


A uthor’s N ote

W h e n  th e  p ro p o s a l  fo r  C r o s s in g  th e  C h a s m  w a s  u n d e r  n e g o t ia ­

t io n ,  b o th  th e  p u b l is h e r  a n d  th e  a u th o r  a g r e e d  th a t  i f  th e  b o o k  

so ld  m o r e  th a n  five  th o u s a n d  c o p ie s , it  w o u ld  b e  d o in g  w e ll. 

A f te r  a ll, it  w a s a n ic h e  b o o k  f r o m  a n  u n k n o w n  a u th o r  a d ­

d re s s e d  to  th e  s o m e w h a t  e s o te r ic  c h a lle n g e s  o f  m a r k e t in g  h ig h -  

te c h  p ro d u c ts .

In  fa c t, b y  th e  e n d  o f  th e  d e c a d e , th e  b o o k  h a d  so ld  m o re  

th a n  th r e e  h u n d r e d  th o u s a n d  c o p ie s  s in c e  its  f ir s t  p u b l ic a t io n  in  

1991. O f  c o u rs e ,  p u b l is h e r  a n d  a u th o r  w e re  d e l ig h te d .  B u t  th e  

m o r e  in te r e s t in g  q u e s t io n  m ig h t  b e , W h y  w a s th e  b o o k  so  su c ­

ce ssfu l?  T h e  a n s w e r  is a t e x tb o o k  e x a m p le  o f  th e  e ffe c tiv e n e ss  

o f  w o r d - o f - m o u th  m a r k e t in g ,  th e  v e r y  p ra c t ic e  th a t  th e  b o o k  

a d v o c a te s  in  its  n ic h e  a p p ro a c h  to  g a in in g  m a in s t r e a m  a d o p t io n  

fo r  d is ru p t iv e  in n o v a t io n s .

F irs t o f  a ll, i t  t u r n e d  o u t  th a t  th e  m e ta p h o r  o f  th e  c h a s m  

a n d  th e  r e c o m m e n d a t io n s  fo r  h o w  to  cro ss  it  s t r u c k  a d e e p  

c h o r d  a m o n g  e x p e r ie n c e d  h ig h - t e c h  m a n a g e rs .  C o u n t le s s  r e a d ­

e rs  h a v e  to ld  m e  th a t ,  a l th o u g h  th e y  v a lu e d  th e  m a te r ia l  in  th e



b o o k ,  it  re a l ly  d id n ’t te ll  th e m  a n y th in g  th e y  d i d n ’t k n o w  a l ­

re a d y . R a t h e r  it  c a p tu r e d  w h a t  h a d  b e e n  fo r  th e m  s c a t te re d  i n ­

tu i t io n s  a n d  r u e f u l  le a r n in g s  a n d  p u t  th e m  in to  a c o h e r e n t  se t 

o f  f r a m e w o rk s  th a t  c o u ld  b e  u s e d  fo r  f u tu r e  d e c is io n  m a k in g .

T h is ,  in  t u r n ,  c a u s e d  th e m  to  pass th e  b o o k  a lo n g  to  c o l ­

le a g u e s , as m u c h  to  sp re a d  th e  v o c a b u la r y  as a n y th in g  e lse . T h u s  

th e  b o o k  le f t  th e  m a r k e t in g  d e p a r tm e n t  a n d  b e g a n  to  f in d  its 

w a y  to  th e  e n g in e e r in g  s e c t io n , w h e r e  a w h o le  lo t  o f  re a d e rs  

c la im e d  it w as th e  f ir s t m a r k e t in g  b o o k  th e y  d id n ’t t h r o w  a w a y  

a f te r  r e a d in g  th e  e a r ly  c h a p te rs . P ra is e  f r o m  e n g in e e r s  is p ra ise  

in d e e d ,  a n d  th e  a u th o r  w a s  d e e p ly  g ra te fu l  fo r  th is  re sp o n se .

T h is  u n u s u a l  t u r n  o f  e v e n ts  a lso  c a u g h t  th e  ey e  o f  th e  v e n ­

t u r e  c a p ita l c o m m u n i ty ,  w h ic h  b e c a m e  a c h a n n e l  fo r  m o r e  b o o k  

sales. V e n tu r e  c a p ita lis ts  saw  in  th e  n e w  v o c a b u la r y  a m e a n s  to  

b e g in  a m a r k e t  d e v e lo p m e n t  d ia lo g u e  w i th  th e i r  e n g in e e r in g -  

o r ie n te d  e n t r e p r e n e u r s .  I n d e e d  fo r  w h o le  c o m p a n ie s  th e  b o o k  

b e c a m e  r e q u i r e d  r e a d in g ,  ju s t  to  g e t  e v e ry o n e  o n  th e  sa m e  p a g e .

