified demo. I'm looking for solutions to real
operational problems, not just something shiny.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

Given my role as a Remote Efficiency Architect, I'm constantly evaluating tools. For project management
software, my criteria are pretty clear.

First, **integration capabilities** are non-negotiable. We're not running a standalone operation. It needs to
play nice with Slack, Google Workspace, our CRM—whatever we're using. If it's another silo, it's not worth
the headache of implementation. I've seen too many promising tools fall flat because they can't connect to
our existing tech stack, creating more manual work than they solve.

Then there's **scalability** | need to know this tool can handle our growth. What works for a team of 10 might
buckle under 50 or 100. | look at user tiers, pricing models for larger teams, and the architectural design to
ensure it won't become a bottleneck as we expand. Investing in a solution that we'll outgrow in a year is a
waste of capital and time.

**Security and compliance** are paramount. Especially with remote teams and sensitive client data, | need
to understand their data encryption, access controls, and how they meet standards like SOC 2, ISO 27001, or
GDPR. A breach isn't just a PR nightmare; it can shut us down. I'll dig into their security whitepapers and ask
direct questions about their infrastructure.

**Ease of onboarding and adoption** is another big one. If it takes weeks to train the team, or if the interface
is clunky, user adoption will be low, and we won't see the ROI. | prefer intuitive Uls and comprehensive training
resources. Tools like monday.com or ClickUp do a good job here, making it relatively easy for new hires to
get up to speed without extensive IT support.

Finally, **cost-effectiveness and ROI**. I'm not just looking at the sticker price. It's the total cost of ownership:
subscription fees, potential integration costs, training, and the time saved versus the time lost to inefficiency.
I need a clear justification for the expenditure, demonstrating how it will streamline workflows, reduce errors,
or free up resources. I'll compare feature sets across different pricing tiers to ensure we're not paying for
capabilities we don't need or missing essential ones. For instance, Asana's premium features often justify
the cost for larger, more complex projects, but for a smaller team, it might be overkill compared to a more
streamlined option.

| Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE
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What resonates with me are vendors who cut through the noise and focus on how their solution directly
addresses a specific operational bottleneck or improves a key metric. | want to see messaging that highlights
clear, quantifiable benefits. "Reduce project onboarding time by 30%," or "Achieve 99.9% uptime with
enterprise-grade security." That's impactful. Show me the ROI without me having to dig for it.

Integration capabilities are paramount. If your software plays well with others — especially critical tools like
dJira, Slack, or Google Workspace — that needs to be front and center. A seamless integration story tells me
you understand the complexities of modern tech stacks and aren't trying to force an entirely new ecosystem

on me.

Case studies with similar company profiles or use cases are also very persuasive. Not just broad testimonials,
but actual examples of *how* a company like ours leveraged your product to solve a problem we're currently
facing. And | need to know about your security protocols and compliance certifications upfront. Data integrity
and security are non-negotiable.

What turns me off immediately is vague, jargon-filled marketing fluff. Phrases like "synergistic solutions" or
"paradigm-shifting platforms" tell me nothing concrete. I'm not interested in buzzwords; I'm interested in
functionality and reliability.

Equally frustrating are vendors who don't clearly articulate their pricing structure or try to hide it behind a
"contact us for a custom quote" wall without giving any indication of scale. Transparency is key. If | have to
jump through hoops just to understand the potential cost, it's a red flag.

Aggressive sales tactics or a lack of understanding of my specific needs are also major turn-offs. I've been
in situations where a sales rep just pushes their standard pitch without listening to our current challenges. |
need a vendor who acts as a partner, not just a seller. And if your onboarding process is complex and requires
significant internal resources, that's a negative. My team's time is valuable.
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M Miguel Bell

PARTICIPANT PROFILE

Age Range Gender
[30,55) male
Location Education
New York, United States Bachelors
Income

$100,000-$250,000

Interests

Smart home technology Financial news and markets Productivity hacks Urban exploration Craft beer/cocktails

Emerging tech trends

Values

Efficiency Security Reliability Innovation Scalability

Goals
Streamline project workflows and communication Improve data-driven decision making
Ensure compliance with industry regulations Reduce operational costs through automation
Pain Points
Lack of integration between existing tools Data silos hindering cross-functional insights
Difficulty in tracking project progress accurately Security vulnerabilities with current software

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

The decision to convert from a free trial to a paid subscription for project management software isn't
something | take lightly. | worry that rushing into a commitment could lead to significant long-term issues
if the solution isn't the right fit.

The primary factor is always **demonstrable ROI**. | need to see how this software will genuinely reduce
operational costs, improve efficiency, or mitigate risks. A free trial is essentially a proof-of-concept period. If it
doesn't clearly articulate and then deliver on how it addresses our core pain points — like integrating disparate
tools or resolving data silos —then it's a non-starter. I'll be looking for concrete examples during the trial,
perhaps even running a small pilot project within the platform.

**Security and compliance** are paramount. | need to understand the vendor's data encryption protocols,
their adherence to standards like SOC 2, HIPAA, or GDPR, and their incident response plan. A free trial often
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has limited access to these details, but I'd expect documentation readily available. The risk of a data breach

or non-compliance is far too high to compromise on this.

**Scalability** is another critical consideration. While | might be evaluating it for a current team of 15, | need
to know it can seamlessly grow to support 50, 100, or even more users without significant re-architecture
or prohibitive cost increases. | worry about vendor lock-in if a solution isn't flexible enough for our growth

trajectory.

**|ntegration capabilities** are non-negotiable. Our current tech stack includes Salesforce, Google Work-
space, and Jira for development. If the project management software can't integrate smoothly with these, it
creates more work, more data entry, and ultimately, more data silos — the very problems we're trying to solve.
I'd be testing these integrations thoroughly during the trial.

Finally, **customer support and onboarding** are key. A complex enterprise solution requires robust support.
I'd evaluate the responsiveness of their support team during the trial, check for comprehensive documenta-
tion, and assess the availability of training resources. The risk is that a powerful tool becomes shelfware if
the team can't effectively adopt and utilize it. If the onboarding process appears cumbersome, the projected
ROI diminishes significantly due to lost productivity.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

The primary friction points during a software trial that often lead me to abandon it typically revolve around
a few critical areas. | worry that a poorly designed trial can obscure the true value of a product, leading to
wasted time and a missed opportunity.

First, **onboarding complexity and a steep learning curve** are significant deterrents. If | have to spend hours
watching tutorials or digging through documentation just to get a basic understanding of how the software
functions, it immediately raises a red flag. My time is a finite resource, and | prioritize solutions that offer
intuitive design and a clear path to demonstrating value quickly. I've found that some trials assume a level of
familiarity that simply isn't there, or they present an overwhelming array of features without guiding the user
through the most impactful ones first. The risk is that I'll get bogged down in the minutiae before | even see
how it addresses my core pain points.

Second, **insufficient access to key features or capabilities** is a major issue. Some trials are so restrictive
that they don't allow me to properly evaluate the functionality | need most. If I'm looking for robust integration
capabilities, but the trial blocks API access or limits the number of integrations, | can't accurately assess its
fit within our existing tech stack. Similarly, if | can't test it with a representative dataset or with a sufficient
number of team members, the trial becomes an academic exercise rather than a practical evaluation. | worry
that vendors who heavily gate features during a trial might be trying to hide limitations.

Third, **lack of responsive and knowledgeable support** during the trial period is a deal-breaker. | understand

that trials are about self-discovery to a certain extent, but when | encounter a technical hurdle or have a
specific question about implementation, | need prompt and informed assistance. If | send an email and don't
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hear back for 48 hours, or if the support agent can't answer my questions about enterprise-level features
or security protocols, it signals a potential weakness in their long-term customer service. The risk is that
if | encounter issues during the trial, how reliable will support be when I'm a paying customer and critical
operations are at stake?

Finally, **unclear or misleading pricing and subscription models** can cause me to abandon a trial. If | invest
time in evaluating a product, only to discover at the end of the trial that the pricing structure is incredibly
complex, involves hidden fees, or scales in a way that doesn't align with our budget projections, it's a
non-starter. Transparency from the outset is crucial. I've seen trials that lead you down a path only to reveal
that the "standard" plan doesn'tinclude features that were prominently showcased during the initial marketing,
requiring an upgrade to a significantly more expensive tier. | worry about vendors who aren't upfront about
the total cost of ownership.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Negative

Given my role, which spans from optimizing workflows for smaller teams to overseeing larger, cross-depart-
mental initiatives, my evaluation criteria for project management tools are quite stringent. | worry that a misstep
here can lead to significant operational inefficiencies and security vulnerabilities down the line.

First and foremost, **security and compliance** are non-negotiable. | need to be absolutely certain that any
tool we adopt meets our data protection standards and relevant industry regulations, whether it's GDPR,
HIPAA, or something specific to our sector. I'd be looking for robust encryption protocols, granular access
controls, and a clear audit trail. | worry about the potential for data breaches and the reputational damage that
could inflict.

Secondly, **integration capabilities** are critical. We've invested heavily in our existing tech stack — Sales-
force, Google Workspace, Slack, Jira for some teams — and any new tool must integrate seamlessly. I'm not
looking to rip and replace; I'm looking to enhance. Data silos are a constant headache, hindering our ability to
gain a holistic view of project progress and resource allocation. | need a solution that can pull data from and
push data to our other systems without extensive custom development.

**Scalability** is another major concern. While a tool might work perfectly for a 10-person team, | need to
ensure it can handle our growth trajectory, whether that's doubling our team size or managing 50 concurrent
large-scale projects. This means looking at performance under load, pricing tiers that grow with us, and the
ability to manage complex project portfolios rather than just individual tasks.

**User adoption and ease of use** are also high on my list. A powerful tool is useless if no one wants to use
it or if the onboarding process is a multi-week ordeal. I'm looking for an intuitive interface, minimal learning
curve, and features that genuinely improve productivity rather than adding complexity. | worry about the cost
associated with extensive training and the potential for resistance from our teams.

Finally, **ROI and total cost of ownership** are always under scrutiny. This isn't just about the licensing fee;
it's about implementation costs, potential consulting fees, ongoing maintenance, and the efficiency gains we
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expect to see. | need clear projections on how this investment will translate into reduced operational costs,
faster project completion, or improved resource utilization. | require a clear, data-backed justification for any
significant expenditure.

| also place a high value on vendors who offer robust **customer support** and a clear product roadmap. |
need confidence thatif issues arise, we'll get timely and effective assistance, and that the product will continue
to evolve to meet future needs.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

What resonates with me is messaging that directly addresses efficiency gains and risk mitigation. When a
vendor can articulate, with concrete examples or case studies, how their solution will reduce operational
overhead or improve our data security posture, that immediately captures my attention. I'm looking for clear,
concise language around ROI - not just vague promises, but quantifiable benefits. "Reduce project delivery
time by 15%," or "Enhance compliance auditing capabilities to meet ISO 27001 standards effortlessly," those
are the kinds of statements that stand out.

| also appreciate an emphasis on seamless integration with established platforms like Microsoft 365 or
Salesforce. The idea of adding *another* siloed tool to our ecosystem is a constant worry. So, demonstrating
how a new solution slots into our existing infrastructure without friction is critical. Scalability is another key
point; | need to know a solution can grow with us, whether we're adding five users or five hundred, without a
major overhaul.

What turns me off quickly is a lack of transparency, especially around pricing. Hidden fees, complex tiering
that requires a dedicated analyst to decipher, or an unwillingness to provide clear costings upfront are
immediate red flags. | also find overly aggressive sales tactics or a hard sell particularly off-putting. I'm a
thorough researcher; | expect a vendor to understand that I've likely done my homework and am looking for
a partnership, not just a transaction.

Another significant turn-off is jargon-heavy marketing that doesn't translate into tangible value. Buzzwords
like "next-gen Al-powered synergy" without a clear explanation of how that translates into a practical benefit
for my team or our bottom line is just noise. | worry that it often masks a lack of substance. | also get concerned
when a vendor's messaging feels generic, as if they haven't bothered to understand the specific challenges
of our industry or organization size. A one-size-fits-all approach rarely works, and it signals a potential lack
of commitment to tailored support down the line.
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» Dwayne Clark

PARTICIPANT PROFILE

Age Range Gender
[35,50) male
Location Education
Illinois, United States Bachelors
Income

$100,000-$150,000

Interests

Home improvement Smart home technology Financial planning Outdoor grilling Family activities Local sports

Values

Efficiency Reliability Practicality Security Family well-being

Goals

Streamline project workflows Improve team productivity Reduce operational costs Ensure data security and compliance
Pain Points

Inefficient team collaboration Lack of project visibility Budget constraints for new software

Integration challenges with existing systems

Q71: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Neutral
Conversion hinges on clear ROI. | need to see tangible efficiency gains, quantifiable cost savings, or a direct
impact on project timelines. Integration with our existing Microsoft suite is non-negotiable. Data security

and compliance are paramount. The pricing structure must be transparent and scalable without hidden fees.
Long-term support and a clear upgrade path are also critical.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative
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Poor onboarding is a dealbreaker. If | can't grasp the core functionality quickly, it's a waste of time. Complex
setup and integration issues also cause immediate frustration. | need to see value, not spend hours trou-
bleshooting.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Neutral
| need tools that scale. My team is growing; we can't afford to re-tool every two years. Integration with our

existing Microsoft suite is non-negotiable. Security and data compliance are paramount. Finally, the ROl needs
to be clear, not just a promise.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Neutral

Direct talk about ROl and clear feature comparisons resonates. Show me how it saves money or time, with
numbers.

Vague marketing speak and buzzwords turn me off. Don't waste my time with fluff.
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0o Oscar Richardson

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
Midwest, United States Bachelors
Income

$70,000-$150,000

Interests
Local community events Home improvement projects Outdoor activities (hunting, fishing, hiking) Small business networking
Agricultural technology Sustainable living practices

Values

Community Reliability Efficiency Practicality Integrity

Goals
Streamline project workflows to increase team productivity. Improve communication and collaboration across distributed teams.
Reduce operational costs through efficient software utilization. Ensure data security and compliance with industry regulations.
Pain Points

Lack of reliable high-speed internet in rural areas impacting cloud solutions.
Finding tech solutions that are user-friendly for a less tech-savvy workforce.

Limited local IT support for complex software implementations. Balancing budget constraints with the need for robust features.

Q71: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

Well, when I'm looking at a project management software, especially after putting some time into a free trial,
there are a few things that really weigh heavily on my mind before I'd consider pulling the trigger on a paid
subscription. It's not just about what the software *can* do, but how it fits into the way we operate here in the
community, and how it helps us grow without losing that personal touch.

First off, the **reliability and stability** of the platform are paramount. We're often dealing with limited internet
speeds out here, so if a cloud-based solution is constantly lagging, crashing, or has frequent downtime,
that's an immediate non-starter. | need something that just *works* day in and day out, without me having to
troubleshoot it or call support every other week. We had an issue a few years back where a new accounting
system kept freezing during month-end reports, and it cost us a good week of productivity. That kind of
headache isn't something I'm willing to repeat.
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Then there's the **user-friendliness and ease of adoption** for my team. A lot of folks here, while incredibly
skilled in their trades, aren't necessarily tech-savvy. If the interface is clunky, overly complex, or requires
extensive training just to get the basics down, it's going to be a tough sell. I'm looking for something intuitive,
with clear navigation and a gentle learning curve. The goal is to streamline our work, not add another layer of
complexity. If | can't get folks like Dave from inventory or Sarah from dispatch comfortable using it within a
couple of weeks, then it's not going to be worth the investment.

**Clear and demonstrable ROI** is another huge factor. | need to see how this software is going to save

us time, reduce errors, or increase our capacity. During the free trial, I'm actively looking for tangible
improvements. Can it cut down on the number of missed deadlines? Does it make our resource allocation more
efficient? Can it reduce the amount of paperwork we're shuffling around? If | can quantify those benefits, even
roughly, it makes a strong case for the subscription fee. We're always balancing budget constraints, so every
dollar spent needs to show a clear return. For instance, if a tool can save each of my five project leads two
hours a week, that's ten hours of valuable time we can reallocate, which translates directly into cost savings
or increased output.

**Customer support and ongoing training** are also critical. Being in a rural area, we don't have a plethora
of local IT consultants who specialize in every niche software. So, if we run into an issue, | need to know
there's a responsive and knowledgeable support team on the other end, preferably with multiple contact
options — phone, email, chat. I'd also look for good documentation, tutorials, and perhaps even some
onboarding support for new users. Reliable post-purchase support is a huge differentiator for me; it shows
that the company stands behind its product and values its customers, which speaks to the kind of long-term
partnership | look for.

