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LA SV I e RBlErD (2o

EAZH] LD = 7 m R R A~ OBEERAILED

ZAEV SDL o LA 4T 5 Foundational Premises(FP)GZ ES)
BARIZIZ, P—ERAZa VAT LAERA DD

K%@L\%Kﬁ@&@émmm%4@65m%%SMTwéou

ZFP =4

Foundational 2004 2008 Update
Premise
FP1 The application of specialized skills and Service is the fundamental basis of No Change
knowledge is the fundamental unit of exchange AXIOM STATUS
exchange.
FP2 Indirect exchange masks the fundamental Indirect exchange masks the No Change
unit of exchange. fundamental basis of exchange.
FP3 Goods are distribution mechanisms for No Change No Change
service provision.
FP4 Knowledge is the fundamental source of Operant resources are the Operant resources are the fundamental
competitive advantage. fundamental source of source of strategic benefit.
competitive advantage.
FP5 All economies are service economies. No Change No Change
FP6 The customer is always the co-producer. The customer is always a Value is cocreated by multiple actors,
co-creator of value. always including the beneficiary.
AXIOM STATUS
FP7 The enterprise can only make value The enterprise cannot deliver Actors cannot deliver value but can
propositions. value, but only offer value participate in the creation and offering
propositions. of value propositions.
FP8 Service-centered view is customer A service-centered view is inherently A service-centered view is inherently
oriented and relational. customer oriented and relational. beneficiary oriented and relational.
FP9 All social and economic actors are No change
resource integrators. AXIOM STATUS
FP10 Value is always uniquely and No change
phenomenologically determined AXIOM STATUS
by the beneficiary.
FP11 New

Value cocreation is coordinated through
actor-generated institutions and
institutional arrangements.

AXIOM STATUS

Y= RT3 VAT A~OEEEIIIEIRIZ, £ D IEAWELR T

HifT: Vargo and Lusch(2015b)

2-2 SDL ® Foundational Premises & Axiom
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B2 DA TH D, Lusch and Vargo(2014a)i3—E AT a v AT AEZKRD L HIZ
EFHRLTND,

Relatively self-contained
Self-adjusting system of resource-integrating actors

Shared Institutional logics

Mutual value creation through service exchange

AIFFETIEHE - T OGR L7405 IT b —E A BELZOLE>OFELZ—E AT
AVAT LANTIEEN T 57 7 X — [ EDT, DT 7 X —L DOV —EALZHIIER
THZLLETEOERBEERZ LY ETHLDTHD,

2.3.2 SDL IZ& 1T % Institutions D#E=

= RTa AT AEEESED ETEERKEE RZITHEE& L LT Vargo
and Lusch(2015a) CiX Institutions @ &\ E M fE#EiH 4L TV 5, Institutions & 1%
ﬁﬂﬁi@’?ﬁm XERTHOTIERL, AxORABEIEHIRL TT 7 ¥ —0OMAE/EHZM

IZRS LS E DTz TREE - #HE) 2L b, FEHEEIZE T % Institutions O

%@%%k LT, EEOHSHE, pEEZ I, SRl b2 0fEEch D L S
NTW5D, LFLOCETH IR STV D & 9 IZ Institutions (ZHEAMDOBEEE TIE7R <
Institutional Arrangement(Vargo and Lusch(2014a) Tl Institutional logics) & L
’Cﬂﬁlfz @ Institutions 2MHAIZE LSV 5 N2 O ERENRT 52D L LT

HS ATV D, R TII T oM - 2hREEZZE L, @5 R2EKRSNT
Institutions Z#E 2 T [EE - HlE] KL T 5, BEAEMITIE, #2IE6T A4 0
PEPEE) 2 PR AE S & TV 2 BEF O M AL 22, BB R E2 TS & A D 2
LET D,

233 FobrLILF—owTEY—EXR FEFH2Ub-0O9
v

Lusch and Vargo(2014b:53)1%7 > b L7 L — v &R - 2BV TR D

BHERANRT N Y —=ZADOEDEERHRLTWD, T LT LT —y FII A%
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PELWEER, BATEEEIII P —EAZAELAFLORTHY . ZD LD
Y —ERERMETHEDICEM M ENTT 7 ¥ —EHAET AT N Y —R
ThrEINnTWD, SDL OS2Il AniE o A% E LTI
Sarasvathy(2009), Read and Stuart, et al(2009)? Effectual theory 23Z(F 515,
Lusch and Vergo(2014a:192) T Z OB FMENER ST 5, £ Oz Callaway
and Dobrzykowski(2009)(Z 35 T & SDL O 2 D A= 7 1t 2 DG
BT ON TN D, ZIHOIZEIL SDL O % B At Tl LA 2 4% - 7= 05
ThHN, P—ERATaT AT LL NS~ 7 B REENERE S TWVRY, RIS
XD SDL DR EEZ T TV~ 7 a2flS 20 A2 THH . 2o
SEE 7 B E b5 & ZAIMBMERS B,
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F3E A-a—2TEDORE - 4T
31 A a— VB EXDRAEEBTELEEBTH/EE

3.1.1 RLBGTEDBMIEEDREFE

AR ARz BY | 2=a—REOERIT [$1B UL EOHEERMEKREEZ Frok k
B¥) Thd, FHMIRAEOFHERIT THRM<BITHEKRRE] Th o, RIGE¥EOR
3RS COmB| 2@ U TR S D, Ll K ESEEOKMIL TSl D
£ O BREBIBRBUEDRAE L2\, 2D, HMINITIRER L EXZDOEEICEL ST
kS5, A « KAQOLIDITKET L AWV b DR EEGAZEORMMN O E )5
EOOEDL LTRUTF ¥ —F ¥ EXEEZBEI LT D, ZOBRMIEFIEZLLT
DOFNETITOID,

® REFIIHTGE MO ERDIEL T 2 FHEF M OKRIEZ R D

® REFIIMRATEARF R TH MG ON D BIAREHZ D 5

® Ml LA A 8T L RGO F g R IR AL D 2 FHE A G 45 %)
(CHUAEZE D~ )V TF 70 % 31 TR RS i O BK B A B Gt i) R 6D 2

® [ELOMGANIEZ ~N— Fb b — FAREEDRIE T D IARR O IAE =) THIE
HfE 5] & . BAEOREE A2 FE L CREEmkAG & 3%

FREOFIETHRET B8 < £ THEEZOREDN LMK TH 5, EHTIL
B 5 LB EFR O N ERRCER OB E RN 2 A1 O E R+ 055
R CHEIZZ B+ 5, BEKHICITEER L BEH. HOVIIREREHOAEICE - T
PEE RO E D = &7 D,

F7-. K ESAEIT EEROEINICE 2 ANCERE OB &RELIT O, IERICHRSE
HECTELIRETLE LR CHi4 @02 R b @82 HET 2, aoa— ¥
BEZEN O EZB D EENARE VR A ET ) RERTH D, HATEADEHIE,
FERNSEBE O SR~ DI R ER N S 2R E L Th., BB RIIHRONE
AERDTRERVRIICH - T- R SND, HHWE, [a=a—r] L HE
SN —AL LI IRIL T Tl $1B OHEERHIFA4E 2 34 5 Bl 2 RIS ET 5 2
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EN, BHEEA~DFEREED, BRI BEHE~DHMELE 72D EEZ DREF -
TEEZNELET H A S HERI SN 5, R B2 OO E R 20 I T E K &
EEFZOREBEMNRIREEZRND O TIERNWEE XD,

312 A-a—VTEDKEREICEHT HBR

Hi21E 2015 4F 12 ABIE T 140 O = a— U R¥ENFET 5, FEEN
=a—VREDOERTHDH [$1B UL EOHEERHMEFRER) (TR L2k &2 KRN
REHEUTOROETEHTX 5,

The Increasingly Crowded Unicorn Club

E2CBracin actifio N - rrosses® Geoupe

= % houzz N &
irt ~SC Yrioomrete ot
an (2 airbnb - — e el b e
. deem . cloudera “elack oscar 7, 3‘""""‘
(0] . NUTANI ¢ " uj’"'"“ o
0 Qo -
- © vrce SR Wy “um-“"“&*m
Q Palant 3 Dropbox [P ° ales 3 o e 9_ .g, smat | ,'@_‘
alantir Gl . t [
JSopkar D couy Wbl v A M AAAAA
GIL1 Dintaredl | sremarme AR e @ F PN m
AALR AwBONL BRACEX @ mongo Tardo) ) R
?'ANAYDC‘ i v ) » e e [
4 Klarna SEHPe nmisn "'",...,,... el b
theranes @ e .
| Markioet| v
Jan Pty Jan oy Jan iy Jan ity Jan Yoty
w0 01 w012 2012 2013 2013 2014 014 2015 WS