P ro fe s so rs  a t b u s in e ss  sc h o o ls  th e n  p ic k e d  it  u p  fo r  th e i r  

c o u rs e s  in  e n t r e p r e n e u r ia l  m a r k e t in g ,  w h ic h  w a s b e c o m in g  a ll 

th e  ra g e  in  th e  d e c a d e  f o l lo w in g  th e  b o o k ’s f irs t re le a se . S tu d e n ts  

l ik e d  th e  b o o k  b e c a u s e  it  w a s  b o th  d e s c r ip t iv e  a n d  p re s c r ip t iv e  

in  c le a r  te rm s ,  la rg e ly  b e c a u s e  it  c o m m u n ic a te s  th e  c o re  o f  its  

a r g u m e n ts  th r o u g h  m e ta p h o rs ,  m ix e d  t h o u g h  th e y  o f te n  m a y  

b e . I f  y o u  b o u g h t  in to  th e  a n a lo g ie s , y o u  p r e t ty  m u c h  h a d  th e  

e sse n c e  o f  th e  b o o k ,  a n d  r e a d in g  it  w a s  ju s t  a c o n f i r m a t io n  o f  

w h a t  y o u  a lre a d y  k n e w .

A n d  so th in g s  w e n t  s w im m in g ly  u n t i l  a r o u n d  19 97  o r  so , 

w h e n  s tu d e n ts  b e g a n  a s k in g , “ W h o  is A s h to n  T a te  o r  C u l l in e t?  

W h a t  is W o r d S ta r  o r  In g re s ? ” T h e  e x a m p le s , w h ic h  a re  k e y  to  

a n y  a r g u m e n t  b y  a n a lo g y , h a d  g r o w n  lo n g  in  th e  to o th .  A n d  so 

a r e v is e d  e d i t io n  w a s p u b l is h e d ,  k e e p in g  th e  a r g u m e n ts  la rg e ly



in ta c t  b u t  s u b s t i tu t in g  199 0s c o m p a n ie s  fo r  th e i r  198 0s p r e d e ­

c e sso rs, f u r th e r  a f f i r m in g  th e  a u th o r ’s b e l ie f  th a t  c h a sm s  a re  a 

p e r e n n ia l  fe a tu re  o f  th e  te c h  s e c to r ’s la n d s c a p e .

A n d  th a t  h as b e e n  p r e t ty  m u c h  th e  s ta tu s  q u o  fo r  th e  last 

d e c a d e . S a les h a v e  c o n t in u e d  a p ace . C o u n t in g  fo re ig n  la n g u a g e  

e d i t io n s ,  a t th e  t im e  o f  th is  re v is io n , th e y  h a v e  su rp a s s e d  six  

h u n d r e d  th o u s a n d  c o p ie s , w i th  th e  f r a m e w o rk s  in  th e  b o o k  

c o n t in u in g  to  b e  in v o k e d  in  th e  sa m e  c o n te x ts  as b e fo re . B u t  

a g a in ,  s o m e w h e r e  a r o u n d  2 0 0 7  s tu d e n ts  b e g a n  a s k in g , “ W h o  

w as C h a n n e lP o in t?  W h o  is V e r t ic a lN e t?  S il ic o n  G ra p h ic s?  Savi? 

A r e n ’t th e r e  a n y  case  s tu d ie s  o f  c o m p a n ie s  w e  a c t u a l ly  k n o w ?” 

A n d  so , o n c e  a g a in ,  it  h a s b e c o m e  t im e  to  re f re s h  th e  e x a m p le s , 

a ta sk  th a t  I e m b ra c e  w i th  e n th u s ia s m , i f  p e rh a p s  a b i t  b e la te d ly .

A s b e fo re ,  m y  a p p ro a c h  h as  b e e n  to  p re s e rv e  th e  fa b r ic  o f  

th e  o r ig in a l  b o o k .  T o  b e  su re , m u c h  w a te r  ha s p a sse d  u n d e r  th e  

b r id g e  in  th e  p a s t d e c a d e , b u t  o n c e  y o u  s ta r t  r e m o d e l in g  th e  

b r id g e ,  y o u  e n d  u p  h a v in g  to  r e c o n s t r u c t  it  e n d  to  e n d . In s te a d , 

w h a t  I h a v e  a l lo w e d  m y s e lf  to  d o  is a d d  tw o  a p p e n d ic e s .  T h e  

f irs t  is a s h o r t  re c a p  o f  th e  a r g u m e n t  o f  th e  b o o k  w h ic h  fo llo w e d  