Finally, the **scalability and integration capabilities** are important for our future growth. We're always
looking to expand our operations, whether it's taking on bigger projects or diversifying our services. | need to
know that the software can grow with us without requiring a complete overhaul down the line. Can it handle
more users, more projects, and more complex workflows? Does it play nicely with other tools we already use,
like QuickBooks for our financials or our existing CRM? A truly integrated solution means less double-entry
and fewer data silos, which is a big win for efficiency. We can't afford to get locked into a system that becomes
a bottleneck as soon as we start to gain traction.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

When I'm evaluating a new piece of software for the business, whether it's for streamlining our operations or
improving how we manage our IT infrastructure, a trial period is critical. It's not just about kicking the tires;
it's about seeing how it integrates with our existing setup and how it'll work for folks who might not be as
comfortable with new technology. So, when | hit snags during that trial, it's usually for a few key reasons that
lead me to just drop it and look elsewhere.

First off, **a complicated or non-intuitive onboarding process is a major red flag.** We're not a big city tech
firm with a dedicated IT department for every niche. Our team, from the folks in the office handling inventory
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to the crew out in the field, needs something that's straightforward to get started with. If | have to spend hours
watching tutorials or digging through dense manuals just to understand the basic functions, that tells me it's
likely too complex for our everyday use. We value practical solutions that don't require a steep learning curve.
I've seen good ideas get derailed because the initial setup was just too much for people to wrap their heads
around, and that eats into potential productivity gains right from the start.

Secondly, and this is a big one for us out here, **poor performance or unreliable connectivity during the trial
will absolutely make me abandon it.** We've still got areas with spotty internet, and even in the office, we need
systems that are robust. If the software is buggy, slow to load, or constantly loses connection, it's not going to
work. Imagine trying to update a project timeline or access critical client data, and the system keeps freezing
or crashing. That's not just an inconvenience; it's a direct hit to our efficiency and, frankly, our reputation. |
need solutions that are as dependable as my John Deere tractor — they just need to work, day in and day out,
without fuss.

Then there's the issue of **lack of clear, accessible support.** During a trial, you're bound to have questions,
especially when you're trying to figure out if this tool truly fits your specific needs. If | can't easily get a hold
of someone for help, or if the support documentation is sparse and unhelpful, that's a problem. We don't have
an army of IT specialists here; sometimes it's just me trying to troubleshoot something. | need to know that if
we commit to this software long-term, there's a reliable support team behind it to help us through any bumps.
Whether it's a phone number, a responsive chat, or a well-organized knowledge base, that support structure
is crucial for a successful implementation.

Finally, if the **features don't align with what was promised or what we actually need, or if the pricing structure
isn't transparent,** that's another deal-breaker. | do my homework, | read the specifications, and | look at case
studies. If the trial reveals that a critical function is missing, or it's buried behind an expensive add-on that
wasn't clear upfront, then it feels like a waste of my time. We operate on tight budgets, and every dollar needs
to provide clear value. | need to see a clear ROI, and that means understanding the full cost of ownership and
ensuring the software actually solves the problems we're trying to address, not creates new ones with hidden
fees or missing capabilities. We're looking for partners, not just vendors, and transparency builds that trust.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My personal evaluation criteria for project management tools are pretty well-defined, shaped by years of trying
to get things done effectively out here. For a business like ours, whether it's managing a local construction
project, rolling out new IT infrastructure for the co-op, or even just coordinating the harvest schedule, the tool
needs to fit our reality.

First and foremost, it's got to be **practical and intuitive**. I've seen too many sophisticated systems gather
dust because the learning curve was steeper than a barn roof. Our team, from the folks in the office to the
crew out in the field, needs to be able to pick it up quickly without needing a week-long training seminar. If
it takes more than a couple of hours to get the hang of the basics, it's probably not going to get adopted.
We're not running a Silicon Valley startup with a dedicated IT department for every software rollout; we need
something that just *works* for people who might not be tech-savvy.
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Closely tied to that is **reliability and stability** We're often operating in areas where internet connectivity can
be spotty, and we can't afford a system that crashes or loses data. | need to know that when someone inputs
critical information, it's going to be there when we need it, every time. Downtime isn't just an inconvenience; it
can mean missed deadlines, wasted resources, and ultimately, a hit to our reputation in the community. | look
for established solutions that have a proven track record, not the flashiest new thing that might be gone next
year. That's why | lean towards brands like Microsoft, because they've got the infrastructure and the support.

**Scalability** is another big one. We're always looking to grow, whether that's taking on more projects,
expanding our service area, or adding new capabilities. The project management tool needs to be able to
grow with us without becoming clunky or prohibitively expensive. | don't want to have to rip out one system
and implement another every few years because we've outgrown it. It needs to accommodate more users,
more projects, and more complex workflows as we evolve, without overcomplicating things at the start.

Then there's **cost-effectiveness and clear ROI**. Every dollar we spend needs to show a tangible return.
I'm not just looking at the sticker price; I'm looking at the total cost of ownership — implementation, training,
ongoing support, and how much time it actually saves us. If a tool costs $50 a month per user but shaves 10
hours off a project for each person, that's a clear win. But if it's $10 a month and nobody uses it, that's $10
wasted. | need to be able to present a solid business case for any new software investment, showing how it
will reduce operational costs or increase productivity.

**|ntegration capabilities** are also critical. We're not operating in a vacuum. Our project management tool
needs to talk to our other essential systems — our accounting software like QuickBooks, our communication
platforms like Zoom, and potentially even our agricultural tech solutions. Manual data entry between systems
is a huge time sink and a breeding ground for errors. The smoother these integrations are, the more efficient

our overall operations become.

Finally, **customer support and community** are often overlooked, but they're vital, especially out here. When
we run into an issue, | need to know there's a reliable support team that can provide timely and effective
assistance. And if there's an active user community or readily available online resources, that's a huge plus.
We don't have the luxury of a dedicated IT expert on staff for every software, so being able to quickly find
answers or get help is a major factor in my decision-making. I've learned that good support can make or break
the long-term success of any software implementation.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

When I'm looking at software, what really gets my attention from a vendor isn't just a list of features; it's how
those features translate into tangible benefits for my operation and, frankly, for our community. | need to see
that a vendor understands the unique challenges we face out here, rather than just pitching a one-size-fits-all
solution designed for a bustling city high-rise.

What resonates with me, first and foremost, is **a clear demonstration of practical value and return on
investment.** Don't just tell me your software "improves efficiency." Show me, with real-world examples,
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how a similar outfit to mine—maybe a regional manufacturing plant or a large farm operation—reduced their
operational costs by 15% in the first year because of your system. Or how they cut down on manual data
entry errors by 80%, freeing up staff to focus on more critical tasks. | want to see case studies that aren't
just glossy marketing brochures, but detailed accounts with quantifiable results. And if those case studies
involve businesses in rural or semi-rural settings, even better. It tells me you've actually thought about how
your product works outside of Silicon Valley.

**Reliability and stability** are paramount. When a vendor talks about their uptime guarantees, their robust
infrastructure, and their commitment to long-term support, that speaks volumes. We don't have an IT
department down the hall that can drop everything to fix a glitch at a moment's notice. When something goes
down, it can halt our entire operation, and the cost of that downtime can be significant, sometimes running
into thousands of dollars an hour depending on what system it is. So, assurances of reliability, clear disaster
recovery protocols, and a history of stable performance are huge selling points. It's why | gravitate towards
established names like Microsoft or AWS for cloud services; they've proven they can deliver consistent
performance.

| also appreciate messaging that emphasizes **ease of implementation and user-friendliness**, especially for
a workforce that might not be as tech-savvy as those in urban centers. If your software requires a week-long
training boot camp and a specialist consultant just to get it off the ground, that's a non-starter for me. | need
solutions that are intuitive, that have a relatively low learning curve, and that offer excellent, accessible training
resources. Show me how your onboarding process is streamlined, how your interface is clean and logical, and
how your support team can walk someone through a problem without making them feel inadequate.

Finally, a vendor that highlights **strong customer support and a clear path for future development** really
stands out. | want to know that if | have a problem at 3 AM because a critical report failed, there's a human
being | can talk to, not just a chatbot or an FAQ page. And | want to know that the company isn't just going to
sell me a product and then forget about me. What's your roadmap for updates? How do you incorporate user
feedback? This demonstrates a commitment to a long-term partnership, which is what I'm looking for.

Now, what turns me off?

Firstly, **overly technical jargon and buzzwords without clear explanations.** If your messaging is packed
with terms like "synergistic paradigm shifts" or "leveraging Al-driven hyper-automation" without breaking
down what that actually means for my business in plain English, you've lost me. I'm a pragmatic guy; | need
to understand the nuts and bolts of how something works and what it *does* for me, not just its fancy name.

Secondly, **a lack of transparency regarding pricing and hidden costs.** If | have to jump through hoops,
sit through three demos, and then wait for a custom quote that arrives weeks later, I'm already annoyed.
Give me a clear idea of what I'm getting into. Are there per-user fees? Data storage costs? Integration

fees? Implementation fees? Be upfront. Surprises in billing are never good for building trust, and in a smaller
community, reputation is everything.

Thirdly, **marketing that feels disconnected from reality or over-promises.** If your website shows sleek,
modern offices in a city skyline and talks about "disrupting industries" in a way that feels completely out of
touch with what a regional manufacturing business or a local co-op needs, it's a turn-off. It makes me question
if you truly understand my context. And if you promise things like "zero-effort integration" or "instant ROI"
without any caveats or realistic timelines, I'm immediately skeptical. I've been around long enough to know
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that nothing truly worthwhile comes without some effort.

Lastly, **pushy sales tactics and a lack of respect for my time.** | appreciate a follow-up, but if I'm getting
daily calls and emails after one initial inquiry, it's too much. I'm busy;
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M Martha Stewart

PARTICIPANT PROFILE

Age Range Gender
[35,45) female
Location Education
California, United States Bachelors
Income

$100,000-$150,000

Interests

Yoga and Pilates Healthy cooking Hiking and nature walks Mindfulness and meditation Productivity hacks
Sustainable living

Values

Efficiency Well-being Transparency Integrity Sustainability
Goals
Implement a project management solution that boosts team productivity by 20%
Reduce operational overhead and wasted resources Foster a healthier, less stressful work environment for their team
Ensure data security and compliance with new software adoptions
Pain Points
Inefficient team communication leading to missed deadlines Lack of clear project oversight and accountability

Software bloat and unnecessary features in existing tools Difficulty integrating new tools with current tech stack

Q71: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

| find myself evaluating a project management software's free trial with a rather critical eye. It's not simply
about whether the features are present, but how seamlessly they integrate into our existing operations and,
frankly, how they contribute to a healthier workflow for my team.

First, | need to see a demonstrable return on investment. The free trial needs to clearly illustrate how this
particular solution will boost our team's productivity by, say, 20% within the first quarter. I'm looking for hard
data, not just promises. Can they provide case studies from similar mid-market companies that have achieved
these results? I'm not sure | buy into the idea that every solution is a panacea, but I'm open to being convinced
by concrete evidence.

Then there's the question of efficiency and eliminating what | call "software bloat." Many free trials offer
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a dizzying array of features, but I'm primarily interested in the core functionalities that address our pain
points: clear project oversight, accountability, and streamlined communication. If | find myself sifting through
unnecessary bells and whistles during the trial, it raises a red flag. It suggests a lack of focus, and frankly, a
potential drain on team resources during implementation and adoption.

The user experience during the trial is paramount. If the interface isn't intuitive, if it requires extensive training,
or if my team expresses frustration, it's a non-starter. I've seen firsthand how a clunky system can negate any
potential benefits, leading to more stress rather than less. I'll be observing closely how quickly my team picks
it up, their feedback on daily use, and whether it genuinely reduces their workload or simply shifts it around.
I'm not interested in solutions that negatively impact team well-being.

Integration with our current tech stack — specifically Atlassian products like Jira and Confluence, and of
course, Slack —is non-negotiable. A free trial should allow for robust testing of these integrations. If it's a
struggle to connect, or if data transfer is cumbersome, then it's simply not scalable for our needs. I'm not
going to commit to a solution that creates more silos.

Security and compliance are also at the forefront of my mind. During the trial, I'll be scrutinizing their data
handling practices, their privacy policies, and any certifications they hold. | need to be absolutely certain
that our company's sensitive information is protected. A free trial won't reveal every aspect of their security
posture, | know, but it should provide enough transparency to instill confidence, or at least prompt further
investigation.

Finally, and this might seem minor but it isn't: the vendor's transparency, particularly regarding pricing and
long-term support. I've encountered too many situations where the free trial is enticing, only to uncover hidden
costs or opaque subscription tiers later on. | expect a clear, upfront understanding of what a paid subscription
entails, including implementation support and ongoing customer service. I'm risk-averse when it comes to
vendor lock-in, and | need assurance that this is a partnership, not just a transaction.

So, in essence, it's a complex equation of proven ROI, genuine efficiency, user well-being, seamless integra-
tion, robust security, and transparent vendor practices. If a free trial can convincingly demonstrate all of that,

then a paid subscription becomes a viable, even desirable, next step. But I'm not easily swayed by flashy
marketing; | need substance.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

I've seen too many promising solutions falter at the trial stage. It's not about the initial dazzle; it's about the
practical application.

My primary friction points, the ones that make me question if a tool is truly worth our investment, usually
surface when:

1. **Onboarding is convoluted or incomplete.** If | can't get my team, or even myself, up and running efficiently
within the first few hours, it's a red flag. I'm not looking for a weekend project; | need something intuitive. If
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the tutorials are generic, the Ul is unintuitive, or the support is slow to respond to basic setup questions, it
suggests a lack of foresight from the vendor. We don't have time for extensive training sessions for every new
tool.

2. **The "core" features are buried or require too many workarounds.** I'm evaluating a tool for specific needs
- project tracking, communication, task management. If | have to jump through hoops, customize endlessly,
or integrate a third-party solution just to achieve a basic function, | start to doubt its true value. It's like buying
a high-end blender only to find out you need to purchase a separate attachment for smoothies.

3. **Performance is sluggish or buggy.** We're in California; we expect responsiveness. If the platform
lags, crashes, or consistently displays errors, it's a non-starter. This isn't just an inconvenience; it impacts
productivity and frankly, it's unprofessional. It makes me question the stability and long-term reliability of the
solution, and that's a risk I'm not willing to take with our operations.

4. **Data import/exportis problematic.** We have existing data, and we need to move itin and out seamlessly.
If the migration process is clunky, requires extensive manual reformatting, or if the export options are limited, it
creates an immediate barrier. Vendor lock-in is a serious concern, and if a trial hints at difficulties in managing
our own data, I'll abandon it.

5. **Pricing clarity is absent or shifts.** | understand that enterprise solutions have complex pricing, but if
the trial doesn't clearly delineate what features are included in which tier, or if the sales team starts talking
about "custom quotes" before I've even fully evaluated the product, it feels disingenuous. | need transparency.
Hidden costs or a lack of predictable scaling costs are deal-breakers.

6. **It adds to our digital clutter rather than simplifying.** I'm looking to streamline, not to introduce another
siloed application that doesn't integrate with our existing tech stack (Slack, Atlassian, etc.). If the trial
demonstrates poor integration capabilities or requires us to drastically change our current workflows without
a clear, compelling RO, it's just another piece of software bloat.

Ultimately, a trial is meant to demonstrate value, not create more work. If it adds friction from the outset, it's
not a solution; it's another problem.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

For a mid-market company like ours, growing rapidly yet needing to maintain a lean operational structure,
my evaluation criteria for project management tools are quite stringent. I'm not looking for another piece of
software to simply add to the existing tech stack; I'm looking for a solution.

First, and perhaps most critically, is the **ROI and scalability** | need to see a clear path to how this tool
will boost our team's productivity by at least 20% within the first year. That means detailed case studies, not
just vague promises. Can it handle our current team of 150 employees, and seamlessly scale to 300 without a
complete overhaul or exorbitant per-user costs? We had an issue with a vendor last year where their pricing
structure became untenable as we grew, and I'm not keen on repeating that.
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Secondly, **integration capabilities** are paramount. We currently rely heavily on our existing Atlassian suite
- Jira and Confluence are embedded in our engineering and documentation processes. Slack is our central
communication hub. Any new PM tool *must* integrate smoothly with these. I've seen firsthand how a lack of
seamless integration leads to data silos and, frankly, frustrated employees who have to duplicate efforts. I'm
not interested in software bloat or another platform that creates more work than it saves.

Then there's **user adoption and well-being** A tool, no matter how powerful on paper, is useless if the
team doesn't embrace it. The interface needs to be intuitive, not require weeks of training, and ideally, reduce
the cognitive load, not increase it. I'm looking for features that genuinely streamline workflows, not just add
more bells and whistles. Can it reduce the number of unnecessary meetings? Can it provide clear visibility
without requiring constant status updates? I'm particularly interested in how it promotes transparency and
accountability without feeling like micromanagement. Our team's well-being is a core value here; | won't
implement something that adds to their stress levels.