Date of $1B+ Valuation

HiFT: CB Insights (2015b)

3-1 =a—ERORFRIIRFELERD

FFREOMTIEa =2 — o EEOHEERHMIR A B2 L 72 R RIS SO v A5
HENTWD, M5 2014 4E, 2015 Bl = a0 — 2B LN KB ICIEET
B2 ENbND

Lee(2013)3 . = 2 — R ¥EDFE A4 fafi L 72 2013 FLURE, $1B OHEERHliFa%E
IZZET DAL= T v 7 [2=a—2 7 57 [T Aoz g S, BREGEHID
T T REHBBRINTEERFDONREHET Lok 7, ¥ 1-2 7 o—/ 1T
DRUF ¥ —FHEFEOHR ] TRLIEZEL D12 2014~15 iR F ¥ —HE RN 2K
IZH R TWDHEETH D, REODE®ZRA L TV OERERITEEBELRKM A 2R I
ThbANRDZ=a— 2 BEOKEZH > TRICANL D & LICA[EEERZ X Hid, H
HOIL TRV DOD, ZDO LI RN RH o7 EARET D & 2014~15 FEI12HE <
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Da=a— RENMAHINTEEHBAO —EAHHTE 506 Ly, 2015 40
#1210 Heft(2015)D L H i =a— 3T BET 2 REBREN —EDO /T LR
RBIZH 2 L e 2 EEROBRE DL SN D RBIT > TV D,

EERIZ, Nate@O1B)WNFEMT DL 912, 7Ly RA—RREOENA )LV =
—v a U EJET 5 Square tHD EIGE OEATI AR L5 BRE T OMAMN A TEl 5 FH173
HTW5, [FIERIC Primacy(2015)23454# L 7= Theranos ftOHEFIZ A LN HED |
HENEY Y a—Ta URNYHIOBEIFE O RCMEE A SN r— AL EBRS
N5, 270, 20X )78, 2=a— 2 02RICRS T, BRI HIN 225
MR LT LA SNBROR EGEE~ORE TIIFIIBEINDI I AT THDHZ
CICHLEENLETHD,

313 A-a— VT EIZEBTHEE

MHEDOL=a— U RESOFREREN —FO AT VIREEIZH 5 & HEH S D R0
TIEH 5 DD, 140 HHBOEEOTITIZEFN R E DX AETT VAL, A4 D4k
EREVRADOH ) Tae RESEZODODDHEENFIET HAEMIEHDICH D, K
ML, 2=a— ROV X MZEEN LKA D Google, Facebook (272 % FIHE
MDOHLEHIZER L, TOETRAORBEZHGNNCT 5 2 & CHEEBBAO LTS
BRI RS EICEIRT 2 2 L 2 HEET b O TH D,

[FARIC, 2= —EICER LI EITO 2 8130/ _X—2 3 VOEIUTAT]
RIpEEIPEROBNBIZEET 2R EEREZBLETH L THLEREZAT D, Var—
21977, R7 v —(1985) 72 ENFERT 5 L 2124 7 N— a3 TRIFIIMED E
PINDFHLTH D, RFHMEO ZBLA M2 MO H1TIEA /) N—2a v OT AT
4 T DEEEZ X2 HEEMNEMITIBMETHSL, 2=a—EE, ALDOEEEZH
CTHEEY X — 2 G T ERMEBORRE FFORE R ORGIC )72 o T B3R
ThD, KFZEIL, ZHEOEEETE L AENREFTBOBRTED L O R0 #
HEATI ZEICE S THEEEZRESELZD, LWVWIREEBZERTIHILOTHDH, HEF
D BB D FAUX, AR ORI G L 72 D EENTD AT NEEZFHME L CTEE&ZH T
TeEnWHZEThD, i XOBRBETHEISNDIEERET VOB ZHZ TV Z &)
BHEFZ~DTE—NLHRA L N THHoTmBEXDHTENTX S,
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3.2 AEMRDIRY AH

20154 12 ABUE CHIGICAAAET 5 140D =a — REORTE oI T2 2
CITEE LN, FDT, AR TIE S OEEATE L ToOrd%R L 45, dhiHokk
YT TR S SAELINICHEE RIS 1B IS B L2 L +5, ZoRELH
ET DT LT 3FREOEMM THFEL MR S HEFEN O &2 1572 2 hl
TX 5, i S 2 BZETRMEHHORIZ L ST EOTHEREFH LI E
2 BND, TDTH, P OEZEEEICE T L THFRIET 5 2 &L THOMOREREZ G
WO ENTEDLEEZ LD, £o, FHIHTHE LIS HIER 248
WDHZ LI DTm, HRIUENESIC/2 5 &0 ) i ORI b HEhfi 2 T b,

FRTCIHR AR IS X RS 3 TEIB OHEERMIFRZRIC B LS
LIRS, FRedEOWN, M@ENTIZ > TV A REITHERSSRN TH D, T OHH
IXERHNEE « ST 572 2 ERRIT O D, RFIEODHRIT THE 70D,

By fm#e R
($B)

&3 b ]
Bi(sm)

RuE B3R MM

RHOBELEEZRLULWVMBEAEKRTUE TRERMMIZA

1 Airbnb USA | F o A MU S BAME O WA = % 255 2008/8/1 30 38900
2 | Xiamoi CHN | RR—hI4o Wil -85, T ALY —ERDRME- R 46 2010/4/4 17 1447
' AT—FIAVIZELADFL T LEERLTIL S | 6(2015/11 '
3 | Square USA | KRR E S EHTRBH—ER, /opo) 2009271 24 591
BHABDAT—rI4 T VMR- B, EELE
4 Snapchat USA BRA—EMMTENTAERT HREN0/REIZLHE 16 2011/5/1 26 1,190

TAEEBRTANSATNS,

AR—=bTH2 BTLyb PCRREDMFES —LL RIS

5 | Slack USA | 2RWTAYvE—COPYRYATEEIZA -y —2ay 28 2013/1/1 18 340

A7 IV%ER-BRTIEE

ERERETIRA—N—TrurREN WS IZHALT

6 | Instacart USA | A9bRA—/{—2ERTEIRBERRT LV —ER. & 2 2012/71 25 275

, FRFE-REE2EEND

7| Zenafts Usa | AFBEQRBRMETS_ENTESYIRIITE

H—E X(SaaS) ELTHIR-1R T H0%

Didi Kuaidi ;‘;nga;é?;/—ﬁﬁih’)?j‘JEQ’§¢':E}I- 2012/8/1
: 2 VAN . ! -z

Yello Mobile ?f;ﬁﬁ,ﬁ’;;f;gggzw FI=#onan 2012/8/1

AVERST B L= F AT LRERBTOT

FBEZEDLICA LS U avE T E— L ERE

BHMOT—5E22 1\ TYud-039FREEHKABLTE

45 2013/11 23 584

Lazada 2012/2/1

Tllumio FaF4R) =B INTIHI AT ALIZHT IR 2013/1/1
EER-MHIUETISWH—EREMR-EETIOR

ERY—EAQE/SAUTIVEBHR-BETLEX. . 2013/7/1

Oscar Health
Insurance

BeiBei PEZEPLIZRATSFHRAGAEDT—RZEE

a0 2014/41

HifT:CB Insights (2015a) & FE I 45 1ERL

* 31 gk o—5%
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Tav Z2OME, DYV —ERTaL AT LAORHEO 4 SO HER SN D,

(DM L Q) FE - b —E AOMBIT ARG H EAMENICBETE 5 —E X
NEZ FEIZER L TW5, QEE T ot 2 O BEITAIEE R ERTDOA L X a—
ELTARESNTWDIEH A S Lo EEP I ORDBLL Y — B ABIFE O THEM
L7cHEEAZHPLICFRBR LTV D,

WY —r 2 ad ZT7 ADOMEEIL Lusch and Vargo(2014a) O L& TH 5
Actor to Actor Network 0V YV — R « f T VL — g U EARIZEENEMR LY —
EAZATATLAOT L—T =7 i, INEIICBIRE TE D FHEZ ERITOITT 2,
UTFIZ7 =T —7 OMEETEHT 5,

EHAEK)Y)—R B#Uy—X #hE)Y—2 BEYY—2
BHE (Focal Actors) (Partner Actors) (Customer Actors)
g REOHNREGS PIREET 78— —ER EXF (D087
T | EXCOBERE | 23t0t0TAY | ORMERL. BE7IS- | S OBBEEE
5% Yy TALATLOBI ISR fER LTS =S 2ITIRAMEOE
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| | I= ! RISHEM Y —
z 7 * EXZBREER
T YR :
X i .