C r o s s in g  th e  C h a s m , n a m e ly  I n s id e  th e  T o r n a d o , th e  g o a l  o f  w h ic h  

w a s  to  flesh  o u t  in  fu ll  th e  T e c h n o lo g y  A d o p t io n  L ife  C y c le  e n d  

to  e n d  f r o m  th e  e a r ly  m a r k e t ,  th e  c h a s m , a n d  th e  b o w l in g  a lley , 

o n  to  th e  to r n a d o ,  M a in  S tre e t ,  a n d  p o s t - a d o p t io n  c a te g o r y  m a ­

t u r i ty .  T h is  s h o u ld  a l lo w  f i r s t - t im e  re a d e rs  to  p u t  c ro s s in g  th e  

c h a s m  i ts e l f  in to  its  b r o a d e r  c o n te x t .

T h e  s e c o n d  a p p e n d ix  a d d re sse s  a rg u a b ly  th e  m o s t  d r a m a t ic  

d e v e lo p m e n t  in  h ig h  te c h  o f  th is  c e n tu r y ,  th e  rise  o f  c o n s u m e r  

I T  d r iv e n  la rg e ly  b y  in c re a s in g ly  in n o v a t iv e  u ses  o f  m o b ile  d e ­

v ic e s , c lo u d  c o m p u t in g ,  a n d  th e  W o r ld  W id e  W e b . P r io r  to  

th is  e ra , I T  c a te g o r ie s  a lm o s t  a lw ay s b e g a n  life  as b u s in e s s -  

to - b u s in e s s  a ffa irs  w i th  a su b se t e v e n tu a l ly  t r i c k l in g  d o w n  to



b u s in e s s - to - c o n s u m e r  m a rk e ts  a f te r  th e  te c h n o lo g y  h a d  b e e n  

p r o v e n  a n d  c o s t r e d u c e d .  B u t  in  th is  c e n tu r y ,  it  h a s b e e n  th e  

B 2 C  b u s in e sse s  th a t  h a v e  le d  th e  w ay , a n d  it  is j u s t  n o w  th a t  th e  

B 2 B  p la y e rs  a re  r e a c h in g  o u t  to  b r in g  th e s e  te c h n o lo g ie s  in to  

th e  e n te rp r is e .

I t tu r n s  o u t  th a t  C r o s s in g  th e  C h a s m  is a t h e a r t  a B 2 B  m a r k e t  

d e v e lo p m e n t  m o d e l .  I t  c a n  b e  a p p lie d  to  B 2 C , a t t im e s  q u i te  

e ffe c tiv e ly , b u t  a t th e  e n d  o f  th e  day, i t  is n o t  n o r m a l ly  th e  b e s t 

m o d e l  to  u se . In s te a d , a m o d e l  w e  h a v e  b e e n  c a l l in g  th e  F o u r  

G e a rs  h as  p r o v e d  m o r e  u s e fu l  fo r  d ig i ta l  e n t r e p r e n e u r s  b u i ld in g  

c o n s u m e r  b u s in e sse s . S o  th a t  is th e  to p ic  a d d re s s e d  in  th e  s e c o n d  

a p p e n d ix .

A ll in  a ll, it  h a s b e e n  q u i te  a jo u r n e y .  T h r o u g h o u t ,  I h a v e  

e n jo y e d  th e  s u p p o r t  o f  m y  fa m ily , e s p e c ia lly  m y  w ife ,  M a r ie ,  as 

w e ll  as th a t  o f  m y  m a n y  c o lle a g u e s  a t th e  C h a s m  G ro u p ,  C h a s m  

I n s t i tu te ,  T C G  A d v iso rs , a n d  M o h r  D a v id o w  V e n tu re s .  A d d  to  

th e s e  m y  e d i to r s  f r o m  H a rp e rB u s in e s s ,  m y  a g e n t ,  J im  L e v in e , 

a n d  m y  p e r s o n a l  a ss is ta n t a n d  b u s in e ss  m a n a g e r ,  P a t G ra n g e r ,  

a n d  y o u  c a n  see  it  re a lly  d o e s  ta k e  a v i l la g e .  T h a t  sa id , p e rh a p s  

m o s t  im p a c tf u l  o f  a ll h a v e  b e e n  th e  h u n d r e d s  o f  c lie n ts  w h o  

h a v e  b r o u g h t  to  o u r  c o n s u l t in g  e n g a g e m e n ts  th e  m o s t  in te r e s t ­

in g  p ro b le m s  a n d  th e  m o s t  e n g a g in g  e n e rg y . T h e y  a re  th e  o n e s  

w h o  in s p ire  u s a ll.

G eoffrey  M oore  
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