**Data security and compliance** are non-negotiable. As an operations manager, I'm responsible for safe-
guarding our company's intellectual property and client data. | need to see robust security protocols, clear
data privacy policies, and demonstrable compliance with relevant regulations like GDPR and CCPA. I'll be
asking for their security audit reports, not just their marketing materials.

Finally, the **vendor's support and long-term viability**. | want to understand their product roadmap. Are they
continually innovating, or are they a stagnant solution? What kind of customer support can we expect during
implementation and beyond? We need a partner, not just a provider. I'm wary of obscure vendors that might
be here today and gone tomorrow, leaving us with a defunct system. I'll be looking for established players, or
at least those with strong financial backing and a clear vision, like an Asana or Monday.com. I'm not interested
in being an early adopter for a solution that might not mature.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

I'm always evaluating solutions that promise to streamline our operations, but frankly, most marketing
collateral | encounter feels rather... fluffy.

What truly resonates with me is clear, concise messaging that focuses on tangible outcomes. Don't tell me
your software is "innovative" or "revolutionary." Tell me, specifically, how it will reduce project delays by
*X* percent, or how it will free up *Y* hours of my team's time weekly. | need to see the ROI, presented
with data and, ideally, a case study from a company of similar size and industry. Specificity around security
protocols and compliance certifications is also paramount. If you can articulate how your solution supports a
healthier work-life balance for my team — perhaps through intuitive automation that reduces repetitive tasks
—then you've certainly captured my attention. | find myself drawn to vendors like Asana and Monday.com
because their messaging, while sometimes a bit enthusiastic, still grounds itself in productivity gains and user
experience.

What turns me off? Oh, where to begin. Buzzwords, for one. "Synergistic paradigms" and "game-changing
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ecosystems" are immediate red flags. It tells me the vendor is more interested in sounding sophisticated
than in solving real problems. Opaque pricing structures are another major deterrent. If | can't easily find a
clear breakdown of costs, including implementation, ongoing support, and scalability, I'm out. The idea of
hidden fees or being locked into a subscription model without transparent terms is a non-starter. And please,
spare me the vague promises of "unlimited potential." I'm looking for practical, well-defined benefits, not a
philosophical debate on the future of work. Any hint of a solution that adds complexity rather than reducing
it, or that seems to prioritize features over user well-being, quickly loses my interest. I've seen too many tools
that promise the moon but deliver only frustration and increased screen time.
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M Morgan Taylor

PARTICIPANT PROFILE

Age Range Gender
[30,45) non-binary
Location Education
Ontario, Canada Bachelors
Income

$90,000-$150,000

Interests

Sustainable living Outdoor activities (hiking, cycling) Impact investing Tech innovation Ethical consumerism
Reading non-fiction (business, science)

Values

Sustainability Efficiency Innovation Transparency Social Responsibility
Goals
Implement a project management solution that boosts team productivity by 20%
Reduce operational waste and carbon footprint through smart software choices
Foster a culture of transparency and collaboration within the team
Ensure scalable project management capabilities for future growth
Pain Points
Inefficient workflows leading to wasted resources Lack of integrated tools causing data silos
Difficulty in tracking project progress and team accountability

Finding software vendors with strong ethical and environmental policies

Q1: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

When I'm checking out project management software, converting from a free trial to a paid subscription really
hinges on a few key things! First off, it has to genuinely **boost our team's productivity** | mean, if it's

not streamlining workflows and making us more efficient, what's the point, right? I'm looking for that *aha!*
moment where | can clearly see how it's going to save us time and headaches.

Then there's the whole sustainability and ethical vendor alignment. This is HUGE for me. I'm always digging
into who's behind the software. Are they B Corp certified? Do they have clear environmental policies? Do they
even *care* about their carbon footprint? If a company is just focused on profit and doesn't consider their

impact, that's a big red flag, even if the software is technically good. | recently found out about a vendor that
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plants trees for every new subscriber — now *that's* the kind of initiative that makes me want to sign up!

Integration is another big one. We've got a lot of tools already, and | can't stand data silos. If it doesn't play
nicely with our existing systems, like our communication platforms or cloud storage, then it's just going to
create more work, not less. | remember trying a solution last year that was fantastic on its own, but it was a
nightmare to get it to talk to anything else we used. We ended up ditching it because the friction was just too
high.

And finally, the scalability has to be there. We're growing, and | need a solution that can grow with us without
becoming clunky or ridiculously expensive. Transparent pricing is key here too; no hidden fees or sudden
jumps in cost as we add more users. I'm always thinking about the long game, not just what works today. It's
about finding that sweet spot where efficiency, ethics, and future-proofing all meet!

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

Oh, this is such a crucial question for me! I've been through so many software trials, and there are definitely
a few things that just make me throw my hands up and move on.

Firstly, if the *onboarding process* is clunky or non-existent, that's a huge red flag. | mean, I'm busy! | don't
have hours to decipher an unintuitive interface or hunt for basic features. If it's not clear how to get started,
import my existing data (or even just some test data), or invite my team members quickly, I'm out. It suggests
a lack of thought for the user experience, and that usually translates to other areas of the software too. |
remember trying a project management tool once where the tutorial videos were all outdated - like, years
outdated! How am | supposed to trust their ongoing development if they can't even keep their basic user
guides current? That felt like such a waste of my time.

Another big one is *performance issues*. If the software is slow, buggy, or constantly freezing during a trial,
that's an immediate dealbreaker. Especially for a project management solution, | need something reliable and
snappy. If I'm trying to show my team its potential and it keeps crashing, that completely undermines its
credibility. I'm trying to boost efficiency, not introduce new frustrations! I'd rather stick with a slightly less
feature-rich but stable tool than one that promises the moon but can't even load a simple task list without a

lag.

And this might sound niche, but *lack of transparency around their sustainability or ethical practices* is a huge
friction point for me. I'll often do a quick check on their website while I'm trialing the software. If | can't easily
find information about their energy consumption, data privacy, or how they treat their employees, it makes me
question their values. I'm looking for partners, not just vendors. If a company doesn't seem to care about its
impact, why should | trust them with *my* company's operations? It's not just about the features; it's about the
whole package! I've actually abandoned trials of otherwise decent software because their ethos just didn't
align with ours.

Finally, *hidden costs or complicated pricing structures* during the trial period are incredibly frustrating. If
I'm testing something out, | want to understand exactly what I'd be paying for if | commit. If the pricing page
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is vague, or if | find out later that a feature | absolutely need is locked behind a much more expensive tier than
initially implied, that feels deceptive. | need clear ROI, and that starts with clear costs. | once spent a whole
week integrating a tool only to discover the essential reporting features were in an enterprise plan that was
double our budget. Talk about a time sink!

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

Oh, this is such a crucial question for me! As someone who's constantly trying to balance growth with our
environmental impact, the tools we use are just as important as the projects themselves. My evaluation criteria
really boil down to a few key areas, and they're all pretty interconnected.

First off, and this might sound obvious, but **efficiency and intuitive design** are paramount! We're a growing
startup, and every minute counts. If a tool isn't easy for my team to pick up and use without a huge learning
curve, it's just going to create friction and waste time, which is the opposite of sustainable. |I've seen too many
brilliant ideas get bogged down by clunky software. I'm talking about things like drag-and-drop functionality,
clear visual dashboards, and minimal clicks to get things done. Trello's simplicity was always a win for quick
tasks, but as we scale, something like Asana's more robust features for detailed project tracking becomes
super appealing.

Then there's **integration capabilities** This is a huge one! We use a lot of different tools — communication
platforms, design software, CRMs —and if our project management tool can't talk to them seamlessly, it creates
data silos and manual workarounds. That's a massive drag on productivity and honestly, it just feels wasteful.
I need something that can pull information from other systems or push updates, minimizing double entry and
keeping everyone on the same page without constant nagging.

Next, and this is where my personal values really come into play, is the **vendor's ethical and environmental
footprint**. | won't even consider a tool if the company behind it doesn't align with our values. | dig into
their sustainability reports, check if they're B Corp certified, look at their energy consumption for their data
centers, and even how they treat their employees. It's not just about the software itself; it's about supporting
businesses that are actively trying to do good in the world. I'd happily pay a bit more for a solution from a
company like that, knowing our money is going towards something positive. It's why | gravitate towards brands
like Patagonia and Who Gives A Crap - they walk the talk, and | expect the same from our software partners.

**Scalability** is another biggie. We're growing, and what works for a team of 5 might completely fall apart
at 20 or 50. | need a solution that can evolve with us, offering more advanced features, user permissions,
and reporting as we expand, without having to completely overhaul our system every year. The thought of
migrating all our projects and data repeatedly just gives me a headache!

Finally, **robust reporting and analytics** are essential for accountability and continuous improvement. | need
to be able to clearly see project progress, identify bottlenecks, track team workload, and measure our success
metrics. This isn't just about looking good; it's about making data-driven decisions that help us optimize our
processes and reduce wasted effort. If | can't easily generate reports that show us where we're hitting our
goals, or where we need to adjust, then the tool isn't truly serving us.
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So, in a nutshell, it's about a powerful, user-friendly tool that plays well with others, comes from a responsible
company, can grow with us, and gives us the insights we need to keep getting better! It's a tall order, but |
know these solutions exist!

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive
Oh, this is such a crucial question for me! It really makes a difference in how | even consider a vendor.

What *really* resonates? It's when a software vendor clearly articulates not just the features, but the *impact*
their product has on efficiency *and* sustainability. | love seeing messaging that highlights how their solution
can cut down on wasted time, streamline processes to reduce resource consumption, or even help track our
own environmental metrics. When they can show me a clear ROl in terms of productivity *and* our carbon
footprint, I'm all ears! I'm talking about case studies that aren't just about revenue growth but also about
operational savings from reduced paper use, optimized energy consumption for servers, or less travel thanks
to superb collaboration tools.

| also get super excited when a vendor showcases their *own* commitment to ethical practices and environ-
mental responsibility. If they're a B Corp, or if they talk about their sustainable hosting practices, their fair
labor policies, or even their community involvement - that's a huge green flag! It tells me they're not just
selling a product; they're aligned with my values. Transparency about their own operations, even their carbon
footprint, speaks volumes.

What turns me off? Ugh, generic buzzwords without any substance. When a website just throws around
"innovation" and "cutting-edge" without explaining *how* it's innovative or what problem it actually solves, it
feels like they're just trying to sound important. Even worse are vendors who claim to be "green" but offer no
proof, no certifications, no details about their own practices. That's just greenwashing, and it's a massive red
flag for me. It shows a lack of genuine commitment.

Also, overly aggressive sales tactics or a lack of clear pricing structure from the get-go? Big turn-off. | want to
understand what I'm getting into, and | appreciate a vendor who's upfront and respects my time. I'm looking

for a partnership, not just a transaction!

Ultimately, it comes down to authenticity and alignment. Show me you care about more than just the bottom
line, and show me how your product helps *me* do the same!
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D Derek Russell

PARTICIPANT PROFILE

Age Range Gender
[30,45) male
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests
Artificial Intelligence Machine Learning applications in business Cloud computing trends Productivity hacks and tools
Data analytics and visualization Cybersecurity advancements

Values
Efficiency Innovation Data-driven decision making Scalability Security

Goals

Implement a project management solution that integrates seamlessly with current systems
Improve team collaboration and communication efficiency Reduce operational overhead and improve project delivery times
Gain deeper insights into project performance through advanced analytics
Pain Points
Integration challenges with existing tech stack Lack of real-time visibility into project progress

Difficulty in accurately forecasting project timelines and resource needs Ensuring data security and compliance with new tools

Q71: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Neutral

The decision to convert from a free trial to a paid subscription for project management software is driven
by a clear set of criteria, primarily focused on demonstrable value and strategic fit within our operational
ecosystem.

The most critical factor is the software's ability to **seamlessly integrate with our existing tech stack**.

We utilize Microsoft Azure for cloud services, Atlassian products for development and collaboration, and
Slack for internal communication. Any new project management solution must offer robust APIs and pre-built
connectors to these platforms. A lack of smooth integration introduces immediate friction, negating potential
efficiency gains. If a trial demonstrates complex, manual workarounds are required, it's a non-starter.

Secondly, | evaluate the **real-time visibility and advanced analytics capabilities** My goal is to gain
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deeper insights into project performance, resource allocation, and potential bottlenecks. A free trial needs
to showcase how it can provide actionable data through customizable dashboards, progress tracking, and
forecasting tools. Generic reporting isn't sufficient; I'm looking for predictive analytics that can help us
proactively manage risks and optimize timelines. If the trial only offers basic status updates, it doesn't meet
our data-driven decision-making requirements.

Thirdly, **scalability and future-proofing** are paramount. As a company that values innovation, we need
solutions that can grow with us and adapt to evolving methodologies. A trial must demonstrate that the soft-
ware can handle increasing project complexity, team sizes, and data volumes without significant performance
degradation or prohibitive cost increases. This also includes the vendor's roadmap - I'll often look for public
information or inquire during the trial about planned features and security enhancements.

Finally, **security and compliance** are non-negotiable. During a trial, I'm assessing the vendor's commit-
ment to data protection, their adherence to industry standards (e.g., ISO 27001, SOC 2 Type Il), and their data
residency options. If a trial doesn't allow for a thorough review of their security protocols or if there are any
red flags regarding data handling, the conversion is unlikely. This often involves a detailed assessment by our
internal security team.

The ROI must be clearly quantifiable, demonstrating a reduction in operational overhead, improvement in
project delivery times, or enhanced team productivity. A trial that merely replicates existing functionality
without a significant uplift in these areas will not justify the investment. We're not just buying a tool; we're

investing in an efficiency multiplier.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

My team and | evaluate numerous solutions, and the decision to abandon a trial often hinges on a few critical
friction points.

Firstly, a **lack of clear, comprehensive APl documentation** is an immediate red flag. If a solution purports to
integrate with existing systems — which is non-negotiable for us — but doesn't provide robust, well-structured
documentation for its APlIs, it suggests future integration will be a significant engineering burden. This often
indicates a lack of foresight or a platform not truly built for enterprise-level extensibility. We're looking for
solutions with documented RESTful APIs, webhooks, and ideally, SDKs for common languages. Without that,
the ROI diminishes rapidly due to the custom development overhead.

Secondly, **insufficient real-time performance metrics or analytics within the trial environment** can be a
deal-breaker. If | can't effectively monitor how the solution is performing, how users are interacting with it,
or how it's impacting our operational KPIs during the trial period, it makes it impossible to build a data-driven
business case for adoption. We need dashboards and reporting capabilities that provide actionable insights,
not just basic usage statistics. I'm looking to understand latency, throughput, error rates, and user adoption
trends.

Thirdly, **complex and non-intuitive onboarding processes that require extensive vendor support** are a
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significant deterrent. Our teams are lean, and their time is valuable. If the trial requires multiple lengthy
training sessions or constant hand-holding to get even basic functionalities working, it suggests the solution
isn't designed for self-sufficiency. This signals higher operational costs post-implementation, which directly
impacts our budget and resource allocation. Ideally, a robust knowledge base, in-app tutorials, and a clear
path to value should be present from day one.

Finally, **security vulnerabilities or a lack of transparent security posture during the trial phase** would lead
to immediate abandonment. We conduct preliminary security reviews even during trials. If there's no readily
available SOC 2 Type 2 report, clear data encryption policies (in-transit and at-rest), or if the vendor is evasive
about their security protocols, it's a non-starter. Data integrity and compliance are paramount, especially with
evolving regulations like CCPA and GDPR. Any indication of a lax security approach means the solution poses
an unacceptable risk.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My evaluation criteria for project management tools are heavily weighted towards capabilities that directly
impact our operational efficiency and strategic objectives. Given my role, and the scale of operations | typically
oversee, the core factors | analyze include:

1. **Integration Ecosystem and APl Documentation:** This is paramount. Any new tool *must* integrate
seamlessly with our existing tech stack, which primarily revolves around Microsoft Azure, AWS, and our
Atlassian suite (Jira, Confluence). | look for robust, well-documented APIs that allow for bidirectional data flow
without extensive custom development. Vendor lock-in and high switching costs are significant concerns, so
open standards and flexible integration options are critical.

2. **Advanced Analytics and Reporting Capabilities:** We need actionable insights, not just data dumps. |
prioritize tools that offer customizable dashboards, real-time reporting, and predictive analytics. The ability
to track key performance indicators (KPIs) like project velocity, resource utilization, budget adherence, and
identify potential bottlenecks *before* they become critical issues is non-negotiable. | want to see trend
analysis and forecasting features that can inform strategic resource allocation.