HATZEEERR
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HHEE LTIEHTE DU Y —RATHY, & 5O & DITEMROANRSW BRI 72 fE % -
Rzl A 7740 0) VY —ATh D, HlliL SDL Tigim AL TWHH—E R
TaAV AT LERET DT 7 2RO —EALZHRmEFSNCT D202 4 DO
DEFRTTND, (1) EARY Y — 27 (EEGSOMM R &2 R7a), (2) &3
FAIZE L7242 (Focal Actor), (3) fthttV v — Z(Partner Actor), (3) @E Y Y —
Z(Customer Actor)®D 4 > ToH 5, A7 L —2AU—2 % Lusch and Vargo(2014a)ic
LD asv AT AORA Y LNLVOHRRERHA L TRBY | BEMOBRME, #Eoe
HEREOEE - I E TR SN EREFLRTELLIHIBEL TV D,

3.4 BEEDEH

3.4.1 Airbnb
[ et o]

Airbnb(https://www.airbnb.com/) %7 % A J— & L T\ TV /= Brian Chesky &
Joe Gebbi |2 & - T 2008 TGRS T, FIFLITMRE TOEIAMEICHEAEY /-
WAEELEZWAZHEDEDLYy F U7 —ERERMIE L TWD, IBFETIEY =T
Vo7 exa))I—0RENRY—ERLLTEAHINTEY ., BARIZBWTH RN
BEREELE L LTHEREZZIT WD, [Atho Web ¥4 M kiu, 1D 7H%
L7072 2015 FRFEAT 190 ~[H 3 7 4 TOHT T 2 Btk %E 2 2 2R R LD
Web 1 b EiIZE&KSL, —EBRDar7 Y 7o T%, LLTIZ Airbnb D4
ML L AR TR O AR D,

SCESE Rl (3) airbrb Airbnb £ 8] F #9441

ezt 4 - Airbnb o - (M T )

®:% 17200848 H 4000

@&l 3 & : Brian Chesky/loe Gebbia 3500

@ &%t :San Francisco, CA, USA jj:

O - ea v —A (B ARITEAREE) 2000 ——
O B EMEEN: $794.8M o B B
o H Rt 1904 FE3.4F DH™H 500 - I . '

2010 2011 2012 2013 2014
HPT 450 & FR IR
3-3 Airbnb DX E LV — X DRERI
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P —EADONE L HITESIEFE DL E L WVIERE RETW5D, LLTIZ Airbnb & 4>
TEOHER &7~ 7,

wan  AirbnbD R RFEBDHER

2,500

2,000 /
35 ‘/,
1,500 1
| 1 /
S Unicorn
1,000 &) EE /

2009 2010 2011 2012 2013 2014 2015
HPT 8 TRE % FIER
X 3-4 Airbnb ODEEFHZERINOHER

[ - — b 2 O EE]
PLTIZ Airbnb O % — B A E %2/~ T,

- [H—EXREE]

e

124 )

Travel

Feel ot hama, snrywhare you go in the
workd. Loatn more sbout how 10 trarvel on
Artob

o FERISHOREBBBLEEE) MFAFICZTOHDINECSHPH
RBAGEEEADIENBEDORTIVERLT LA —ILIRIERR

7 - https://wwaw.airbnb.com/

3-5 Airbnb O — X E
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Airbnb 1IERGFT AL L7 WAL L2 ZIZEP LW AL 2T+ 5 89— X
Th D AEAGEFT ML L2 AGE 2 B)BMRE T 2910 E# % Airbnb (28 L |
BIASFT 2R L TV D A(F A ML Airbnb OV A kN TEEiR 2R « 77 5,
BRI AUEAR A NI A N SR AR | BIRED e &I T X AU TR & Ak
ET DG ER O TICBRT 25 M2 RIc2 D T rRE2EET 2HELH D), T
FIBIZIEINM TN =%, F A N ERA MIBITHARTOFMNZ2FET 5, 29 LT
ERHINDFHMENBEVOREHAZEET LHERE L THROV—EXATIEHENS,

Airbnb 1ZARA DT B0 MEBCEE, W ECEHTIEBHZ LTV 528, hagk Al
T A N OSHNFED D FHR 2 BINT D, 7 A S OEE S Airbnb OILA & 72
L FEEEZZ L S1E . Airbnb 237 X MZAET 5, ZOV—EZDJIITEIE ST
MO FEARHICE T TH D,

(2%~ 1 & 2 i #E]2
Airbnb OEEDRARIIIEFIIZ IR L DO TH -T2 ERNH BN TWD, Airbnb @
7 A ’7“\‘4’ 7 1% 2008 4EIC A2 @ Brian Chesky & Joe Gebbia 235 & DR JE %4 9 7=
CHREOFEDEEMBEEET VI BNDEDT AT 4 7 &G E L THEERIC
%ﬁﬂ_ EMMBIEE o7, Airbnb OFIZEDH KA AIZEHE O Brian Chesky (3D X 5
(ZRLE L T 5,

MY EEFRADOERITIRAIE 1000 RV T, FEIX 1150 R, ZOHEKRIZH 77 v
AaATA U EZ—Fa AT A URBHINLD Z LI oTWnE L, JAAR
TFIEZBWMETYT, TITHRE Y a—ITREOHREE Z DA X MK M)
HRo T HDANCETZEICLE L, FIFINY FEfFfo TWEHEATLIZNR,
Va—lirue—8y FnH 3 DOZT RNy REG| SRV IELTEE Lz, ZRH
FiY&yPk7Vy777—xFJkwbﬁvyfw*~A@m%fTo:@
ol LTa&tBmE~TebliF T, 3

2 Airbnb ORI ORI RIT B EEHIA v # — % v b EICHIE LTV 525, Chang (2015) 2SBREIICE R 298 LT\ 5, AR
71X Chang (2015) OFEHR 2 LT EHF DINEE LB R EZ M A T-AIEHOEE T o 2O ETH 5,

3 Chesky, Brian, (2014a)
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BNOENBEENTT AT 4 7T KIS 70 Web A F&2 EIF, 3 ADTEH
FaHzxHZ LINTET, AIEERTEII3I NOERRLEDORFEZELUT, S ETE-
ZEDIRNANE DD PAEEI, IROEBBRDENTRD &V ERBREZGL 2 &
MTET-, ZD#IZHE< Airbnb O LR w7 a5, AIZEHE O Brian
Chesky (3 Airbnb 28 = —FIZFRHET D MEIZ DOV TR D L 5 IZIRRX T 54,

“our customers are buying a house. More than that they are buying a host,
the idea of belonging in a new city, the full experience. When we storyboard
the Airbnb experience—we storyboard every moment of the full

experience—not just the online portion of the product.”

B2 D05 T O EY — B XA Tlidle <, ZOHEITFETLHR R N EHEW, FinfZ &
DIRNEO—E L R oA 2 —FITRET 22 L, Z2ORTEINN—FTHZ LN
Airbnb O#ET HMETH D . = —FEBRZZ LB L TV 5,

Airbnb 7T A 7 ¢ TITAREMEZ & U7 BIZER Z XA AT D e Z & 2D 5,
Joe Gebbia @& AN T 5 Nathan Blecharczyk Z = =7 & LTI x. BAZAH
HHEZ T, Lo, =B RS BT OWINITIER IR CTh o 7o, A ONGER « FAT
INE D Th oo fRIZ, AT ABEIFNT 5 RKBA X2 k230> TERSG T O3 —
ERETE—LLIDOTHD, HO5E EIF$200 FEDRRAFE ., T <ICELHEIC
faoCLEI, b D7 LYy b — REREFEN-IXVE THH L TEE LR
T5, HOLWIHEOFHZT A L LEEHEN T U 72 RE L TELEEZES LW T
REEFRDTIZDODETIOH 2 i Te, HERPODOEETEIOFELLN, 747
4 T EFHME L T NDBEZFITH N2 o7z, 2009 FICEEFZERELADOY a2
X—=ZIZBMLT2Z L TOEOMEEED & L HIC—EABBOREZZT, lKE
~NOWEEZFELS L b ole, Y2 ER—FDONRX— " —THoHAR—/L - T LT L)
OZTTELLTOT RAAL AN T-OIZ72 - 72 L B O Brian Chesky 13HE Y ik -
Tn5,

4 McCann, Chris (2015)
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“ “It's better to have 100 people love you than a million people sort of like
you." To create the perfect experience for one person and then scale that;
work backwards. A lot of companies don't do that; a lot of companies make a
small tweak for everyone, measure it, make another small tweak and get that

out and measure again.”?