3. **Scalability and Performance:** The solution must be able to scale with our growth without significant
performance degradation or prohibitive cost increases. This means evaluating the underlying cloud architec-
ture, data handling capabilities, and how it performs under load. I'll often look for benchmarks or case studies
from companies of similar size and complexity.

4. **Security and Compliance:** Data security is a top-tier concern. | scrutinize certifications (e.g., ISO
27001, SOC 2 Type 2), data residency options, encryption protocols (at rest and in transit), and access control
mechanisms. Compliance with regulations like GDPR or CCPA, depending on our project scope, is also a
critical filter.

5. **User Experience and Adoption Rate:** While I'm technically savvy, mass adoption across diverse teams
(development, marketing, operations) depends on intuitive design. A steep learning curve translates directly
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to lost productivity and resistance. | look for clean interfaces, logical workflows, and features that reduce
friction, such as drag-and-drop functionality and customizable views. A free trial or POC is essential to gauge
this internally.

6. **Resource Management and Capacity Planning:** Accurate forecasting of project timelines and resource
needs is a persistent challenge. | seek tools that offer granular resource allocation, skill-based matching, and
the ability to visualize team workload and availability. This directly impacts our ability to deliver projects on
time and within budget.

7. **Cost-Effectiveness and ROl:** This isn't just about the sticker price. | perform a thorough TCO (Total
Cost of Ownership) analysis, factoring in implementation costs, training, ongoing maintenance, and potential
efficiency gains. The ROl needs to be clearly demonstrable, typically through reduced operational overhead,
improved project delivery times, or enhanced decision-making capabilities. I'm looking for a clear path to

recouping the investment within a reasonable timeframe.

8. **Vendor Stability and Support:** | assess the vendor's reputation, their roadmap for future development,
and the quality of their technical support. A responsive and knowledgeable support team is crucial for
troubleshooting integration issues or complex configurations.

These criteria allow me to objectively compare solutions and ensure any new project management tool aligns
with our strategic goals of efficiency, innovation, and data-driven decision making.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Negative

What resonates with me from software vendors is messaging that is direct, data-driven, and articulates clear,
measurable ROI. | need to see how a solution directly addresses specific operational inefficiencies or integra-
tion challenges within our existing tech stack. When vendors highlight robust APl documentation, showcase
successful case studies from similar enterprise environments, or provide detailed technical specifications
upfront, that captures my attention. Focusing on security certifications, compliance frameworks (e.g., SOC 2,
ISO 27001), and a clear roadmap for future feature development also signals a mature and reliable partner.
Free trials or proof-of-concept engagements that allow for hands-on validation are critical; they demonstrate
confidence in their product and allow me to assess its real-world performance without a full commitment.

Conversely, what immediately turns me off are vague, buzzword-heavy pronouncements without substance.
Marketing fluff that promises "revolutionary" or "game-changing" results without explaining *how* these will
be achieved, or without providing empirical evidence, is a red flag. Overly emotional appeals or messaging
that lacks technical depth are also ineffective. I'm not interested in solutions that are difficult to integrate,
lack comprehensive documentation, or require significant vendor-specific training that isn't clearly outlined.
High-pressure sales tactics, a lack of transparency regarding pricing structures, or an inability to clearly
articulate their long-term vision for the product also make me wary. Ultimately, if a vendor can't speak to
scalability, security, and integration with precision, they're not a viable option.
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W Wesley Payne

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests
Cybersecurity trends Business process optimization Emerging tech startups Data privacy regulations
Competitive analysis Long-term investment strategies

Values
Reliability Security Efficiency Transparency Value for money

Goals

Implement a project management solution that integrates seamlessly with existing systems
Reduce operational overhead and improve team productivity Ensure data security and compliance with industry regulations
Find a solution that can evolve with the company's future needs
Pain Points
Overly complex onboarding processes for new software Vendor lock-in and difficult data migration

Lack of clear ROl demonstrations from vendors Security vulnerabilities in third-party tools

Q71: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

You know, it's not a simple checklist for me. I've been down this road too many times where a free trial looks
shiny on the surface, only to reveal a labyrinth of issues once you're actually trying to get work done.

First off, the *onboarding experience* during that trial period is critical. | remember this one platform, years
ago, that promised the moon. Their sales demo was slick, but when we got into the free trial, it was like they
just dropped us in the middle of a desert with a compass that only pointed north. No clear pathways, no
intuitive flow. My team, a mix of seasoned ops folks and some newer hires, spent more time figuring out the
tool than actually managing projects. That's a non-starter. If I'm paying for efficiency, | expect the tool itself
to *be* efficient from day one, not a puzzle to solve. | need to see that my team can pick it up quickly, or that
the support resources are genuinely helpful, not just a glorified FAQ page.
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Then there's the *integration story* We're not operating in a vacuum here. We've got our CRM, our com-
munication tools like Slack, our cloud storage, our version control for the development team. If your project
management software can't talk to these systems without us building custom APIs or resorting to clunky
workarounds, it's just adding another silo. | want to see seamless data flow, automated updates, and a
reduction in manual data entry. | once had a vendor try to tell me their "export to CSV" feature was a robust
integration. | politely reminded them that it was 2023, not 1998.

*Security and compliance* are non-negotiable. This isn't just about protecting our data; it's about protecting
our clients' data and our company's reputation. During a trial, I'm looking for clear indications of their security
posture. Where are the servers located? What encryption protocols are they using? Do they have SOC 2 Type
2,1S0O 27001, GDPR compliance? I'll be blunt: if | can't get satisfactory answers to these questions, or if their
legal team tries to obfuscate, the trial is over. I've seen too many breaches from third-party vendors who
treated security as an afterthought.

Finally, and this might sound a bit like future-gazing, but I'm always evaluating the *vendor's long-term vision
and support*. A free trial is a snapshot, but | need to know what the roadmap looks like. Are they actively
developing new features? How do they handle customer feedback? What does their support look like *after*
I've signed the contract? | remember a startup we partnered with once; great product, but their support
vanished after we converted. It was a nightmare. | want to see evidence of a committed partnership, not just
a transaction. I'm looking for a solution that can scale with us, not one we'll outgrow in 18 months, leading to
another disruptive migration. It's about value for money, yes, but it's also about peace of mind and avoiding
future headaches.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

I've seen my fair share of software trials, and it's almost a predictable pattern how some of them just... fall
apart. It's not usually one massive flaw; it's a series of small cuts that bleed the enthusiasm dry.

| remember this one time, we were looking at a new CRM. The marketing looked slick, the demo was polished,
but then we hit the trial. The first thing that always grates on me is the **onboarding complexity**. If | have
to spend three hours just figuring out how to import a simple CSV of contacts, or how to set up a basic
workflow, that's a problem. It's like buying a new car and finding out you need an engineering degree just to
start the ignition. | expect an intuitive path, or at the very least, a clear, concise guide that doesn't feel like I'm
deciphering ancient hieroglyphs. We're trying to evaluate if this tool will *save* us time, not consume itin a
black hole of setup.

Then there's the **lack of clear, immediate value**. | need to see how this thing is going to make my team's
life easier, or our operations more efficient, within a reasonable timeframe. If I'm a week into a two-week trial
and | can't point to a single tangible benefit, or a problem it's definitively solved, then why am | still here? |
recall a project management tool where the trial felt like a sandbox with no clear objective. It had all these
bells and whistles, but no guided path to show me how to actually *use* them to manage a project effectively
from start to finish. It was just features, not solutions.
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Another big one, and this is a deal-breaker for me, is **poor or unresponsive support during the trial** |
understand that trials are for discovery, and questions will arise. But if | submit a ticket and it takes 48 hours
to get a templated response, or if the chat function is just a glorified FAQ bot, that tells me everything | need to
know about what real-world support will look like once I'm a paying customer. There was a security platform
we trialed where | had a very specific question about integrating with our existing SIEM, and the support team
just kept pointing me to generic documentation. It felt like they didn't understand enterprise-level needs, or
worse, they didn't care enough to engage. That's when | typically pull the plug.

And finally, something that's becoming more prevalent, is **data security concerns or unclear data handling
policies** Before | even *start* a trial, I'm already looking at their privacy policy and terms of service. But
during the trial, if | encounter anything that raises an eyebrow — say, requiring excessive permissions, or if
their data export options are deliberately obtuse —it's an immediate red flag. We were looking at a document
management system once, and during the trial, it was incredibly difficult to find a clear statement on where
our uploaded trial data would reside geographically, and how it would be purged after the trial ended. That's
a non-starter. My team and | are not just kicking tires; we're vetting a potential long-term partner, and these
friction points tell me a lot about the vendor's priorities and their understanding of enterprise needs.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My personal evaluation criteria for project management tools, given my role as an IT Director at a growing tech
company, are pretty stringent. I've seen too many shiny new platforms promise the moon and deliver a crater,
leaving us scrambling.

First off, **security and compliance** are non-negotiable. I'm talking granular access controls, robust en-
cryption at rest and in transit, and a clear, auditable trail of data access. We deal with proprietary algorithms
and sensitive customer data. A breach isn't just a headache; it's a company-killer. | remember a few years
back, we were looking at a new collaboration tool, and during the demo, | asked about their SOC 2 Type 2
report. The sales rep just sputtered about "industry-standard practices." That was a hard pass for me. | need
to see those certifications, understand their data residency policies, and ideally, get a look at their incident
response plan. It's not enough to say you're secure; you have to *prove* it, and then some.

Then there's **integration capabilities** We're not ripping out our entire tech stack for a new project
management tool. It needs to play nice with what we already have: our Jira for engineering, Salesforce for
sales, Slack for internal comms, and our custom-built analytics dashboards. A tool that boasts about its APl is
one thing; a tool with well-documented, reliable APIs and pre-built connectors to major platforms like AWS and
Azure is another entirely. I've spent too many late nights wrestling with brittle integrations. | look for solutions
that act as a central nervous system, not an isolated organ.

**Scalability** is huge. We're growing, and what works for a team of 50 won't cut it for 500, let alone 5,000.
| need to know the tool can handle an increasing number of projects, users, and data without a performance
hit. I'll ask about their infrastructure, their database architecture, and their load testing procedures. There was
a time we adopted a smaller tool because it was cheap, and within a year, it was buckling under the weight of
our projects. Tasks were lagging, reports wouldn't generate, and the team was constantly complaining. We
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ended up having to migrate, and that was a nightmare I'm not eager to repeat. So, | look for vendors with a
proven track record supporting large enterprises, not just startups.

**User experience and adoption** are also critical, though I'd hand that off to the teams for a more direct trial.
If it's too complex or clunky, no one will use it, and then what's the point? | want something intuitive, with
minimal training required. I'll watch the demo closely, not just for features, but for the *flow* of work. Is it easy
to create a task? Can you quickly see project status? What's the learning curve like? | remember one tool that
had so many nested menus it felt like navigating a labyrinth. My team just reverted to spreadsheets out of
frustration.

Finally, **vendor stability and support** This isn't just about the software; it's about the company behind it.
Are they financially sound? What's their roadmap look like? What kind of support do they offer, and what are
the SLAs? | want a partner, not just a provider. I've seen promising startups fold, leaving customers in the lurch.
| prefer established players like those recognized by Gartner or Forrester, or at least startups with significant
backing and a clear vision. And when | call support, | expect knowledgeable people, not just someone reading
from a script. We had an issue with a critical bug once, and it took three days to even get past the first-tier
support. That kind of delay can cost us real money.

So, it boils down to: Can it protect our data? Will it work with our existing systems? Can it grow with us? Will
our teams actually use it? And can | trust the company providing it? If a tool can check all those boxes, then
we can start talking price.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

What resonates with me? It's when a vendor lays out the facts, backed by data, without trying to sell me a
dream. | recall a few years back, we were looking for a new SIEM solution. One vendor, instead of showing
us shiny dashboards, walked us through their incident response times, average detection rates for zero-day
exploits, and, critically, their uptime statistics over the last three years, independently audited. They even
brought in one of their senior security architects, not a sales rep, to answer my technical deep-dive questions
about their threat intelligence feeds and APl integrations. That's the kind of transparency | value. They
understood that for someone like me, the proof is in the pudding, not the marketing fluff.

Another thing that catches my attention is a clear, concise explanation of the *problem* they solve, not

just a list of features. I've sat through countless demos where the salesperson rattles off a dozen features,
but I'm left wondering, "How does this actually make my team more efficient? How does this reduce our
operational risk?" When a vendor can articulate, for example, "Our solution reduces the average time spent
on manual compliance checks by 40% through automated evidence collection and reporting, freeing up your
team for strategic initiatives," that's powerful. It shows they understand my world, my challenges, and they've
quantified the benefit. They're talking about *value* not just bells and whistles.

Now, what turns me off? Oh, where do | even begin?

The biggest offender, hands down, is the "we do everything for everyone" pitch. | remember evaluating a new
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project management tool, and the vendor's website claimed it was perfect for agile teams, waterfall projects,
marketing campaigns, software development, and even managing my personal grocery list, probably. It felt
like they were throwing spaghetti at the wall to see what would stick. My immediate thought is, "If you're trying
to be everything, you're excellent at nothing." It raises a red flag about their core competency and whether
they truly understand the specific needs of an IT department or an operations team. | need a tool that excels
at *our* primary use case, not one that's mediocre at a hundred.

Then there's the vague, buzzword-laden language. "Leverage synergistic paradigms for optimal scalable
solutions." What does that even mean? It's like they're trying to impress me with jargon instead of providing
substance. I'm looking for a solution to a concrete business problem, not an exercise in deciphering corporate
speak. It makes me question if they truly understand their own product or if they're just regurgitating marketing

copy.

And the hard sell, the aggressive follow-ups, the "limited-time offers" that seem to pop up every other week
—that's a quick way to get me to disengage. I'm a long-term planner. I'm not making a snap decision about a
critical piece of infrastructure. | need time to evaluate, to consult with my team, to run trials, and to consider
the long-term implications. When a vendor tries to rush me, it feels like they're more interested in closing

a deal than in building a relationship or ensuring their product is genuinely a good fit for my organization.

It makes me suspicious about what they might be trying to hide or if their product can't stand up to proper
scrutiny. | remember one CRM vendor who called me daily for a week after a demo. | eventually had to block
their number. That's not how you earn trust.
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A Anthony Palmer

PARTICIPANT PROFILE

Age Range Gender
[30,55) male
Location Education
California, United States Bachelors
Income

$90,000-$150,000

Interests

Process optimization Technology trends Financial planning Team management Productivity tools
Business growth strategies

Values

Efficiency Cost-effectiveness Reliability Scalability Integrity
Goals
Streamline project workflows and improve delivery times Reduce operational costs through efficient software utilization
Ensure data security and compliance Select a project management solution that can grow with the company
Pain Points
Lack of visibility across projects and teams Budget constraints for new software investments

Difficulty integrating new tools with existing systems Steep learning curves for team adoption

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE

When I'm evaluating project management software after a free trial, my decision to convert hinges on a few
critical factors, all tied back to practical application and cost-efficiency.

First, **demonstrated ROI**. | need to see clear evidence that this software will genuinely streamline our
workflows and improve delivery times. Does it actually save my team hours each week? Can | quantify
that saving against the subscription cost? If it's just a marginal improvement over our current, perhaps less
sophisticated, methods, it's not worth the investment. I'm looking for a noticeable uplift in productivity or a
significant reduction in operational friction.

Second, **integration capabilities** This isn't a standalone tool; it needs to play nice with our existing tech

stack. If it doesn't seamlessly integrate with our communication platforms like Slack or our CRM, it becomes
another silo, creating more work instead of less. A clunky integration process or a lack of APl access is a
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deal-breaker. I'm not interested in forcing my team to adopt a new tool that creates more manual data transfer.

Third, **scalability without hidden costs**. I'm planning for the long term. A solution might look good for our
current team size, but what happens when we grow by 20% next year? Does the pricing model become
prohibitive? Are there enterprise-level features that are locked behind disproportionately expensive tiers? |
need transparency here. Vendor lock-in is a real concern, and I'm wary of solutions that make it difficult or
costly to export data if we ever need to switch.

Fourth, **ease of adoption for the team** A steep learning curve means lost productivity and increased
training costs. The interface needs to be intuitive enough that my team can get up to speed quickly without
extensive hand-holding. If the free trial period highlighted significant user resistance or confusion, that's a
major red flag. The best software is useless if no one uses it effectively.

Finally, **security and compliance** This isn't negotiable. Any project management software we use must
meet our internal security protocols and relevant compliance standards. During the trial, I'm looking for
clear documentation on data encryption, access controls, and how they handle data privacy. A breach or
compliance issue is far more costly than any software subscription.

It's about the tangible benefits versus the actual cost, both in terms of money and operational overhead. If
the trial proves it delivers on these points, then we talk about converting.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

When I'm evaluating software, especially project management tools, a trial period is critical. But there are
definite points where I'll just drop it.

First, a clunky onboarding process is a non-starter. If | have to jump through hoops just to get the basic setup
done, or if it's unclear how to even start a simple project, that's a red flag. | don't have time to decipher
poorly written guides or watch hour-long tutorials just to understand the core functionality. | need to see value
quickly. If it takes more than an hour or two to get a basic workflow configured and a test project running, it's
probably too complex for my team, and it's not cost-effective for us to spend days on training just to get it off
the ground.

Second, if the promised integrations aren't seamless or require extensive custom work, I'm out. We use Google
Workspace, Slack, and our existing CRM. If your tool doesn't play nice with those without a developer's
intervention, it's creating more work, not less. The whole point is to streamline, not add friction. I've abandoned
trials because the "integration" was just a glorified API that required significant internal resources to build out.
That's not a solution; that's another project.

Third, performance issues. Slow load times, buggy interfaces, or frequent crashes during a trial? That tells
me the software isn't stable, and it's going to be a headache down the line. If it can't handle a few test
users and basic tasks, how will it perform under real-world load with multiple teams and complex projects?
Reliability is paramount. I'm not going to invest in something that's going to frustrate my team and slow down
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our operations.

Finally, hidden costs or an unclear pricing structure will make me walk away immediately. If the pricing page
during the trial is vague, or if | discover that essential features are locked behind a much more expensive tier
than initially advertised, that's a trust killer. | need transparency upfront. I'm looking for a scalable solution,
and if the cost jump from basic to a functional enterprise plan is exorbitant, it's not a viable long-term option
for us. I've seen trials where the "enterprise features" | need for compliance or advanced reporting are priced
so high it negates any efficiency gains.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Negative

For a company our size, and in my role as Operations Manager, the evaluation criteria for project management
tools aren't just a wishlist — they're non-negotiable requirements for operational efficiency and financial
prudence.

First, and perhaps most critically, is **ROI and Cost-Effectiveness** This isn't just about the sticker price; it's
the total cost of ownership. I need to see a clear, quantifiable return on investment. This means understanding
licensing models — per user, tiered, feature-based — and ensuring there are no hidden costs for essential
integrations, premium support, or data storage. Scalability here is key; | need to know how costs will grow as
we do, without exponential increases. We're not throwing money at problems; we're investing in solutions.

Second, **Integration Capabilities** We've got existing systems — Salesforce, our financial suite, Slack,
Google Workspace. A new PM tool can't be anisland. It needs to seamlessly integrate with these tools to avoid
data silos and manual double-entry, which is a massive time sink and a source of errors. APl documentation,
pre-built connectors, and ease of custom integration are all critical points I'd scrutinize. If it doesn't talk to
our existing stack, it's creating more work, not less.

Third, **Workflow Optimization and Customization** The tool needs to adapt to our processes, not the other
way around. We have specific workflows for client projects, internal initiatives, and product development. |
need to see how easily tasks can be assigned, tracked, dependencies managed, and progress visualized.
Customizable dashboards, reporting features, and automation capabilities are vital for gaining visibility and
reducing manual oversight. Generic "project tracking" isn't enough; it needs to reflect *our* operational
realities.

Fourth, **User Adoption and Learning Curve**. If my team can't use it efficiently within a reasonable
timeframe, it's dead in the water. I'm looking for intuitive Uls, clear onboarding resources, and accessible
support. Steep learning curves translate directly into lost productivity and frustration, which negates any
potential benefits. We can't afford extensive, costly training programs for every new tool.

Fifth, **Security and Compliance** This is non-negotiable, especially with client data. | need to understand

their data encryption protocols, access controls, compliance certifications (SOC 2, GDPR, etc.), and disaster
recovery plans. A breach isn't just a headache; it's a reputation killer and a financial liability.
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Finally, **Scalability and Future-Proofing** The solution needs to grow with us, whether that's adding more
users, managing more complex projects, or expanding into new areas. | want to see a clear product roadmap
and a vendor that demonstrates a commitment to continuous improvement, not just maintaining the status
quo. We're looking for a partner, not just a provider.

I'm not interested in fancy features that we'll never use. It's about practical application, clear benefits, and a
solid foundation for our operations.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

What resonates with me is clear, quantifiable value. I'm looking for messaging that directly addresses how
a solution will improve our operational efficiency, reduce costs, or enhance productivity, backed by actual
figures or case studies. "Streamline your workflow" is a start, but | need to know *how many hours* that
saves or *what percentage* it drops our error rate. | want to see a clear ROI calculation or at least the data
points to build one myself.

Transparency in pricing is also critical. Show me the full cost, including any add-ons or tiered features, right
up front. Don't make me jump through hoops or sit through a demo just to get a ballpark figure. I'm evaluating
solutions that need to fit into a strict budget, and hidden costs are a non-starter. Scalability needs to be part
of that message too — not just that it *can* scale, but how the pricing scales and what that looks like five years
down the line when we've grown.

What turns me off immediately is vague marketing jargon and buzzwords without substance. "Revolutionary
Al-powered synergy" doesn't tell me anything about its practical application or how it solves my specific
problems. I'm also wary of vendors who push features | don't need or oversell complexity. Our goal is
optimization, not feature bloat.

Another red flag is a lack of focus on integration. We operate with existing systems — Asana, Slack, Google
Workspace — and any new tool needs to play nice with them. If a vendor doesn't prominently highlight their
integration capabilities and APl documentation, it suggests potential headaches down the line. I'm not looking
to rebuild our entire tech stack just to accommodate one new piece of software.

Finally, aggressive sales tactics or a push for immediate commitment without adequate trial periods or a

thorough understanding of our needs is a definite turn-off. | need time to evaluate, involve my team, and
ensure it's the right fit for our long-term strategy. It's a significant investment, not an impulse buy.
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H Henry Morales

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
California, United States Bachelors
Income

$150,000-$250,000

Interests

Strategic Business Planning Technology & Innovation Process Optimization Leadership Development Financial Markets

Data Analytics

Values

Efficiency Reliability Security Scalability Innovation

Goals

Implement a unified, robust project management system Improve operational efficiency and project delivery rates

Ensure data security and compliance across all projects Support strategic growth through scalable software infrastructure
Pain Points

Lack of integrated project visibility across departments Inefficient resource allocation and scheduling

Security vulnerabilities with current tools Difficulty in scaling project management processes with growth

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Neutral

My decision to commit to a paid subscription is influenced by several critical factors, primarily centered on
long-term value, risk mitigation, and tangible ROI.

Firstly, **demonstrable scalability and adaptability** are paramount. | need to see clear evidence that the
software can grow with our organization, not just in terms of user count but in its ability to handle increasing
project complexity and data volume. The trial must allow me to test its limits, perhaps by simulating a higher
load or integrating with existing, complex internal systems. | worry that a solution might prove adequate for
current needs but become a bottleneck as we expand.

Secondly, **robust security and compliance features** are non-negotiable. During the trial, I'm scrutinizing

how data is handled, encrypted, and protected. I'll be looking for detailed documentation on compliance
certifications (e.g., ISO 27001, SOC 2 Type Il, GDPR adherence) and assessing the vendor's track record in
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data integrity and privacy. The risk of a data breach or non-compliance is simply too high to overlook, and a
free trial is often too short to fully vet these aspects, creating a significant concern.

Thirdly, **seamless integration capabilities** with our existing tech stack are crucial. We utilize Microsoft
365 extensively, Salesforce for CRM, and various internal tools for finance and HR. The project management
software must integrate smoothly with these, reducing data silos and manual data entry. A trial that restricts
integration testing or requires significant custom development for basic connectivity would be a red flag. |
need to see how it performs in our actual environment, not just in a sandbox.

Fourth, **comprehensive reporting and analytics** are essential for strategic decision-making. The trial
needs to demonstrate that the platform can provide insightful dashboards, custom reports, and predictive
analytics that help us optimize resource allocation, identify bottlenecks, and forecast project timelines and
costs accurately. Without this, it's just a task manager, and we require a strategic tool.

Finally, **total cost of ownership (TCO) and vendor stability** play a significant role. While the trial is free, I'm
already calculating potential long-term costs, including subscription fees, implementation support, training,
and any hidden charges. I'll also research the vendor's financial stability, support responsiveness, and product
roadmap. I'm looking for a partner, not just a product, and | worry about investing in a solution that might be
sunsetted or whose vendor proves unreliable in the long run. The trial period is often insufficient to fully assess
support quality, which is a concern.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Neutral

My primary concern during a software trial, the one that truly makes me question its viability, is a lack of
clear, actionable documentation and support. | worry that if the initial onboarding and troubleshooting aren't
intuitive, the long-term operational overhead will be unsustainable. We simply don't have the resources to
constantly decipher ambiguous error messages or hunt through outdated knowledge bases.

Another significant friction point is when the trial environment itself feels unstable or lacks the necessary
features to truly test our specific use cases. If I'm unable to integrate it with our existing systems — even
in a sandbox environment — or if key functionalities are locked behind a paywall during the trial, it makes a
comprehensive evaluation impossible. The risk is that we invest time and effort only to find out later that it
doesn't meet our core requirements or creates more problems than it solves.

Finally, | become increasingly cautious if | perceive a disconnect between the sales team's promises and
the actual product experience. If the trial requires extensive workarounds or modifications to achieve what
was initially presented as out-of-the-box functionality, it raises red flags about transparency and the true
capabilities of the solution. | need to be confident that what we see in the trial is a genuine reflection of what
we'd be implementing.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?
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RESPONSE Neutral

As an Operations Manager within a growing SaaS organization, my evaluation criteria for project management
tools are quite stringent, driven by the need for robust, scalable solutions. The primary concerns | bring to the
table revolve around long-term viability and strategic alignment, not just immediate feature sets.

First and foremost, **security and compliance** are non-negotiable. With the sensitive data we handle and the
regulatory landscape we navigate, any tool must demonstrate enterprise-grade security protocols, including
robust data encryption, access controls, and a clear audit trail. | would need to see their certifications - SOC 2
Type 2, 1SO 27001, GDPR compliance —and understand their data residency policies. The risk of a data breach
or non-compliance is simply too high to overlook. | worry that many platforms, while offering convenience,
might cut corners on these foundational elements, exposing us to significant vulnerabilities.

Secondly, **scalability and performance** are critical. We're on a growth trajectory, and a solution that
buckles under increased user load or project complexity within a year or two is a non-starter. | need
assurances that the architecture can handle thousands of concurrent users, complex project portfolios, and
petabytes of data without degradation in performance. This isn't just about speed; it's about stability and
ensuring our teams aren't hindered by system limitations as we expand. I'd be looking for evidence of their
infrastructure's elasticity and their capacity planning.

Third, **integration capabilities** are paramount. Our existing tech stack includes Salesforce, Microsoft
365, and various specialized development tools. A new project management solution cannot operate in a
silo. It must seamlessly integrate with these core systems to avoid data duplication, manual transfers, and
fragmented workflows. I'm particularly interested in robust APIs and pre-built connectors that allow for
bidirectional data flow, ensuring a unified view of projects, resources, and customer interactions. The risk
of disjointed systems leading to inefficiencies and data inconsistencies is a constant concern.

Fourth, **total cost of ownership (TCO)**, extending beyond just licensing fees, is a significant factor. This
includes implementation costs, training expenses, ongoing maintenance, potential customization, and the cost
of any necessary third-party integrations. I'd require a transparent breakdown of all potential costs over a 3-5
year period. A low initial price point can often mask substantial hidden costs down the line, and | need to avoid
that trap.

Fifth, **reporting and analytics capabilities** are essential for strategic decision-making. | need a tool that can
provide comprehensive, customizable dashboards and reports on project progress, resource utilization, bud-
get adherence, and risk management. The ability to drill down into specific metrics and generate actionable
insights is crucial for identifying bottlenecks, optimizing processes, and demonstrating ROI to stakeholders.
Without robust analytics, we're essentially flying blind, and | worry about the ability to truly optimize our
operations.

Finally, **vendor stability and support** are important. We're looking for a long-term partnership, not just a
transaction. This means assessing the vendor's financial health, their roadmap for future development, and
the quality of their customer support. I'd want to understand their SLA for critical issues, their onboarding
process, and the availability of dedicated account management. A vendor that disappears or offers subpar
support can quickly turn a promising solution into a significant liability.
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| approach this with a cautious eye, always asking "what could go wrong?" and "how will this scale?" The
objective isn't just to find a tool, but to invest in a strategic asset that will propel our operational efficiency and
support our ambitious growth objectives.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

What truly resonates with me from a software vendor is a clear, data-driven articulation of how their solution
directly addresses my pain points and contributes to our strategic objectives. | need to see specific examples
of how the technology has delivered measurable ROI for comparable organizations, ideally supported by
case studies that detail the scale of the implementation, the challenges faced, and the quantifiable outcomes
achieved.

Messaging that emphasizes long-term value, scalability, and robust security architecture is paramount. | want
to understand the vendor's roadmap, their commitment to continuous improvement, and how their platform
integrates seamlessly within our existing ecosystem — particularly with key systems like Microsoft 365,
Salesforce, or AWS. Highlighting a comprehensive support model, clear SLA agreements, and a transparent
pricing structure that accounts for total cost of ownership over a 3-5 year period is also critical. | appreciate
vendors who position themselves as partners in our growth, rather than just a product provider.

What turns me off immediately is vague, buzzword-heavy marketing that lacks substance. Generic claims of
"innovation" or "efficiency" without concrete mechanisms or proof points are a waste of my time. | also find
aggressive sales tactics, high-pressure deadlines, or a lack of responsiveness during the initial inquiry phase
to be significant red flags. Any indication of a "one-size-fits-all" approach, or an unwillingness to discuss
potential customization or integration complexities upfront, suggests a vendor may not fully understand

the nuanced needs of a growing enterprise. Finally, | worry about vendors who cannot clearly articulate
their security protocols, data governance policies, or disaster recovery plans. The risk of compromising our
operational integrity or data security is simply too high to overlook.
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S Steven Turner

PARTICIPANT PROFILE

Age Range Gender
[30,55) male
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests
Al/ML applications in business Cloud computing trends Cybersecurity best practices Agile methodologies
Data analytics for decision making Automation technologies

Values
Efficiency Innovation Scalability Reliability Data-driven decisions

Goals

Improve project delivery timelines Reduce operational overhead Enhance team productivity and morale
Ensure data security and compliance
Pain Points
Inefficient cross-team collaboration Lack of real-time project visibility Integration challenges with existing tech stack

Difficulty in tracking project ROI

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

Direct ROl is paramount. | need to see tangible efficiency gains, reduced overhead, or improved project
delivery times. Seamless integration with our existing tech stack—Jira, Teams, AWS—is non-negotiable.

The software must address a specific pain point we're experiencing, like real-time visibility or cross-team
collaboration issues. Scalability for future growth is also a key factor.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE
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Poor onboarding. Complex setup, no clear path to value.

Lack of integration. If it doesn't play nice with our existing stack, it's a non-starter.
Performance issues. Slow Ul or frequent bugs are dealbreakers.

Hidden costs or opaque pricing. Wastes my time if the trial price isn't the real price.

No responsive support. If | hit a wall, | need answers quickly.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Neutral
Scalability is paramount. The tool must handle growth from SMB to enterprise without re-platforming. Integra-
tion with our existing tech stack, especially CRM and ERP, is non-negotiable. Real-time visibility and reporting

capabilities drive data-driven decisions. Security and compliance are critical, particularly for data handling.
Finally, demonstrable ROI via efficiency gains is key.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Neutral

Messaging focused on clear ROl and seamless integration resonates. Show me how it solves my specific pain
points with data.

Vague buzzwords and feature lists without tangible benefits are a turn-off. Don't waste my time with marketing
fluff.
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J Joshua Gomez

PARTICIPANT PROFILE

Age Range Gender
[40,55) male
Location Education
California, United States Bachelors
Income

$150,000-$250,000

Interests

Process optimization Team leadership Financial planning Golf Classic cars Home improvement
Values

Reliability Efficiency Security Long-term value Integrity
Goals

Streamline project workflows across departments Improve team collaboration and communication

Reduce operational costs through efficient software Ensure robust data security and regulatory compliance

Pain Points
Integrating new software with existing legacy systems Ensuring data security and compliance
Justifying ROI for new technology investments Overcoming internal resistance to change

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE

For me, the decision to transition from a free trial to a paid subscription for any project management software
is a rather meticulous process, heavily influenced by several critical factors. It's not simply about whether
the software *works*; it's about whether it provides tangible, long-term value and aligns with our established
operational philosophies.