T, BIEEEFEIIR—IL « TLTLDT FAAL ACHKISE, HHDRETHRA M
L TREELZER, ZOFRC— PR LIy —EAOH R 2BV KT, Y=
Ex—Z OFMRBMIL 3 » A, Zns &b 2 EICITE DT 113$4,500 2 2 25
ETICR> TV, ZO% B KEEZHFLIIHKELZZT D5 —EAOMAENFEED |
GoFER TR, FEEREZZRT TNV 28102 b, —EXBMBND 4% L5
2011 FATIIAMSHNTHEAMEBIIZR D tH L, 3 » A T 100 4 % & H L T 10 fEpT st
WRESID BT 570 ERdl il EE R 5 TIThR 56,

5 Fairs, Marcus(2014)
6 McCann, Chris (2015)
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VLTFIZ Airbnb OV —E A a2 X7 ADOSHTX & R7,
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FRETHANTZEY . Alrbnb IFEEMWICHESEY VY —2OREFETHL Y a2
F—=E DL EINDE A L REMFRIIE SO TREOBEZ T D, EELYIT
H5O% % U THEIPGITORMEE Th 5 R A MIREDIRIAZIT > TWZRT,
THHY AT LDEREWVERE T Amazon 7 77 REFIH L TV Z ERHBILTV 58,
Airbnb IR A MBMRETHAEEL U A MEL, BRABERE THL T A MK - T
KEED - EHOEBEOTRENEZHIET LY 7 b =T7 %227 77 RY—E 20 LTt
LTW5, RA R« 7R FORTFIT@ERE ORI L@ERREBE TA~Y— T
FRNY A kA A=y NMIEERLTYZ 77 R EO Airbnb OH%— b 2 ZF|H
LTCTW3%, Airbnb OV —E R a v A7 ADORFEOOE DX, 15152 29 5
RARNZFEAMY V=R LTEESIT TWDHEICH D, BA FDBH L OIHKEFE
ThHMBBELATELZE LH L CeELZ G oI ERR T2 & T 652 H1E

7 Chang(2015)IC 23 M H11E B 40 i TIRAERE 21T - TUV- 2 E DR STV A2, BIE TIRIRFEIITEHE Braintree #10
% T D EORESERTE 5(2015/12/31 7 7 & A, httpsi//www.braintreepayments.com/clients)

8 Amazon Web Services, “8 A #fl:Airbnb,” (2015/12/31 7 7 & %, http://aws.amazon.com/jp/solutions/case-studies/airbnb/)
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HHDOU V=2 L TWADOTHLH(LFROMTIIARA NE2EAY Y —R LR Y
—ZOHHIZEWVTWND), HORIBEREZITW., 1EIRGFTattd 55871 L35
RAEYRAETILELSTWNWAI ENbA,

3.4.2 Xiaomi
[ 2 2]

Xiaomi(http://www.mi.com/en/index.html, HFE% [/NKk(T v 4 3)) )iE 2010 4
B EFROER(L A - D2 )N Lo TRIRENT- A~ — b 7 4 8 - Br5E A
— B Th D, 2015 FHAETIEFEZ PN O OHRIZER L TR0, £/ 6
FHELUEERET D £ TIOREE2ZRIT TS, FHEELYYIIA~—F T+ DR
Tholzm, 2015 FRBUETIIRENEMST Ve, ¥ 7 Ly MR, Bkl At
v N by TRy 7 A R Y =7 T T VERR R B - Bt LT b, LTI
Xiaomi OEEMEE, A ~— b7 4 VIGEEH L 76 EHER (2012 FLURR) Z5E#i T 5.
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3-7 Xiaomi O E

P—bERAOpE L RICESTEE L E L WIERE RE TS, LLFIC Xiaomi D& 4
HIEFEOHER &7~ T,
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7 & LTCRE% - #2495 Android 2 _X— R L72b D TH D, T ZICHAME D2 —
YA Lo H =T =AY T hEka Y —E R T T r—v a2 ECeav—2A
ZHUCIRGE LTV 5, BLFIC Xiaomi O W — B A % F# 9 5,

- [(Y—ERREH]

® BEX(IPEMSRE—h, EMEAE BB HERDPERIT—
FOAUDEEIL—ILESELE - RERICEVERS

® AppleMBEETIL. HRTHAU /M E#BEMICHEMLTL
LHENE A BE A SHMOHMBEBUTNS
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3-9 Xiaomi D% —E AP E
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BIZEEDOL A « V2% Xiaomi (121X 3 DOFHEILMENH A L L T 59,

® c I v—A&

® Android A —7 07T v h 7 —LbtHHODAZ—F A L H T2 —RA I T
~"MIUT”

® Xiaomi D7 7

—H B OHERICH HEIC Xiaomi OILNIT e a~v—2Z B U TIRFEIND, 2014
R B ARSI BRTOIRGEIEE CIRTET D2 L 22> T D b 0D, AIZESPIITHE
AIDJEEILFF -7, e a~v— R Z PR E 22 TE 72, A HIT Xiaomi 2384,
P —E 2D —PERBRICESERE D D0 OG- T A AAZEF L TEY , hofsy
[T Y Y — 2R EEBANIZIER L TWA E WO R TH 5, JEizib~7=@ Y | Xiaomi
f2<— K74 OHFE; OS IZ Google ™ Andorid TH 5, O bz 5 F < BUATe
— 5T, Bt —Y A o X —T7 ==Y 7 NMIUI(R —=2—7 A ) OBZICES L
TV, 2T —FOFEWEFZR LT 55HAICEREY V=X 2L L TND &
WHZEERLTWS, MIUL 1T TRAF ) EMENAY 7 MU =T Y —LTHY .
Android DIEHEL— A L H — T = — ZADFEVMT < WER Sy i3 - &ELTJ~#®
BT EEmDL&EEZ RS, R EIIMIUL 2300 &3 5850 - — 22D
%'%%:%kOTV*VV”fT47LC%ﬁéhkﬂ4kwn~#@:;;:7
S EEERAI 2= ayERVBRBLHAB LTS Z 2L WD, B A
Y la—HE Xiaomi OFL « —EROEIER R T 7 o TH Y . HUSAIC B, 24

ANTE ECHEELEZ Y — v VAT 7 D aa=7 1 LITEZAL, Bul7p
I—PRERAEENRDIII 2 =T 4 D% Xiaomi DRRRENE=XV 7 L, £

DIFRIZIESE MIUL OB ET » 77— ha479, MIULOT » 77— MTi 1 [A]
T, ZOHBEIZH L THRY =Yy VAT 47 EOEmNHED LWV ) 2—FH
DRIBHAE 23 0 IR LT TV 5D

N RT =7 ORGEITHE - BB OZFERE A — B (EMS)ZTEH LT\ 5 Z & AVE
LTV D, FHEIZOW T HIRGEEDZE X 215 50l Apple 72 & L G| D& 5 KF

9 Wee, Willis, (2012)
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A A — T & OEFEZEH L TV D, FsfiEm To 2 2 MERDES ) & 52~ A
ARy J TR Z R L, 22—V DLE2PA TS EEbT\5, Xiaomi @
B OFEFIT LAUE, A O FEEIT RGO NN— Ry = 7 22 —FDOFIZE T,
HxZD ETR{ET 2 Y 7 My =270 —ERXATIUEZ LT 5] Z ENERSINT
W50, EEIZFEIFED Web Y14 MTITHEHR, 77 A NVEE, A=V AvE—V 07
RERkR 2T TN = a Y ERERME L TV A REORBEN A LN L (I DD
= R2AO—ERAEE T2 D),

[f% 7 1+ 2 off 5]

Xiaomi DEIEZETHHLA « Va2 FPEOY 7 vy =T &dX 7Y 7 DAl
¥(FETHY, Rtttz FHETHWEEREXE Th D, EIGBICHEEZRLL, &E
F & UTEE LR 28 € Xiaomi Z#AIZE L TV 5

BIZEYS WD Xiaomi [FA~Y— N7+ A= T, 22— F—T=—RY
7 hy =7 MIUI 28I T 2 E8ETH 72 MIULIZ R v b ETHEEABR S,
R 1VEHD 2011 FI2IT 50 T O —FE2EET 5, ZD%, MIUI 28 Xiaomi D A
~— 7SN ELH Y 2012 F1T 7T B LR, 20183 FEICiE 2 T
P bDa—V 25T 5800k EE2 RETns, B 2014 421X MIUL O —
PEITEMT TS THAICDIE > TN D,

HIE TS TR b 2 —FRIEFRBEZITADL Y =¥ VAT 47 L LT QQ
22188 > 72 H3, 2010 AEUIC TP ERR Twitter OFHRME () « 7oA R—) LA
=V T XOMIE (V4 —F vy b)) BREDESER L, ZHUITED,
Z—FNODOERBENED TR DERENEEN TV, Xiaomi FZ DX H 7Y —
NEFRRBIIEH L, 2 —F 2B EAL, EEE 2RI LT v 7T
— MRZBIZ— AT 580 K L ORE ZIT > 72, Wee(2012)I1Z LAUX, AIZEE
DA« VariFa—PLEORRREZRD X S ITEE> TW5,

“Most of the fans have ideas about their perfect phone. But many of them

can’t do it because building a phone is tough. So they would give us feedback

10 Hong, Kaylene (2015)
11 #(2015) % i L 7= stk
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about the features that they think should be included in our next model. And
if we incorporated that in our new phone, they will share the good news with

their friends.”

V=X VAT 4 T CHB TSI —Pnb DT 4 — KNy 7 ZREmAYIZELY
ANTRBZITZIE, BARZ—PRSHIZAa I Tz LT T D &0 D i
BBH LI ENERHESN TV D, FRRIC, BIEOT TR b ERT 5 MUTB L TAIZES
DA« Va2 NIRDEDITFESTND, 12

“The core is to maintain the baseline — user experience and product
innovation. How are we going to make products that can wow people?...there
are many things in the user experience that’s worth it for us to think harder

and innovate.”

ROLEMRTDHIZ L 2—FEER) & [TaX7 hoAf /X—=var)| LT 5EM
Thbd, A~v— b7+ ORI A 7o A — D RSFER AR LT, iF-CHREm T O
ZERUEDEE LVIRBLIZ®H D, DR TA = 3 VAN 28 5 iEi L8 26 5
Ha—HFOEEBRIZHD E LA « Vo TERHL TS,

=P A =T 2= AT O “MIUI” 266 F -7 Xiaomi (FAIZENHH 1
D 2011 7 HITIFA~Y— 7+ OZE - IREICIR Y fHie Z & KT D, [F
o9 AIITEBRORL ARy NEROATIRIET DI L E2AKRT D, RYPIDA~—
K7 > Mi-11% 1999 7259 8.7 M, 1 55=18.5 M) L R A 7 O ARG L 0 LK
MG IR E ST, mPERE < ARMIRE 23S L7282 — P R &E LR L, R v b
THIL 34 FRFH T 30 &k LTz, £DHOBIRTEIZBWN TS, IkRFEZBta L T
W%ﬁ<m@ﬂéﬁ T2 —VOHERIE MG S, & 512 Xiaomi DA~ — k7 4 1

SRENE T AR DAY 72 ST, Bk o R ‘wf%\%%%'ﬁﬁ%%
Fy h—lla—F Db & Z Al %#E<&%%@ W LU7Zen b, P ELS oSS
TS ORHEIC SRV HAITI L O TWD, REHIOFEHED 7T 7ITbidl L@y | A2

12 The Wall Street Journal(2015)
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N B IITE R BB EEE OB L OB HREO R NEMCTHATO b O % H
BHLEZZERMLNTWD, BLRITEEORTEEFEEZITH L D, 2015 4
BAETIE YR — FCUGERHOFEIEH 22 T D, AIEY YL e 2~—ADHRTH
Fe LT\, AR TCIE, EEMB O —E A= a v AT AMIERE Y TTWDHToD,
FREOBRNCFEEEITREHE L Ty, Bl & R TEI O FE DA~ — N7 4+ UFRED
mE D BT - BUERR ) & ® O TR + A )EDRF EMS(E D%
FERLE A — ) & RFEEL A — I L EHERENEITo TS, B CEERMEFFSZ
EREDBELE T - TW W Z b D,

3.4.3 Snapchat
[ 2t o]

Snapchat(https://www.snapchat.com/) X A % > 7  — KR KRZDO KA TH - 7=
Bobby Murphy & Evan Spiegel (24> T 2011 4FIZF% Y. SN2 A~— K 7 4 VAT
DEEIEFGY =y VAT 4T —E 2 Z RT3 TH D, 2015 FFA/ETIE, 1
AOFIHZ =N 1L BALZEBZ, ZOHND 65%L 725 6,500 7 AN 1 BRI 8,700
MEBZDGREEZERLTHWDB, AIZELYITERESENT X M4 50—t
ATH o7y, 2015 FBUETITEHE 2 EOIAFITHILRKL TV D,
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13 Smith, Craig (2015)
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Snapchat (FA~— F 7477V T LEBEESLTOaA X MR N2 EIL
FEELTaia=r—rva 27 H)BEA—ERATH L, FMET2EEITIIHTF
FlzA VA F =)L EXNTUW5 Snapchat ©7 7'V L CEIRARE/RFFM 2R ET H Z &
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BEL, TD%, FOERTDHZ LI TE2< 25, LLTIZ Snapchat @ — & A
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T, BT, EEDINERESC~Y—7 T 4 Y RN AZED . HH0E—
HEW LA v =V 2 BERTTOABEAEEELZ DTS LV oTlVEATH
D, LU, IEMEIZ AT 72 IR E R 22 71T 2015 4K BIE T H 20> Tz, =
—PREHITHEML T —EZA~D T 7 v 7 BIERT 5 TR L~ DB 2L
FdHLIT, KL YD Google X° Facebook # HbE 25 Db 5,
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“It seems odd that at the beginning of the Internet everyone decided
everything should stick around forever..I think our application

makes communication a lot more human and natural’4.”

ek, 2y b BB ESNEEEIIHE WL DL SN TE 7=, LA L., Snapchat
DT 2 BEEBAOEEaI 2=/ —1a Ik T, BIEMRTOZSTEDOSD
BODOEIIZDLIEA vy E—UNRHEZ TN Z &b, 2Rk, 2y &N
L7cala=r—aryBNE0 AMMTHERR L DIZ7 > 72 & Spiegel I3F5#Hi L T
LDTHD,

P—E 2D Y4 HIH 5 Snapchat % EAZNI SR LgE T T2 OIKEO 10 o
BEETHD, ZOBETFLMIY—EARRMICRET 57T, FEE oIz
FZOV—EAREFICANREET HOPHEMBTERNE NI AL BHHRWTN D,
FL 72— Th D 10 ROBZEDNBAZLXFFE2 L 28HBO0 L DITF
Facebook DIFENDH 5, EHEDHIHIZ L > T Facebook EIZKEDKANDDRNY
PR SNTE T, 2072, HETLH5EN EOFIOK N E TR INDL DM
ay ba—ARLIZL LK BRo2TW=DTHD, Snapchat THIVTHEE L T-2—H7
TITRREKITIR D RWETHEERKRETE, ala=r—va URRELIRD EWIHF]
RPFHI S, 2—HYREOR a3 I TRHAEPIER L TWho /o s EbnTn 5,

[ %~ 1 & 2 O EE]5

Snapchat (3A|2E# @ Spiegel & Murphy 728 2011 4EIC A X 7 3 — R RFAEEERT
IZIBE L TV iR OMEN b AEFE 7216, Spiegel DR AMTG 72 < F6E L7 [SNS
TEEZESTZEEHEBELTND ] EWVWIRSICMEIN, TENHEZDIT 7 IO
EREZR/FTVWD, RFOFEROBREL LTI —EADOT AT 47 it
L. "Picaboo(EH 7 =)L \WHLHTTr hE A TP —EREMEE LT, YPILPC X
Web ECORAEZIBE LIV —EARATH 20 BRITHMRE R TN EGOI A 7%

14 Gallagher, Billy (2012)
15 Forbes Japan (2015)

16 Reggie Cocoa & W I HZDAME LTH—ERBBICBML TV, TEAE-F-IEEEBELTND NI RER
Snapchat O T HADOFHE SN TVDR, BICAIEER COBEAEIC L VBRL TV S, F—EADFMASICHE LT
HEORIZES EFRDICEEL TN D,
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FHT D7 7VICTDHEVIETT AT 47T &BREIE TV -T2, BIZEED Spiegel
BHob7o b A 72FHA L Ca—Y L LTH—ERE2AEERL, b —ERO0[EEM %
muﬁbf_ OTK/\Z)NO

“when Bobby and I built the prototype and started using it, we realized how
much fun we were having sending the photos back and forth. And based on
our experience with the application we were able to do a good job describing
how ephemeral content can make an experience that is really fun, exciting

and way more engaging.”
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[—E Ry 2T LD
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17 IBNLIVE (2013)
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3.4.4 Square
Ee i

Square(https://squareup.com/global/en/register)iZ 2009 H-|ZH L EZ D Jack
Dorsey NH L ERSTRAIELIEAEETHY, A~v— b 7 ZERA LT LYy b
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MIBEREIZIZ A~ — R 7+ VBE CTOARIOY A | FHNED A — Vi b H 5,
O — FEORFE TIEH B THEE~D AN TOiIL5 P, Square TiIH#

40



HICE AT AENTHOND, Square (7 LYy hRFE 1RSI0, 52 EO—EE|
BaFEEE LTINS 521, 2015 4FHI/ETIE, POS MR, RF7T —Z D43t - B
B, A—IVikE, T T4 UREREBEAM, FEME R &R EER ~ DR ARG
—ERE LTEALEZET TN D,