Firstly, and perhaps most importantly, is the **seamless integration with our existing IT infrastructure** We've
invested significantly in our current ecosystem — Microsoft 365 for productivity, Azure for cloud services,
and various Oracle and SAP solutions for enterprise resource planning. Any new software, particularly one
as central as a project management platform, must integrate cleanly without requiring extensive custom
development or creating new siloes of data. I'm looking for robust APIs, established connectors, and clear
documentation that assures me it won't become another headache for my team to manage. | recall a situation
a few years back where a promising CRM solution offered a fantastic trial, but its integration with our legacy
financial system proved to be an insurmountable hurdle, ultimately costing us time and resources we could ill
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afford.

Secondly, **data security and compliance** are non-negotiable. As an IT Director, I'm acutely aware of the
regulatory landscape we operate within, from GDPR to various industry-specific standards. During a trial,
I'm scrutinizing their security protocols, data encryption methods, and where their servers are located. |
need clear assurances regarding data ownership, access controls, and their disaster recovery plan. A vague
statement about "industry-standard security" simply won't cut it. | require detailed white papers on their
security architecture and, ideally, evidence of third-party security audits or certifications. Our data is our
intellectual property and our clients' trust, and | will not compromise on its protection.

Thirdly, the **scalability and long-term viability of the solution** are paramount. We're not looking for a
temporary fix; we're seeking a strategic partner. This means evaluating whether the software can grow with
our organization, supporting increasing user numbers, more complex projects, and evolving departmental
needs without significant performance degradation or prohibitive cost increases. I'm also looking at the
vendor's financial stability, their product roadmap, and their commitment to ongoing development. A history
of consistent updates and a clear vision for their platform's future instills confidence. I've seen too many
promising startups with innovative solutions falter, leaving their customers in a difficult position.

Fourth, the **total cost of ownership (TCO)**, extending beyond the initial subscription fee, is thoroughly
analyzed. This includes potential costs for training, customization, ongoing support, and any hidden fees.
I'm always evaluating the ROI - not just in terms of time saved, but in improved project success rates,
reduced rework, and enhanced team productivity. A detailed breakdown of different subscription tiers and
what features are included or gated is essential. | remember a particular trial where the core functionality was
excellent, but the advanced reporting features we desperately needed were locked behind an enterprise-tier
subscription that was significantly out of our budget.

Finally, the **quality of support and documentation** plays a significant role. During the trial period, I'm
assessing how responsive their support team is to technical queries and how comprehensive their knowledge
base and user guides are. We prefer vendors who offer dedicated account managers or readily accessible
technical support, particularly for enterprise clients. The ability for our team to quickly find answers and
resolve minor issues independently is a significant efficiency gain.

These factors, when meticulously assessed, guide my recommendation to convert from a free trial to a paid
subscription. It's a decision rooted in ensuring reliability, efficiency, and long-term value for our organization.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive
When evaluating a new software solution, particularly for something as critical as project management across
an organization, there are several significant friction points that can lead me to abandon a trial. My time, and
more importantly, my team's time, is a finite and valuable resource. We cannot afford to invest weeks into

something that ultimately proves unsuitable.

Firstly, a lack of clear and comprehensive documentation is a significant deterrent. If | have to spend an
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inordinate amount of time deciphering how to even begin using a core feature, or if the help articles are
sparse, outdated, or poorly organized, it raises immediate red flags about the vendor's commitment to user
support and the long-term viability of the product. | recall a trial a few years back, for a collaboration tool,
where the onboarding guide was essentially a series of screenshots from an older version. It made the initial
setup a frustrating exercise in guesswork, and we quickly moved on. We need clear, step-by-step guides,
preferably with examples that reflect common business scenarios, not just theoretical use cases. My team,
while competent, shouldn't need to become beta testers just to understand basic functionality.

Secondly, integration issues with our existing legacy systems are often a deal-breaker. We operate within a
complex IT ecosystem, and any new solution must play well with our established infrastructure, be it our Active
Directory for user authentication, our financial reporting tools, or our existing CRM. If the trial demonstrates
significant hurdles in connecting to these systems, or if the vendor's integration capabilities are limited to a
handful of popular, but perhaps not enterprise-grade, applications, then it immediately signals a potential for
significant operational headaches down the line. We once trialed a project management suite that promised
robust APl access, but the documentation for said API was so convoluted and the support so unresponsive
that our development team spent more time troubleshooting connectivity than evaluating the actual project
management features. That trial was abandoned within a week.

Thirdly, a convoluted or non-intuitive user interface can quickly sour the experience. While | appreciate
powerful functionality, it must be presented in a way that is logical and easy to navigate for users of varying
technical proficiencies. If my team members are constantly asking "How do | do X?" or "Where is Y feature
located?", it indicates a poor user experience design. This isn't about flashy graphics; it's about efficiency.
When we evaluated a particular task management system for our engineering department, the interface was
so cluttered with options that it felt like navigating a cockpit for an airplane when all we needed was a car. The
learning curve was simply too steep for widespread adoption, and the potential for errors due to misclicks or
confusion was too high. The goal is to streamline workflows, not introduce new cognitive burdens.

Finally, and this is perhaps one of the most critical points for me as an IT Director, insufficient attention to
data security and compliance measures during the trial period is an absolute non-starter. If the vendor cannot
clearly articulate their security protocols, provide evidence of relevant certifications (like SOC 2, HIPAA, GDPR
compliance, depending on our needs), or if the trial environment itself feels insecure or lacks proper access
controls, then we cannot proceed. We had a trial where the vendor was quite vague about data residency and
encryption standards. When pressed for details, their response was less than reassuring. For an organization
of our size, with the sensitive data we manage, any ambiguity in this area is a significant risk that | am
unwilling to take. Long-term value and reliability are paramount, and that starts with trust in the security of
our information.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

Given my role as an IT Director within an organization of our size, and my responsibilities spanning everything
from strategic planning to operational oversight, my evaluation criteria for project management tools are quite
stringent and, dare | say, thoroughly considered. It's not simply about finding a tool; it's about finding a

*solution* that integrates seamlessly into our existing infrastructure, supports our long-term objectives, and
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provides tangible value from day one.

Firstly, and perhaps most critically for me, is **Scalability and Integration with Existing Systems** We're not
a startup that can simply pivot to an entirely new tech stack overnight. We have a significant investment

in our current enterprise architecture — our Microsoft ecosystem, for instance, with Office 365, Azure, and
various SQL databases. A new project management solution must demonstrate a clear, robust APl and, ideally,
pre-built connectors to these systems. | need to see how it will talk to our ERP, our CRM, and even our HR
systems for resource allocation. Any solution that requires extensive custom development for basic integration
is, frankly, a non-starter. I've spent too many years untangling spaghetti code from previous integrations to
go down that path again. We need something that can grow with us, whether we're talking about a small team
project or a large, multi-departmental initiative involving hundreds of stakeholders.

Secondly, **Data Security and Compliance** is paramount. In my position, the buck stops with me when it
comes to safeguarding our company's sensitive information and ensuring we adhere to regulatory frameworks
like GDPR, HIPAA, or whatever industry-specific compliance standards apply to our operations. | require ex-
plicit documentation of their security protocols — encryption at rest and in transit, access controls, multi-factor
authentication, and regular third-party security audits. Cloud-based solutions must detail their data residency
policies and how they handle data backups and disaster recovery. If a vendor can't provide clear, concise
answers and certifications (ISO 27001, SOC 2 Type II, etc.) around their security posture, they simply won't
make it past the initial screening. The reputational and financial risks of a data breach are far too significant
to compromise on this.

Thirdly, I look for **Robust Feature Set with a Focus on Core Project Management Principles**. While flashy
new features might catch the eye, my priority is the reliable execution of fundamental project management
practices. This means strong capabilities for task management, dependency tracking, resource allocation,
critical path analysis, and baseline management. I'm interested in how it supports traditional methodologies
like Waterfall, but also offers flexibility for hybrid approaches or even Agile if specific teams require it.
Reporting and analytics are also crucial — | need to be able to generate clear, customizable reports on project
progress, budget adherence, and team performance to present to senior leadership. Dashboards should be
informative, not just decorative. I've seen too many tools that promise the moon but fail to deliver on the
basics.

Fourth, **Total Cost of Ownership (TCO) and Return on Investment (ROI)**. This isn't just about the licensing
fee. | need to understand the costs associated with implementation, training, ongoing maintenance, and
potential customization. | expect vendors to provide clear pricing models, whether it's per-user, per-project,
or tiered, and to be transparent about any hidden fees. More importantly, | need a compelling ROl justification.
How will this tool reduce operational costs? How will it improve efficiency, leading to faster project completion
or better resource utilization? I'll be looking for case studies from similar organizations that demonstrate
quantifiable benefits. If | can't build a solid business case for the investment, it won't get approved.

Finally, **Vendor Reputation and Support** We're not just buying software; we're entering into a long-term
partnership. | need to be confident in the vendor's stability, their commitment to ongoing development, and
their customer support infrastructure. What are their SLAs for support? Do they offer dedicated account
management? What's their track record for providing updates and security patches? | often reach out to my
network of peers in the industry for their experiences with specific vendors. A company'’s history of innovation
and reliability, like what we've seen with Microsoft or Oracle over the years, often speaks volumes. | value
consistency and a partner who understands the enterprise environment.
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These criteria are not just theoretical; they are born from years of experience navigating complex IT projects
and making decisions that impact hundreds of employees and millions of dollars in investment. It's about
finding a reliable workhorse, not a show pony.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE

As an IT Director, I've spent decades evaluating technology solutions, and I've seen countless pitches
from software vendors. What truly resonates with me, what captures my attention and encourages further
investigation, is a message rooted in demonstrable, long-term value and robust reliability.

When a vendor focuses on the *longevity* of their solution, emphasizing its stability, its proven track record,
and its ability to integrate seamlessly with existing, often legacy, systems, that immediately piques my interest.
For instance, if a vendor can articulate how their project management software has been successfully
deployed in organizations similar to ours, perhaps in the financial services sector or a large manufacturing
enterprise, and can show concrete data on improved efficiency or reduced operational overhead over a period
of five to ten years, that speaks volumes. | value a vendor who understands that an investment in enterprise
software isn't a fleeting decision; it's a strategic commitment. Messages that highlight strong, dedicated
customer support, a clear roadmap for future development that aligns with industry standards, and compre-
hensive training programs for our teams are also critical. | want to know that if we encounter an issue, there's
a reliable, responsive team ready to assist, not just a chatbot or an overloaded email queue. Furthermore, a
vendor that can clearly articulate their security protocols, their compliance certifications—think ISO 27001,
SOC 2 Type ll, GDPR, HIPAA, depending on the context—and their data privacy policies, demonstrates a
commitment to the very foundations of our IT operations. This isn't just about features; it's about trust and
mitigating risk.

Conversely, what immediately turns me off are messages that focus exclusively on "disruptive innovation"
or "bleeding-edge technology" without substantiating those claims with practical applications, stability, or a
clear return on investment. I've been in this industry long enough to know that many "revolutionary" solutions
fail to deliver on their promises, often creating more headaches than they solve. When a vendor leads

with buzzwords like "Al-powered synergy" or "blockchain-enabled project orchestration" without a detailed
explanation of how these technologies directly translate into tangible benefits for our specific operational
challenges, it feels like they're trying to sell me a trend rather than a solution. Similarly, vague promises

of "unlimited scalability" or "effortless integration" without providing detailed technical specifications, API
documentation, or case studies illustrating those capabilities, raise red flags. | also have little patience for
"limited-time offers" or high-pressure sales tactics; | need time to conduct my due diligence, to involve

my teams in the evaluation process, and to present a well-reasoned proposal to our executive leadership.

A vendor who respects that methodical approach and provides the necessary resources for a thorough
evaluation, rather than rushing me, earns my respect. It's about substance, not sizzle, especially when we're
talking about foundational business systems.
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J Jerome Barnes

PARTICIPANT PROFILE

Age Range Gender
[30,38) male
Location Education
California, United States Bachelors
Income

$140,000-$180,000

Interests

Software architecture Cybersecurity trends Data analytics Process automation Cloud computing

SaaS market analysis

Values
Efficiency Reliability Security Innovation Transparency
Goals
Optimize departmental workflows Reduce operational overhead Implement scalable and secure solutions

Stay ahead of technological advancements

Pain Points

Integrating disparate systems Vendor lock-in concerns Proving ROI of new software

Managing escalating subscription costs

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE

When I'm evaluating project management software, especially after a free trial, there are several non-nego-
tiable factors that dictate whether I'll push for a paid subscription.

First, **demonstrable ROI**. | need to see clear evidence that this tool will save us time, reduce errors, or
genuinely improve project delivery efficiency. A slick Ul is nice, but if | can't quantify the benefit in terms of
person-hours saved or faster project cycles, it's a non-starter. I'm looking for features that directly address
our current bottlenecks, not just a laundry list of functionalities. For instance, can it integrate seamlessly with
our existing Jira or ServiceNow instances? If it creates another silo, that's a red flag.

Second, **security and compliance** This isn't just about ticking boxes; it's about protecting our data and

our clients'. I'm going to scrutinize their security protocols, data encryption standards, and how they handle
access control. Are they SOC 2 compliant? Do they offer robust SSO integration with Okta? Any vendor that's
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vague or dismissive about their security posture won't get past the trial phase. We've seen the fallout from
data breaches, and I'm not taking chances.

Third, **scalability and integration**. A tool might work for a small team, but can it scale to handle 50, 100,
or even 500 users without significant performance degradation or spiraling costs? And if it doesn't play well
with our other critical systems — our Microsoft 365 ecosystem, our existing development tools — then it's just
adding to our integration headaches, not solving them. Vendor lock-in is a constant concern, so I'm looking
for open APIs and genuine flexibility, not just marketing fluff.

Finally, **vendor reputation and support**. I'll check industry reviews, talk to peers, and look at their support
documentation during the trial. If | hit a snag, how quickly and effectively can | get a resolution? A great
product with terrible support is a liability. I'm not looking for a vendor who disappears after the sale; | need a
partnership. I've had too many experiences where a "dedicated support team" turned out to be a knowledge
base and a slow email queue.

So, it's not just about features. It's about tangible value, bulletproof security, future-proofing, and a reliable
partner. If a free trial doesn't convincingly demonstrate these, then a paid subscription is a non-starter for

me.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Negative

The primary friction points that lead me to abandon a software trial usually revolve around a few core issues,
and frankly, they often come down to poor execution by the vendor.

First, **lack of clear, immediate value proposition and onboarding.** If | sign up for a trial and | can't grasp
what the software is *actually* going to do for my team within the first 15-30 minutes, it's a problem. I'm

not looking for a sales pitch; I'm looking for a guided path to see it in action with my own data, or at least a
realistic simulation. When | have to hunt through a generic knowledge base or watch a 45-minute webinar to
even *start* understanding how to use it, my interest wanes quickly. I've got other priorities.

Second, **overly complex setup or integration requirements.** If the trial demands extensive configuration,
API key generation that isn't straightforward, or a deep dive into our existing infrastructure just to get a basic
proof of concept running, that's a major red flag. We're evaluating, not deploying. | need to see how it *could*
integrate, not spend days *actually* integrating it during a trial period. This is especially true if it impacts active
systems. I'm not going to risk disrupting operations for a trial that hasn't proven its worth yet.

Third, and this is a big one, **poor performance or instability.** Nothing Kills a trial faster than a buggy
interface, slow load times, or features that simply don't work as advertised. If the "trial" experience is subpar,
what does that say about the production environment? It immediately raises concerns about reliability and
security, two things | cannot compromise on. | expect a trial to be polished; if it's not, it suggests a lack of
attention to detail that extends beyond just the trial environment.

Fourth, **excessive or intrusive sales contact.** Look, | understand the need for follow-up. But if I'm getting

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 114 of 130



daily emails, multiple phone calls, or aggressive attempts to schedule demos before I've even had a chance
to properly evaluate the product, it feels pushy and disrespectful of my time. It suggests the vendor is more
interested in hitting a quota than genuinely understanding my needs or letting the product speak for itself. It
also makes me question if this is how they operate post-sale — constant upselling attempts and badgering.

Finally, **lack of clear pricing or opaque licensing models.** If I'm nearing the end of a trial and | still can't
easily figure out what it's going to cost us, or if the pricing structure is so convoluted with different tiers,
add-ons, and user-based metrics that it requires a dedicated conversation with a sales rep just to get an
estimate, I'm out. | need to be able to project ROI, and | can't do that if the cost is a moving target or hidden
behind a "contact us" button. This often signals potential vendor lock-in or escalating costs down the line,
which is a major concern for me. Transparent, predictable costs are crucial.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

My evaluation criteria for project management tools, given our mid-sized operation and my role, are pretty
well-defined. It's not just about what looks good on paper.