Square OAIZEFH Jack Dorsey IZHAED I v a v EIHNWE LT ORRIZIRR TN 5,

(774 THA L TATH, EAXAMNVTHRBEIZEVHNTEL I L) 2
[F 2 TR FOERBR L Fm DO DI LWL AMEDORZH L WS D& TIEH L
HOIZ L7z 28

BRI DER 2 W — T & o> TR S DI T 50 &V 9 DS Square D
MERETHY . BRI HAETHL Z RS TW D,

Square DY — AL LA D H/ MO FEELEAEEFELZF—F v T
LTWe, —fRIZZ LYy M — RIREIX, 5ENOBKR L, HOREL Eo#ED
/NFEIEWZ LRI NTF SN o TN & 5, Square 132 O X 95 EEAFOpEEE
(2 LT FTPBHEERL TN O ZER TR Lo TH 5 & ST\ 5,
EO%, WAICKFEETHHHINDL LR, a—b—Ta vy TRFORE—
Ny 7 ZAHHEALTWD,

[fL2 7 1 & 2 O EE]24

Square [TAIZEHE D Jack Dorsey 782 X = =/ —3 3 U —E XD Twitter % iR4h
LIRSS B e Th D, —ERAOEMTAEER O L—r X h—3 v
InbAEEN, BFRWERKRE 7 — Xy 7 O#VIRLNLAEENTZE SR TND,
Z DA% Jack Dorsey 1R D X 9 IZ5E-> T\ 5,

[CARAGOIERETRAI ELIE A 7LV y MA— REf2R0NEND

21 2015 EREFATRE R & T 2.75%, B A TIL 3.25%0 FH0R 2 #URT 25, H— & A BIAA 1) b AR D AHED AR T i -
WL WA L O SIS TIF b IThbh TS,

22 fakt KRE(2018)

23 p—r—, Yx v/ (2010)

24 R e (2013)
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HE Tl kL T LEST, TOFEETA 74— TLTWNT, Oxol
LTEHZNTMMNTELOTIE, EWIHIFEIZRoTe, Z0%, VAR 1 THIZE
MWTTASEDAY T+ VX v JITHALTAH— RE2ATAL T TELT /N, A
ZRIRE L. EIZENEHEENT LY 7 M afEoT, WAWARANTZBIZRAETH
ST ZA KEbb DT I Kot

Twitter O ILILFIBIZEE L9447 b E - T, Visa X° Master 72 E DO — REtR
FOBREMCENVEE T N A T AW LT A2 CHE 2T 5
L Lol BITHERILEY . 7 LYy M — NiEd HBRE OO EEE T/
EEATER2, ZDD, KRTFOHN— FELEIZE 5Tl Square C#EET H Z LI
Lo TH/IIRD FEEET L —FEZIRTDHIENTEDH LI D, ZDXKH7 A
v NIAKPERERICIREOBERILELZ SE- LB NG, BEMRENIT & F¥E
=t BER R EOIEE L/ TILRT L2 [HRE ST, L, — BRI
PERZREDENC AN, 7y M —E X% R, ?ﬂﬁﬁi‘—ﬁ“@fﬁb‘jﬁ%ﬁﬁmh L5,
WEABDIERL TIEREE TV S22 ERHBN TS, ORI % Jack Dorsey I
ROXDIZFE- TN D,

“We want to pace out the growth and get a lot of things right. We've been

bringing more and more people into this pilot,25”

AW O RFV—E R LW HE L BIEVWRH - TR BN E N ) —E R
HOZIEZHbWb, 20L& ) mERREZIT-72 L Jack Dorsey 1Z[F LA & B = —
DOHTHHL TV D, BHIDOIERSN—=2FD <D Thoedd, K2 S 1224,
Y — ERTRMARIERE RE T 2 &iche D,

[— b 2T a3 2T LD R
LLFIZ Square DY —E 2oL 25 AT EEd#T %,

25 Down the avenue (2010)
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BEYY—2R B#tYV—2 LED DR BEY—2

BE (Focal Actors) (Partner Actors) (Customer Actors)
R
7T R
S :
|
~ — 75 3 3
- 2y \YE 2§/ 2§/
' ! =
j % EJ)z 2m 527N
X L aw s
LS N Tl S
2 ( — I YIREE - B t R N
?fﬁ ; 2#/Y—ER - Yol
L ; =<8 T BAEE QO
ﬁﬁ 1y - 17 EHE SC
¥ /7ot
(2| S5 BEmA
A Mz

KRBV BIERHCEUFFET I HiRdbLTRR
HRBEEVZOFOUE ITHRM. RACRFOSMEBOLEHLORELERNBREEIND, I50F
FF—2to a0t - BYHAEFTOVNAREESEL TSN - thH) v —XOPEIZ{LiE St

HIFT : 46 i % FEIC AR
3-18 Square D —E RT3 R T AGHT

Square |FEFEOYII NG H/NABFEIEZT D7 L2y N — RFIHOIERZ#iFE LT
RS D OB 22 T THELIERS B, IRESIZ TV R lotd 7401
V=%, SBEES— RN M B X2 VT 2FE L TR Y — 21k
TOMEMN DD EHER SN D26(KTIE e THABEFTA TRt sEZE L CH
o FHY Y —ZOPMINE ST ), 2—PFIEA~— 7+ 2, #EEER
XY VTR EOBEEEEORREZBEL CHEBILINEZT X2V Y T3 T
Square DY — ¥ 2 &ZFHT 5, Square Zffio7-7 L ¥y M h— RIRFEIF—E 2%
TR U P/ NEER D - P — EADIRFERICA 7 T A O TRELE v, BEF
DT -« I — Rt E &l L TAL - B T,

3.4.5 Slack

[ 2 2]

Slack(https://slack.com/) % 2013 fE 0@ fE LS D Stewart Butterfield 23812 L
TARZERTOA Yy =V 7P — R THEETHD, e A—N2REBETD
SaaS(Software As a Service) DI ==/ — 3 Y —)L L LTIT ERDOF/NEH

26 Square, “Security,” Square, (2016/01/01 7 7 & A, https://squareup.com/security)
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R EEH 2 PN A7 M 2 RE TV 5, 2015 SEOPEEIZITFHE OREITE 1
T a—FD_R— 2 THAN L TV 527,

- [BFRHHE] ﬁSlaCk —_— & slack

500k
02t 4 :Slack
O:% T 2013418 400k
@83 & : Stewart Butterfield
o A%t :san Francisco, CA, USA
O SEARAVE—DUTY—ER
o HEMEEN  5340M
o REMbE A

Daily Active User Growth

HAT: Griffith, Erin. (2015), K& OVEHFH4 2 IS ERK
3-19 Slack O M=

FROZ—VED T T 71X 2013 HFv D 20156 FF TO—HH 7= OFEBEOF|H 2 —
PEOWEME R LTZ7 T 7 Th D, —EAFAEYYIO 2013 FIIHNNAS— 2 3 EEE
7203, 2014 4F 8 AN B RAMARIERE ATV A (—EHMA THWSESIEZ U A~ A
R DEEED =), Z OREMREE & HICEeTELEL TN D,

waon  SACkORBIFZMOHER

2,000
1,500 T
1,000 Unicorn
- BE Ty
w00 ms}onl#imx;i A A 4
' ! /

2009 2010 2011 2012 2013 2014 2015
HFT « EF A2 IS ERk
3-20 Slack OEE&FRZEDOIRI

27 Griffith, Erin (2015)
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[ - — b RO HE]
Slack DY —E A A A =T %2 LI FICKRT 5,
_ [—EXEHEH]

o EELENDHEA X, —H RELTWhat's Appr>Facebook A vtz
D= IR EDENAINAZAZr—2a0EFRBALTWS., TOREE
FTOFFEFEARICHLEAALLEZANRHERLEMEATINS

AR https://slack.com/

3-21 Slack ® ¥ —E A E

Slack (I/XYay, #T7 by b, Av— 74U EOmRIZEDL T, [ UMHEN
TP CTXFAMNAYE—VEEDVEIZENTELRENTOA v E—V 07—
EATHDH, —ICEENOAI a=r—rarY—eLTide A—ADBEHAIN
DN, F¥y M —ERE L TEEICEZENMEY IBE 5 & 2 A0 Slack DR &
bhTnod, £¥ENT Slack 25 2 —FIIHDA TIIWHIHEE L LT
Whatsapp <° Facebook Messenger D L 9 72 F v v bV — )L & A~<— F 7 4 TN
BieaIa=r—va VIZERB LA TWS, Slack XIHEE AT —EATE K
LOoohbaia=r—ralrObl) hatERNIIRFLIAL, e A—/LITES>Thb
DAFAEICTR D EEE ST 5,

Slack D FEEREEEIZA v B — V2 EZELEBICERT L, IV —TF v N
T DENSTebDRHD, 77 ANKN - IBEERT 7 - TR Ry 7Tl
HIZETTEDLRT TR, AvE—VURRERY = v VAT 4 7 L Lo stk
REH X BTV 5, Slack DIL[FIAIZES T CTO @ Cal Henderson (F1— B A 23
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M D MEZ LT O KL 5 IZFE-> TV 528,

[Slack Z"HIEL TWA DL, ftFHEE2 L iz, X okwEic, Lo 4gE
ANz, L WO lfEDRMAE, 2oy g AR RICE R S TWVWE DT, |

ftHEbEoaIa=r—Ta U ERML L, EENRDDIZT D &V D E2 IR
EnTW5,

P— B R DOEAEERITIERTH 5, IS LITENMEREOFRIC# AT 25 Z & TfTh
N5, Slack @ Web ¥ MZIiUTiRer @M SN2 8MEEIZROEY TH5H
(2015 4F 12 H R, AIZEMHIN S FEORESIFIERZ L - T 5),

X453 Standard Plus Enterprise

Hne @ Aoy —VDRE| @ VUYL | @ 2016 FEEYTE
(JERLhR CIZENT 1 VRREY AR — K THICREEDE
T D) @ UEHEaALTTIAT BT b xti U725

@ HETXD Y — VA DR (R ESEN
YNVAT 4 THED v — VR E
P RHIR 7 L Ji£ D> Export H#HE)
(R IE 10 1) ® B ¥ K — b

® Tk, —mER| (24/7, 4 FFELAA
. GoogleApps & IR, N A vk

O, BEYER| —COFE— |,
—h.e A—/LDE 99.99% D15 fE
(ERGFY
iz EMBEHT 1 22—V [ FEfRHT 1 2—F
H1=V 6.67 FIVIA, | 7=V 12.50 F/V/A (RE)

HEZRIL 8 Fv HEZMIX 15 Fv

HifT:Slack #1: Web ¥

#% 3-2 Slack ¥ —E & L flik%

(L3~ 1 & 2 O 5E]29
Slack @ £l ¥ 3% Stewart Butterfield [T 4 R G EH L HFH — v 2 Th

28 The SV Startups100 (2015)
29 Fast Company (2015) % Fiz L 7= 3k
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%”Flicker(https://www.flickr.com/)”DAIZEHE & L TH LIV TWS, 2005 FIC R —
E' A% YahootLIZHBHA L7 bREFHICE E Y, V&7 h~Fx Vv —& LTEEIL
Too ED%, 2009 2B L TH — ABRZSMETiny Speck”Z#3 L TW 5, 2012
fFIZ Tiny Speck tEDORKY-DtLEZEMEE L, 7 —AFENLREBR L TWD, ZD%,
AN V=T Ao TWnWieala=r—va rh—ex%280 L CSlack 45
L FTCIZHFHEL LD BT TS, S EIFUIOBRRBIIT— A0 m N F A T E/)
B RBE 7 V=TI L TH oW, T E2BEL, 74— Ky 7 2[5 T
M7=, AIZEH O Butterflied X% O Y BFOARILZ LL T ORRIZEE - TV 5,

"We begged and cajoled our friends at other companies to try it out and give
us feedback...We had maybe six to ten companies to start with that we
found this way...The pattern was to share Slack with progressively larger
groups...We amplified the feedback we got at each stage by adding more
teams...and we paid extra attention to the teams we knew should be using

Slack successfully."30

RIFBRIZH D/ NRFEER BRI > TH BV, 74— KNy 7 2 H5 50NN BHR AT
JER L TW o T35, [FEEIZ Butterfield 1Y — > ¥ VAT 4 T Z2IEHR LT~
EE DOBRBRBERERLZOT7 4 — RNy 7 BIEN LRV MANRE LI- L
FELTWb,

"The other 80% is people posting about that article...But I will pay attention
to what my friends are picking up and sharing...we probably get 8,000
Zendesk(EEFE E:~ILTF 27 P —E Z D4 FF) help tickets and 10,000 tweets
per month, and we respond to all of them...we combined quality assurance
and customer support into one group that we called customer experience.

They do everything from parsing customer feedback and routing it to the

30 past Company (2015)
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right people to fixing bugs themselves."3!

P —EADTaE— g URHEOHEANICE> T/ — YAV AT 4T FOdaI %
EHLEZ ERERSNTWD, $lea—Fn607 4 — KNy 7 ZfEFIZRINT 5
COWBELHET D AZ Y R— e — 20 mMEMREZIT O ML A X
YT ANRY AL LTS AbHERESNTWD, h—E20sE R 2—F L
DEIpaI a=lr—Tarhb bl It TN —HREROUGE %@%515
EVIRFEDS LIZONTATEITHD B2 BN, ZDL I B TUEEED
L7273 B i 72 oo — AN s i Afw<oﬁﬁﬁzi;:&~v5yy~wf%éﬁ
HE 2 0a—FR0aITYH—ERZED, BEWAT—EREZHNE LD S &
RAU7Z7y F74—AETHERaIa=r—a D\l &I d, ZiEE<
DAPEIFEV —EABEFNC 2> TN Fy T =T ERMENRERL TWD L
Ezohb,

[r—b 2z a3 27 ADOEM]
LI FIZ Slack D —bE 2T a3 27 AR Zied 3 4,

BEER))—2R Bi#tv—2R E)Y—R BE)Y—X
RtE (Focal Actors) (Partner Actors) (Customer Actors)
2/
3 R -
- \ '
2% by & eHY—E£R ‘
1Y i 1 4/
» 27 Q9 7R
1)t 9K g[S
\lj 5
A SHiE 249/
[ slack ) iE (ER2R) oy i
as-amm \ o ) =y EB Q ! s ;
X J*/@/ = UTRRE-EE _
31§ \— J"yﬁﬂ—vé"x‘ﬁ/
/ KHETSMBR

SE | mesm 75
') " RHE
VIV woTot
' L= NRFEDFVFBERE FBEETHH BRIELTRR
8 HARBERRBLLT TS0, BH/MFYY—ROPRIHLE S 112

HIPT « EH A & AR
X 3-22 Slack DYV —E R o RXT LGN

31 Fast Company (2015)
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s Tod 57— L "Tiny Speck” DU F 0, HREEX TH DAIZES D
Butterflied D4 7= 6 & 0 | Slack TR WEETREZOE &G EZZ T TWNWD,
TA LYY =R LTRSS LT REHERRILE =B ORF FEE DD R TE 532,
77 RICEALCITAELRFAHAEOHEINZE Y ATz, Amazon Web
ServicesAWS) ZfEH L TV A Z ENAR I TN H3, F/=, Slack BN —F &Kk
T3 574K A > biXDropbox(https://www.dropbox.com/ja/) 72 & DittH— 2 L DE
EThHorEEbNTRBY, ZOKPEEFA X —Fy b EDI T T RF—ERXATH D,
it — X b OV — X ETHERNEZ D Lo ICHEEIE L 2L Ta—H
DIEWBEFZRmD LN INTND, R Y Y — R IEEFEFEX Y ) T7010 4
—Xy MEGRFEELTORRZB LT T R —E X ETB#7 5 Slack DY —E X
ZHAT 5. Slack D2 —HFE L P —ERA ETala=r—a s NTEHED
bt SNS DX HIZHRn0 | FIHBEDEKT LI >T5, Slack Dx—
PILEN Y S\ 8% Slack ICHRFGT 25 2 ENBHICTE D X912 ->TRY, Sk
ZI—PIRERTOEDDER > TWND EHEHI SN D,

3.4.6 Instacart
e

Instacart(https://www.instacart.com/) I% 5t Amazon.com 3 B @ Apoorva
Mehta 73 2012 4EIZAIZE L7223 Th 5, 1HEH ) Instacart ® Web YA kx5 1L
L7zRaihE e BNty b ECHEE LY 3 v —BEWEITHI ISEEL, B
CELER 1 FERE TRET T 52— ERAZRHE L T\ 5, 2015 FIZITKED 17 D F
R CHEZEM L TV 5, 2012 FOBGERHRAEITSIM Th > 7273, 2013 i
$10M, 2014 Fi2IE$100M & QR Z R TnD34, f 2 —xy NEIEH LT
7T R =V TR - WEEFEITT L a v =526 =T Y
7 e xza ) I—0fERNY—E AL LTHEREINTWD, LLTIZ Instacart fED &4k