First off, **integration capabilities** are paramount. We're not operating in a vacuum. Any new tool needs
to play nice with our existing ecosystem—1Jira, of course, but also our Azure DevOps pipelines, Slack for
communications, and potentially ServiceNow for service management. If it's a standalone island, it's already
creating more work than it solves. I've seen too many tools pitched as "all-in-one" only to find they barely
connect beyond a rudimentary APl webhook.

Then there's **security and compliance** This isn't negotiable. I'd be looking for robust access controls, data
encryption both at rest and in transit, and clear adherence to standards like SOC 2, ISO 27001, and GDPR. We
can't afford to introduce new vectors for data breaches, especially with the increasing scrutiny on tech firms.
I'd want to see their security audit reports, not just take their word for it.

**Scalability** is another big one. We're growing, and what works for a team of 50 won't necessarily work
for 500. Can it handle increased users, more complex projects, and larger data volumes without performance
degradation? I'm wary of solutions that feel like they're built for startups and then patched for enterprise.

**User adoption and intuitive UX** are critical for ROL. If the tool is a pain to use, people won't use it, or they'll
find workarounds, which defeats the purpose. I'd prioritize tools that minimize training overhead and offer a
clean, logical interface. I'm not looking for something that requires a dedicated PMP certification just to log a
task.

Finally, **cost-effectiveness and clear ROI**. This isn't just the sticker price. It's the total cost of ownership:
licensing, implementation, training, ongoing support, and the potential for vendor lock-in. | need to see a
demonstrable path to how this tool will either reduce operational overhead, accelerate project delivery, or
significantly improve collaboration. Generic promises of "increased productivity" aren't enough; | need to see
the numbers, the case studies, and understand how they apply to *our* specific challenges.
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I'm not interested in shiny new features if they don't address a tangible business need or if they compromise
the core requirements of security and integration.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

Frankly, most of what | see from software vendors feels like a rehash of the same buzzwords. They all promise
"transformation" and "unprecedented efficiency," but what does that even mean?

What actually resonates, what gets my attention beyond the first glance, is when a vendor can articulate

a clear, *quantifiable* solution to a specific problem we're facing. Don't tell me your Al-powered platform
will "optimize workflows." Tell me it will reduce the average time spent on ticket resolution by 15% through
intelligent routing, and then show me the data from similar organizations that proves it. That's a message that
cuts through the noise. | want to see technical specifications, security audit reports, and clear integration
paths. If you can't provide that upfront, you're just another vendor with a pretty slide deck.

What turns me off immediately are vague claims and hype. If your messaging sounds like it was written by

a marketing team that's never actually used the product, I'm out. Generic claims about "industry-leading" or
"future-proofing" without any substance are red flags. And please, for the love of all that's efficient, don't try
to sell me a "solution" before you understand our actual challenges. A product demo that starts with a sales
pitch about features | don't need, rather than addressing a pain point I've articulated, is a waste of everyone's
time.

I'm also wary of vendors who push for rapid adoption without addressing the integration complexities. We've
spent significant resources building out our current tech stack, and any new tool needs to play nice with
Atlassian, Microsoft, and our security frameworks. If your messaging doesn't address that, or worse, implies
we should rip and replace, then it's a non-starter. | need to see how your product fits into our existing
architecture, not how it tries to dominate it.
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A Andre Davis

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests

Tech innovation Leadership development Process optimization Strategic planning Hiking Mentoring junior talent
Values

Efficiency Innovation Accountability Scalability Team Empowerment
Goals

Streamline project workflows across departments Improve team collaboration and communication

Reduce operational costs through automation Ensure data security and compliance

Pain Points

Lack of visibility across projects Inefficient resource allocation Integration challenges with existing systems

Difficulty in tracking ROI for new software

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

Oh, thisis a fantastic question because it really gets to the heart of how | evaluate new tools. For me, converting
from a free trial to a paid subscription isn't just about liking the software; it's about seeing a *tangible,
undeniable impact* on our operations.

Firstand foremost, **does it solve a core pain point?** |'m looking for solutions that directly address things like
our current lack of cross-departmental visibility, or the clunky, inefficient resource allocation we sometimes
struggle with. If the free trial clearly demonstrates how it can smooth out those rough edges, that's a huge
win. | remember evaluating a new analytics platform a couple of years ago - the free tier immediately showed
me blind spots in our customer journey that our existing tools just couldn't illuminate. That kind of immediate
clarity is a powerful motivator.

Secondly, and this is critical, **scalability and integration capability.** We're growing, and | need to know this
isn't a band-aid solution. Can it grow with us? Will it play nicely with our existing ecosystem - our Salesforce,
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our Microsoft Teams, our Jira instances? If a free trial feels like a standalone island, that's a red flag. I'm
always thinking about the long game, about minimizing friction when we onboard new teams or expand into

new markets. A seamless integration story during the trial period makes a world of difference.

Then there's the **ROI potential.** | don't just buy software; | invest in solutions. During the trial, I'm actively
looking for data points, even anecdotal ones, that suggest we'll see a return. Can it reduce manual effort,
saving us X hours per week? Can it improve project delivery times by Y percentage? Can it cut down on
miscommunications that cost us Z dollars in rework? I'll often set up a small pilot project during the trial
specifically to measure these things. If | can't articulate a clear path to cost savings or increased productivity,
it's a tough sell internally, no matter how shiny the interface is.

Finally, and perhaps more subtly, **the quality of the user experience and the perceived support.** If the free
trial is clunky, hard to navigate, or requires an excessive amount of hand-holding from their sales team just to
get basic features working, that immediately raises concerns about the long-term adoption and support. On
the flip side, if the documentation is excellent, the onboarding flow is intuitive, and | can easily find answers
or connect with a responsive support rep during the trial, that builds a lot of trust. | need to know my teams
won't be fighting the software, but rather leveraging it effortlessly.

So, it's a blend of problem-solving, future-proofing, financial justification, and user-centric design. If a free
trial hits all those marks, I'm already building the business case for a paid subscription!

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

Oh, this is a topic | could talk about for hours! I've been burned a few times, and honestly, a clunky trial
experience can kill a great product for me, no matter how promising it looks on paper.

My primary friction points, the ones that make me hit the 'delete account' button faster than you can say "ROI,"
usually revolve around a few key areas:

First, **lack of immediate value or a confusing onboarding process.** I'm busy. We're all busy, right? When |
sign up for a trial, I'm looking to solve a specific problem, and | need to see how your solution addresses that
*quickly*. If | have to spend an hour watching generic videos or clicking through a labyrinth of settings just to
get started, you've lost me. | want a guided tour that highlights features relevant to my use case, not a general
overview. | remember one trial for a project management tool — I won't name names — where the initial setup
was so convoluted, asking for all sorts of custom fields before | even understood what the platform *did*. |
just closed the tab.

Then there's the **integration headache.** This is a huge one. We operate with a tech stack that includes

everything from Salesforce to Jira to Azure. If your trial version doesn't clearly demonstrate how it plays nice
with our existing systems, or worse, if integrating it feels like pulling teeth, it's a non-starter. | once tried a new
CRM that claimed "seamless integration" with our marketing automation platform. The trial, however, offered
no clear path to even *test* that integration, or it hit a paywall. What's the point of a trial if | can't test its core
value proposition in my actual environment? It's like buying a new car and not being allowed to drive it on the
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highway.

Another massive red flag is **feature limitations that cripple the core experience.** | understand trials have
limitations — you want me to upgrade, | get it. But if the limitation prevents me from properly evaluating the
solution for my needs, it's counterproductive. For example, a project management tool that limits the number
of projects to one or two, or a collaboration platform that restricts the number of users to just me. How am |
supposed to assess team adoption or scalability with those kinds of constraints? | need to put it through its
paces with at least a small team to see how it performs in a real-world scenario. I'm not looking for a free ride;
I'm looking for confidence in my investment.

And finally, ¥**aggressive or irrelevant sales pressure.** Look, | know you want to close a deal, and | appreciate
a follow-up. But if my inbox is flooded with generic emails or I'm getting daily calls from a sales rep who hasn't
even bothered to understand my company's needs or what I'm trying to achieve with the trial, that's a huge
turn-off. It feels like they're just trying to hit a quota, not genuinely help me. | value a consultative approach,
someone who can offer insights and solutions to the challenges I'm facing, not just push a product. | remember
arecent trial where | got three calls in two days after signing up, all asking the same basic questions that were
already covered in my sign-up form. It was just noise.

So, for me, it boils down to: make it easy to start, show me how it fits into my existing world, give me enough
functionality to properly evaluate it, and respect my time and intelligence. Anything less, and I'm probably
moving on.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

Fantastic question! This is something I've spent a *lot* of time refining, whether | was helping a scrappy
startup get off the ground or, more recently, wrangling complex IT initiatives at a larger enterprise. My criteria
really boil down to a few core pillars that, in my experience, consistently deliver results.

First and foremost, **integration capabilities are non-negotiable.** | can't stress this enough. We're past
the days of siloed tools. A project management solution needs to play nicely with our existing ecosystem -
think Salesforce for CRM, Microsoft Teams and Zoom for communication, maybe even our HRIS for resource
planning. If it doesn't seamlessly connect, we're just creating more manual work and data discrepancies,
which defeats the whole purpose of efficiency! I've seen too many promising tools fall flat because they
couldn't talk to anything else. I'd rather pay a premium for something that acts as a central hub than cobble
together a free solution that requires constant data entry.

Secondly, and this is especially critical for a Director of Operations, is **visibility and reporting.** | need to
see, at a glance, where every project stands, who's working on what, and if we're hitting our milestones. This
isn't just about pretty dashboards; it's about actionable insights. Can | easily pull a report showing resource
utilization across departments? Can | track budget vs. actuals in real-time? Can | forecast potential bottlenecks
before they become critical? If | can't get that strategic overview, I'm flying blind, and that's a recipe for
disaster. I'm looking for tools that offer customizable reporting and clear visual representations of data.
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My third big one is **scalability and flexibility.** When | was at the startup stage, | needed something that could
grow with us without costing an arm and a leg for every new feature. Now, at a larger organization, | need a

solution that can handle hundreds of projects, diverse teams, and complex workflows without breaking down.
It needs to be adaptable enough to support agile development, waterfall projects, and everything in between.
Generic, one-size-fits-all solutions rarely cut it. I'm looking for configurable workflows and permissions that

can adapt as our business evolves.

Finally, and this might sound obvious, but **user adoption is paramount.** No matter how powerful a tool is,
if my team hates using it, it's a failure. | look for intuitive interfaces, minimal learning curves, and features that
genuinely make their lives easier. This often means robust collaboration features, easy task management, and
clear communication channels within the tool itself. I'm always thinking about the change management aspect
—how easy will it be to train everyone? Will they *want* to use it? | often bring in a few key team members for
early demos and feedback to gauge this before making any big commitments.

So, to summarize: seamless integration, robust visibility and reporting, proven scalability and flexibility, and
high user adoption. If a tool ticks all those boxes, then we're really talking!

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

What *truly* grabs my attention from a software vendor is when they demonstrate a profound understanding
of the operational chaos I'm trying to tame. I'm talking about messaging that doesn't just list features, but
articulates a clear vision of how those features translate into tangible, measurable improvements for *my*
specific challenges.

For example, when a vendor focuses on how their solution will:

1. **Enhance Cross-Departmental Visibility:** "Gain a unified view of all ongoing projects, no matter the
department, eliminating silos and fostering true collaboration." That immediately speaks to my pain point of
fragmented information.

2. **Streamline Resource Allocation:** "Optimize your team's workload with intelligent resource forecasting,
ensuring the right people are on the right tasks at the right time, every time." This directly addresses the
inefficiency | battle with.

3. **Drive Measurable ROI:** "Reduce operational costs by 15% within the first year through automated
workflows and reduced manual effort, allowing your teams to focus on high-value activities." Now *that's* a
language | understand and can present to our CFO.

4. **Seamless Integration:** "Our API-first approach ensures effortless integration with your existing tech
stack — Jira, Salesforce, Microsoft Teams — making adoption frictionless." This is huge. I've seen too many
promising tools become shelfware because they couldn't play nice with our core systems.

| also really appreciate when a vendor leads with **case studies** that resonate with our industry or company
size. Seeing how a similar organization achieved success with their platform provides a powerful proof point.
And frankly, a bit of **enthusiasm and passion** for their product, backed by genuine expertise, goes a long
way. It shows they truly believe in what they've built.

é Generated by SocioLogic.ai | Confidential CONFIDENTIAL Page 120 of 130



What turns me off? Oh, where do | even begin?

* **\/ague Buzzwords and Jargon:** "Our cutting-edge, Al-powered synergy platform leverages blockchain
for next-gen paradigm shifts." My eyes glaze over. Tell me what it *does* for me, not how many buzzwords
you can cram into a sentence. | need clarity, not marketing fluff.

* **Feature Dumping without Context:** Presenting a laundry list of features without explaining their direct
benefit or how they solve a problem | actually have is a waste of my time. It feels like they're just throwing
spaghetti at the wall to see what sticks.

* **"QOne Size Fits All" Claims:** No, your solution is *not* perfect for every company from a two-person
startup to a Fortune 500 enterprise. Acknowledging where your solution shines and where it might not be the
best fit builds credibility. I'm looking for a strategic partner, not a snake-oil salesman.

* **Lack of Transparency on Pricing or Implementation:** Hiding pricing or making it impossible to
understand the total cost of ownership (TCO) is a major red flag. And if you can't clearly articulate the
implementation timeline and resources required, it feels like you're setting us up for a messy, drawn-out
process.

* **Pyshy Sales Tactics:** Aggressive follow-ups, trying to rush me into a decision, or dismissing my
concerns without truly listening. I'm a thorough researcher and a collaborative decision-maker. | need time to
evaluate, involve my team, and build a solid business case. Pressure tactics just make me walk away.

Ultimately, I'm looking for a partner who understands my world, speaks my language, and offers a clear,
data-backed path to solving my operational challenges. Anything less feels like noise.
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R Rashad Hall

PARTICIPANT PROFILE

Age Range Gender
[30,40) male
Location Education
California, United States Bachelors
Income

$100,000-$150,000

Interests
Digital marketing trends Small business growth strategies Productivity hacks Entrepreneurship podcasts
Cloud computing Team collaboration tools
Values
Efficiency Autonomy Innovation Growth Reliability
Goals
Implement a project management solution that integrates with existing tools Improve team collaboration and accountability
Reduce operational overhead and administrative tasks Gain clearer insights into project profitability and resource allocation
Pain Points
Lack of centralized project visibility across client accounts Difficulty in accurately tracking team time and project budgets
Inefficient communication leading to missed deadlines Over-reliance on manual processes for task allocation and reporting

Q7: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE

When evaluating project management software post-trial, several factors dictate whether | convert. The
primary consideration is always the **ROIl and measurable benefits** Can | quantify the efficiency gains or
cost savings this tool brings to my agency? If it doesn't demonstrably improve our workflows or profitability,
it's not worth the subscription.

**Scalability** is non-negotiable. My agency is growing, and any tool we onboard needs to grow with us
without becoming a bottleneck or incurring disproportionate costs. I'm looking at how easily we can add new
team members, clients, and projects, and if the pricing model makes sense at different scales.

**|Integration capabilities** are critical. We're already heavily invested in Google Workspace, Slack, and

HubSpot. A new project management solution needs to play nice with these existing tools to avoid data silos
and manual transfers. Zapier compatibility is a huge plus, as it allows us to automate connections where native
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integrations might be lacking.

| also pay close attention to the **user experience and adoption rate** within my team during the trial. If the
interface is clunky or requires extensive training, the efficiency gains diminish quickly. I'll survey key team
members for their feedback — ease of use, feature relevance, and how it addresses their specific pain points.
If there's significant friction, it's a red flag.

Finally, the **support and documentation** available during the trial period give me a good indication of what
to expect as a paying customer. Responsive support and comprehensive knowledge bases are essential for
troubleshooting and maximizing the tool's potential. If I'm left struggling to figure things out, that's time and

money lost.

I'm not going to commit to a monthly or annual expense unless these core areas are addressed. I'm looking
for a solution, not another problem.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE

When evaluating new software, particularly for a critical function like project management, several friction
points can quickly lead me to abandon a trial. The primary one is a **lack of immediate, intuitive value**.
If | have to spend hours watching tutorials or digging through documentation just to understand basic
functionality, it's a non-starter. My time is too valuable for that. The software needs to be designed with a
clear user journey in mind, allowing someone with a moderate understanding of similar tools to get started
quickly.

Another significant friction point is **cumbersome onboarding or setup**. If the initial setup process is overly
complex, requires extensive data migration that isn't straightforward, or demands integrations that are difficult
to configure, I'll disengage. I'm looking for solutions that respect my existing tech stack, not ones that force
a complete overhaul just to get off the ground. For example, if integrating with Google Workspace or Slack is
a multi-step, technical nightmare, it signals potential headaches down the line.

**Performance issues** are also a huge red flag. Slow loading times, buggy interfaces, or frequent crashes
during a trial period immediately erode confidence in the product's reliability. If it can't perform optimally
under trial conditions, | have serious doubts about its scalability and stability when handling our agency's
actual workload and client data. We're often dealing with tight deadlines; | can't afford software that hinders
productivity.

Finally, **poor or unresponsive support** during a trial is a deal-breaker. If | encounter a bug or have a critical
question and the support channels are slow, unhelpful, or non-existent, it tells me a lot about how I'd be treated
as a paying customer. A good trial experience includes accessible and effective support, demonstrating that
the vendor is committed to user success. I'm looking for a partnership, not just a product.
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Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE Positive

For a growing agency like mine, where we're constantly balancing client projects with internal development,
the evaluation criteria for project management tools are pretty clear-cut.

First, **scalability is non-negotiable**. We're not a static operation. A tool needs to seamlessly handle
increased client load, more complex projects, and an expanding team without significant re-architecture or
cost spikes. If it can't grow with us, it's a bottleneck, not a solution. I'm looking for tiered pricing that makes
sense as we add users, or a feature set that remains robust regardless of team size.

Second, **integration capabilities are paramount** We're already heavily invested in Google Workspace,
Slack, and HubSpot for CRM. A new PM tool needs to play nice with these existing platforms, ideally through
native integrations or robust Zapier support. Manual data transfer or siloed information is a massive time sink
and introduces errors. | need our project data to flow into our communication and sales pipelines.

Third, **visibility and reporting are critical for decision-making** | need a centralized dashboard that shows
project status across all client accounts, individual team member workloads, and budget adherence. The
ability to generate custom reports on project profitability, resource allocation, and time tracking is essential.
This isn't just about oversight; it's about identifying bottlenecks and optimizing our processes. | need to see
where our time and money are actually going.

Fourth, **ease of use and adoption are key for team efficiency** My team is skilled in marketing, not
necessarily in navigating overly complex software. The interface needs to be intuitive, with a minimal learning
curve. If it takes weeks of training, the ROI diminishes quickly. | prefer tools with drag-and-drop functionality,
clear task assignments, and straightforward communication features.

Finally, **cost-effectiveness is always a factor** especially for an SMB. While I'm willing to invest in a solution
that delivers tangible ROI, | need to see that value. This means comparing feature sets against pricing models
and looking for transparent billing. I'm not looking for the cheapest option, but the one that provides the most
strategic value for its price point. A free trial is always a must before any serious commitment.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive
What resonates with me from software vendors generally boils down to a clear demonstration of value and
a practical understanding of my operational challenges. When messaging focuses on how a solution directly
addresses specific pain points I've articulated, or even pain points | didn't fully realize | had until it's pointed

out, that grabs my attention.

For instance, if a vendor highlights how their platform consolidates client communication, project tracking,
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*and* time logging into a single dashboard, that's immediately relevant. My agency struggles with fragmented
data across Asana, Slack, and manual spreadsheets. Showing me a tangible path to centralizing that data,
perhaps with a visual of a unified dashboard, is compelling.

I'm also drawn to messaging that emphasizes scalability and integration. My agency is growing, and | need
solutions that can grow with us without requiring a complete overhaul every year. If a vendor can articulate
how their API integrates with tools like Google Workspace or HubSpot, or how their pricing tiers seamlessly
accommodate team expansion, that signals they understand the long-term needs of a scaling business. Case
studies, especially with agencies similar in size or scope to mine, are also highly effective. They provide social
proof and demonstrate real-world ROI.

What turns me off? Vague, buzzword-heavy marketing. Phrases like "synergistic solutions," "robust function-
alities," or "cutting-edge Al" without concrete examples or a clear explanation of how these translate into *my*
business benefits are a waste of my time. | don't care about the technology itself as much as | care about what
it *does* for my bottom line and my team's efficiency.

Another major turn-off is aggressive or overly salesy tactics, especially without first understanding my needs.
Generic cold emails that clearly haven't done any research on my business or industry are immediately
deleted. Similarly, platforms that hide pricing or require an immediate sales call for basic information make me
wary. As a value-driven buyer, | need transparency from the outset. I'll usually check their pricing page first
before | even consider a demo. If it's not clear, or if it feels like they're trying to upsell me before | even know
what I'm buying, I'm out. A free trial or a comprehensive demo is essential for me to evaluate the fit.
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D Desmond Cruz

PARTICIPANT PROFILE

Age Range Gender
[35,55) male
Location Education
California, United States Bachelors
Income

$120,000-$250,000

Interests

Tech innovation Leadership development Strategic planning Process optimization Financial markets
Mentoring junior talent

Values

Efficiency Scalability Reliability Team Collaboration Data-driven Decision Making
Goals

Streamline project workflows and increase team productivity by 20%

Ensure seamless integration of new PM tools with CRM and ERP systems

Reduce operational costs through optimized software subscriptions

Foster a culture of accountability and transparency in project execution

Pain Points
Lack of centralized project visibility across departments Inefficient communication causing project delays
Difficulty integrating new software with existing tech stack Overspending on underutilized software licenses

Q71: What factors influence your decision to convert from a free trial to a paid subscription for project
management software?

RESPONSE Positive

When I'm evaluating a project management software during a free trial, I'm looking for a few critical things.
It's not just about the bells and whistles; it's about how it slots into our existing operation and, frankly, how
much headache it saves us down the line.

First off, **seamless integration with our current tech stack** is non-negotiable. | remember one time, we were
trialing a new PM tool - let's call it "ProjectFlow." It had some really slick features for task management, but
when we tried to connect it to Salesforce, our CRM, it was like trying to fit a square peg in a round hole. Their
API was clunky, the documentation was sparse, and frankly, my team spent more time troubleshooting than
actually managing projects. That was a deal-breaker right there. If it doesn't play nice with Azure DevOps or
our Microsoft 365 ecosystem, it's just going to create more silos, and we're trying to break those down, not
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build new ones. We need that data flow to be smooth, automated where possible.

Then there's the **user adoption factor** This is huge. | can bring in the most sophisticated tool on the market,
but if my team — from the dev leads to the marketing specialists — find it cumbersome or unintuitive, it'll just
gather dust. There was this one platform, "TaskMaster X," that looked great on paper. It had Al-driven insights
and predictive analytics, all the buzzwords. But the interface was so dense, so many nested menus, that
people just defaulted back to spreadsheets. We had this huge training push, spent a good chunk of budget
on it, and still, people were resistant. That trial didn't convert because the friction was too high. I'm looking
for something that's powerful but also has a logical flow, something that makes sense. A good onboarding
experience during the trial is a big indicator here — clear tutorials, accessible support.

**Scalability** is another critical piece of the puzzle. We're a growing company, and what works for a team of
50 today might be completely inadequate for 200 in two years. | need to see a clear path for how the software
can grow with us, not just in terms of user licenses but in terms of project complexity, data volume, and
departmental needs. Does it offer enterprise-level features down the line? Can it handle multiple concurrent
projects across diverse teams without slowing down or becoming a tangled mess? I'm thinking about the long
game here, not just the immediate fix. Overspending on underutilized software licenses is a pain point, but so
is having to rip and replace a system every few years because it can't keep up.

Finally, the **ROIl analysis** has to be compelling. It's not enough to say it "improves efficiency." | need to see
how. Can it reduce our project delivery time by X%? Can it cut down on communication overhead by Y hours
per week? What's the quantifiable benefit? We ran a pilot with "SprintHub" a couple of years back. During the
trial, we tracked key metrics: task completion rates, meeting frequencies, even the number of internal emails
related to project updates. We could clearly demonstrate that SprintHub helped us reduce project bottlenecks
by 15% and cut down on redundant internal communications by nearly 20%. When you can put numbers like
that in front of the CFO, the decision to convert becomes a lot easier. It's about demonstrating real value, not
just perceived value.

Q2: What are the primary friction points you experience during a software trial that might cause you
to abandon it?

RESPONSE Positive

You know, I've seen my fair share of software trials over the years, and it's always an interesting dance
between hope and frustration. | remember this one time, back when we were trying to scale up our dev team
at a previous company. We were looking for a new project management tool, something that could really tie
everything together, from sprint planning to deployment.

We'd narrowed it down to three contenders, all highly recommended in the Gartner reports, and each one
had a free trial. The first one, a pretty slick-looking interface, had a setup process that felt like navigating a
labyrinth blindfolded. | spent a good hour just trying to import existing project data, and it kept throwing up
cryptic error messages. There was no clear path, no intuitive onboarding. It was like they expected me to
be a certified expert in *their* specific jargon and workflow from minute one. That's a huge friction point for
me: **an overly complex or non-intuitive onboarding process.** If | can't get a basic project up and running,
assign a few tasks, and invite a couple of team members within 30 minutes, | start to question the long-term
viability. Time is money, especially when I'm evaluating something that's supposed to *save* us time.
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Then there was the second trial. The onboarding was actually pretty smooth, | was impressed. But as soon
as | tried to connect it to our existing Salesforce CRM and our Azure DevOps instance, things fell apart. The
integrations were either non-existent, or they required a dedicated IT engineer to spend a week writing custom
API scripts. We'd already invested heavily in our current tech stack, and the whole point of a new PM tool
was to *integrate* and enhance it, not to create an entirely new, isolated ecosystem. So, **poor or missing
integration capabilities with our essential business tools** is a definite deal-breaker. It's like buying a new car
only to find out it needs a completely different type of fuel than everything else you own.

The third one, well, it had potential. The features looked great on paper, and the integration claims were
robust. But every time | clicked something, there was a noticeable lag. And when | tried to run a report on
task completion across multiple projects, the system just crawled, sometimes even timing out. | had my lead
developer try it too, and he just shook his head. "Desmond," he said, "if it can't handle a few test projects
now, imagine it with a hundred concurrent projects and a hundred users." That stuck with me. **Performance
issues, especially under even moderate test loads,** are a huge red flag. We need solutions that can scale,
not just in theory, but in practice. We can't have our teams waiting around for software to catch up, that just
kills productivity and morale.

And frankly, sometimes it's the little things, like **a lack of clear, accessible support during the trial.** | don't
expect a dedicated account manager for a free trial, but if | hit a snag, | need a knowledge base that's actually
helpful, or a chat function that connects me to a human in a reasonable timeframe. If I'm left to flounder, I'm

not going to invest my time or my team's time in something that doesn't seem to value our initial exploration.

Ultimately, for me, if a trial feels like more work than the problem it's supposed to solve, or if it doesn't clearly
demonstrate how it will fit into and enhance our existing operations, I'm going to abandon it. There are too
many options out there to waste time on something that doesn't deliver a clear, immediate value proposition
from the get-go.

Q3: Based on your company size and role, what are your personal evaluation criteria for project
management tools?

RESPONSE

When I'm looking at project management tools for the company, it's never a simple "does it do X, Y, and Z?"
kind of checklist. My role as a Strategic Integrator means I'm constantly thinking about the ripple effect any
new technology will have across the organization. We're not a tiny startup anymore, but we're also not a
50,000-person behemoth. We're in that sweet spot where inefficiencies can really start to sting, but we also
have the resources to invest in proper solutions.

So, my personal evaluation criteria really boil down to a few core pillars, often informed by past experiences
- both good and bad.

First off, **Integration capabilities** are paramount. | remember a few years back, we adopted a PM tool that
looked great on paper. Shiny Ul, lots of features. But when we tried to connect it to our Salesforce CRM or

our Azure DevOps pipelines, it was like trying to fit a square peg in a round hole. We ended up with data silos,
manual data entry, and a whole lot of frustration. It completely defeated the purpose of streamlining. Now, if
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a tool can't play nice with the rest of our tech stack — our Microsoft 365 environment, our HR systems, our
financial reporting —it's a non-starter. | need to see robust APIs, pre-built connectors, and a clear path for
data flow. I'm looking for evidence that it won't just add another layer of complexity, but actually simplify our
existing ecosystem.

Secondly, and this might sound obvious, but **User Adoption and Intuition** is huge. You can buy the most
feature-rich, enterprise-grade software in the world, but if your teams hate using it, it's dead in the water. I've
seen it happen. We once rolled out a new expense reporting system that was technically superior, but the
interface was so clunky and counter-intuitive, people just reverted to spreadsheets. It was a costly lesson in
human behavior. So, when | evaluate a tool, I'm thinking about the end-user experience. Is it easy to navigate?
Does it require extensive training or can someone pick it up quickly? I'll usually get a small, diverse group from
different departments — engineering, marketing, sales - to test-drive it. If they can't figure out how to create a
task or track progress within an hour, we have a problem. I'm looking for something that reduces friction, not
creates it.

My third point is all about **Scalability and Future-proofing** We're growing, and we're growing fast. What
works for 100 people might crumble under the weight of 500. | need to know that this tool can scale with

us without requiring a complete overhaul every few years. That means looking at their roadmap, their cloud
infrastructure (preferably AWS or Azure, given our existing footprint), and their ability to handle increased
data volume and user load. I'm also thinking about potential new features or modules they might offer down
the line. Will it support portfolio management if we need it? Can it handle advanced resource allocation as our
teams diversify? I'm playing the long game here, not just solving a problem for today.

And finally, something that ties into many of these points: **Real-time Visibility and Reporting**. As an

IT Director, | need to be able to pull up a dashboard and see exactly where we stand on key initiatives
across the company. | need to understand bottlenecks, resource allocation, and overall project health without
having to chase down individual managers for updates. That means robust reporting features, customizable
dashboards, and the ability to drill down into specifics. | remember a time when we were stitching together
project updates from different tools and spreadsheets for our quarterly board meetings. It was a nightmare
of conflicting data and last-minute scrambles. Never again. | need a single source of truth that empowers
data-driven decision-making, not just for me, but for every project lead.

So, it's not just about features, it's about how those features integrate, how they're used, how they'll grow

with us, and what kind of insights they can provide. It's about reducing friction and increasing clarity across
the entire organization. That's the real win.

Q4: What messaging and positioning from software vendors resonates most with you, and what turns
you off?

RESPONSE Positive

When I'm evaluating a new piece of software, particularly something as critical as a project management
solution, the messaging that truly cuts through the noise for me is centered on *impact* and *integration*.

I remember back when we were still using a patchwork of spreadsheets and email for project tracking across
departments. It was chaos. Things would get lost, deadlines missed, and the amount of time spent just trying
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to figure out "who's doing what" was staggering. So, when a vendor comes to me and says, "Our solution
reduces cross-departmental communication overhead by 30% and improves project delivery timelines by
15%," that immediately grabs my attention. They're speaking my language - the language of efficiency and
tangible business outcomes.

What | want to see is how their software isn't just another siloed tool, but a central nervous system for our
operations. Show me how it plays nice with Salesforce, with our ERP, with Azure AD for single sign-on. | once
sat through a demo where the vendor spent 20 minutes showing off some flashy new Ul feature, but when

| asked about their APl documentation or their integration roadmap, they punted. That's a red flag. | need

to know this isn't going to become another headache for my IT team to jury-rig into our existing stack. I'm
looking for a strategic partner, not just a product.

Case studies are gold. Not just any case study, but ones that mirror our own challenges. If they can show me
how a mid-sized tech company, similar to ours, used their platform to scale operations during a period of
rapid growth, that's compelling. It's not just about features; it's about solving real-world problems that *I'm*
facing.

Now, what turns me off? Generic, buzzword-laden marketing copy is a quick way to lose me. When | see
phrases like "revolutionary Al-powered synergy" or "paradigm-shifting innovation" without any concrete
explanation of what that actually *means* for my business, | just tune out. It feels like they're trying to hide a
lack of substance behind jargon.

Another thing that really grates on me is when vendors focus solely on the "easy button" aspect without
addressing the underlying complexities. They'll say, "Our tool makes project management effortless!" but
they gloss over the change management required, the data migration, the training for a diverse workforce. I've
been through enough software implementations to know that "effortless" rarely translates to reality without
significant upfront planning and support. | expect a realistic conversation about the journey, not just the
destination.

And honestly, aggressive sales tactics. The pushy follow-ups, the "limited-time offers" that feel manufactured
—it just makes me question their integrity. I'm a long-term planner. I'm looking for a solution that will grow with
us, not something I'm strong-armed into buying this quarter. Give me the information, show me the value,
and let me make an informed decision with my team. That's how you build trust, and trust is paramount when
you're talking about integrating a core system into your business.
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