32 Slack Privacy Policy (2016/1/1 7 2 & %, httpsi/islack.com/privacy-policy)
33 Amazon Web Services (2015)
34 Solomon, Brian (2015)
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B & E SRR OHER 2 FLHl T 5,

exwE) Jrabtacosd 0 sew Instacart D E X FLFZEDHER
o2t 4 :Instacart 20
O 20124 7H 1500
@£ E : Apoorva Mehta, Brandon 255
Leonardo, Max Mullen 1000 ”““J““_W
@ 72t :San Francisco, CA, USA Py Unicomn
O eV —A(RYPRA—/\—H ) 500 v %
o4& IMEEE:$274.8M _/_
.E%ﬁﬂﬂiﬁ’,ﬁ*@(igl7ﬁ;m. . 2009 v 2010 v 2011 7 2012 2013 v 2014 v 2015
201549 B M) FH T A 2 Rk

3-23 Instacart DEEBME L ELEFZDORN

[ - — b RO HE]
Instacart X% v b A—/X—H—E ROEZEIZF (L LT —E X &

oo rmTE

%o FIRHEBEDEX LM EEY « BLEEOFETETHDH Y 3 v/ 3—0%[E L TERED
JEEICRim AL, MHEOHEE TRET L2V —EATH L, —E 2D

Z UL PSR,

- [(—EAEEH]

Rl 8

Order fresh groceries onkine Schedule the delivery Get it delivered to your doorstep

® FEZE(IPC/BT L YN AR — T4 D binstacartDH A FZF 24X

® ANhEnTEXEInstacantE LTI FIEY—HDAI—h T+
(ERT7T))ITEESKS

® UT)RY—HIZITFEELDHY . EYVOH/EEDHITOA. BMAE
TOIAChTohD(EY BERTEROFHHMNELD)

o INE BMAOEEIERTIEMLURNIZETGAS

A7 - https://waww.instacart.com/

3-24 Instacart ® ¥ — bt A E
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AZEH D Mehta 1T Instacart DV —E ZDOIHNKRD L H |TEE - T 535,

“I think it’s time for a change, and obviously I'm a little biased, but I think
Instacart is the way people are going to be shopping for groceries in the next

five to ten years.”

Metha [ Z DA > % €= —7T, Instacart IZFFIZTE - T%{K@ﬁb\?ﬁi%@@@ Wik
BRDIZODFETHDL EBNTND, —KIC, KETIHEIC 1 EREOCOHY T 1M
MO EZEAT DFKEN LN EEDN TN, %@W RO ER LT LY
DORFHIFHZESL L, BV EZE TR TRd LV o Z ENEEMIZITDI
TW5, Z3UZxk LT Instacart 3R v FDOHIEXT A7 CTHEREFRECEIL T
BEEOPRERFEMZIZILWERHIEZE L TN D, 200 T TREOEWEEEZZ
Z T2 EW 9 S Metha O < Instacart OifEIRR TH 5,

Instacart DFELNSEEE TOT7a—TkOEY THDH, £F Web ¥4 k i
HEINTWDHREME 22— NEO, EXT D & Instacart DY A FENL Ty a vo8
— DAY — %7ﬁy@$ﬁﬁ77 VICHEILY X R EE S5, Instacart OP—E R

IIRETEY ERZEELFATTE DV a v/ X—% o - BRR T HEE M 2 it T
%, W 3 v —| /35(%@%%‘0 DA —/3—= DGR i I Z 8T 2,
8172 a v /8= L Instacart OV —EADEEZ 2T HLOTHY . 2—FDIEXL
AL WI Iy T =220 LTCTFRIT 270 ALK > THHTOILTW D, £
DT LT Y X LORESIRFR Z AIZER D Metha [T D L 9 IZFE-> T\ 5,

“Over time, we've learned a lot about patterns and demands for different cities
on different days, at different times. We’re becoming very good at that and of

course there’s’ a lot more we can do there.”36

Instacart X ICZ2 LT D2 —V DOF Y — U 2R OKE E & HITFED, E DOk

35 Frank, Blair (2013)
36 Solomon (2015)
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RELTHHENIFEFREZEKICY 3 v X—Z8IRT 5, EXEHREZEIZT 2 v )
—NEIEE TR A B ORI ESCE OF E T 1~ EREE TRl ’iﬁé(ﬁﬂéﬁﬁ%ﬁﬂ?i%£jt
FEDREFRE), v a vy RX—3KESHERDHY, v a vy B T ORETI AN, BED
HEITHIN, TOMITEITHI NTHIF s, 2015 4FRERT 7,000 44 BL EOZZK
BOY a v/ =HET D EEDR TIN5,

TESCE IR AL A O M B EE T AR % Instacart (2 3KF0 5 (Bl FHOBH IV E SCH;
ST SCEITIL U TEE T 5), {HECE DS b FEEHT Instacart 23 —# % H
fo5E B UTRITED D XSO EIZY a v/ x—IZXhbivd, v a vox
— XN D GFITELEZ T RO —EXADOBICORE R E 2 BE L L
75,

[ %~ = & 2 O %]

B2 @ Mehta IX Amazon.com OELEEZKICEADO S = V=7 Th -7, Amazon
DOELEBLG TOMRA L A= —TD v 3 v B 7 TORELEREMICR3 2 82
Instacart DEFRIZH > 7= LB TU 538,

“And so it was really a cross-section of my skills from fulfillment at Amazon,
plus the fact that I needed something like this. That’s how the Instacart idea

came together.”

DT AT 4T %K Metha I3 Instacart #8267 5, =2ftiX Mehta ® 7 /3— kD
—EMNOIFLEY, EEOTF—E 2% Mehta HEMWEH LR 52— EBROH Y
FEBEI LI EEbiTnb, BRSO “/7\'5‘Aﬂi‘?jr_ji%ﬁﬂ@*%%ﬁ%@%'i@i?iﬁ L
T e, BT 2 HSCORIZ LR S S 3 v 8— [T OFSEERIR AR L, BIfE
DY AT h~EHE{E L T o7, Metha 12 LAUEE OHEE(GIZLL T T~ 25 X 5 1B
Rt D TH-Tz,

“That was the first three or four months of the company. The backend

37 Waters, Richard (2015)
38 Frank, Blair (2013)
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infrastructure was just really terrible...That system just accepted any order
you'd give it...It wasn’t smart...We started to build a system that could
actually predict how many orders we could take for a given time and not take
more than we could, and make sure that every customer got a really amazing

experience. 397

BNOEr AZA Y T4 D EXELBET 572 O — A Tho 7o, thxlca—W
DENAZ TN, Av— b AT a~Lifffbsd, 2 —FOEREZ 5ELL TnoTz
DTH D,

VAT LD E AT L TCE LR —ERADRBEEEF~DT 72 2A%RD,
MEZEREMOY a B3 —XIZBML TS, Yk, Y arEx—FOR¥EXLE
70T T ADIREREDE D NEE TV EIZ b D 5T, FttOSHOLEEL 720
ICHAEY—EANLEMEED DI, TOFEEZT E—/L L TW5, Instacart O
— B ADIFE L Metha DITENIEWZ Y 2 EX— X O@BEITHBZEOMES 5 %
BB S BT 540, Instacart 13 Y 2 ERx—ZDORELE T 0 /I L TD
BRI 2 8 CRIRICHER LTV, RO —E R 3 dh 5 A O NEE L8
HTITEEN LT, 2HBBED ALY — RTOE SO OH — v 2 %2H FiF
DILDIRDUC S D4, S%IFKENICE £ 6T, EAEER ISR T 2 ENIRF S
TWn5,

39 Beshwared, Yonas (2014)
40 Mehta, Apoorva (2012)
41 Solomon, Brian (2015)
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LI T2 Instacart O — B 2T a3 27 AR ZRd T 5,
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3-25 Instacart O —¥E R a2 AT AGHT

Instacart FHEEMICY a0 EX—Z 06 D0EE L REMREHE WD, T4
VU =R FIRFEY— 242 7 T 7 K(Amazon Web Services 72 £43) & & IZ4M 8D
W= = OEEEIZ L > THEELL TWD, FEXEITNY | B L7 EREEk
SINBEFEEORBREZBELCYZ 7V FEO Instacart O —E 2 &2FH5 5, F
MEBOEXEHRZZTIY . EMEETT 5 a vy "—b A= 73 DT 7V %
BLTEBELITo TS, Ya vy =3ttt ) vV —R e LTHMESIT N0, 7
Z 77 KY—> 07T lInstacart OEFFEEIC > TWAZ EHH Y B & fhitto
MICALESITTWD, Flo, A—s3—<—%4 v MM Instacart (Zxf L CHLED XIS &
RO RS oMttt ) Y —ATH D, BT K o TIE, Instacart 7356 dh DL

42 Tngtacart Privacy Policy(2015/1/8 7 7 & %, httpsi//www.instacart.com/privacy) T34 A o K Tt v 78— hF—n
AEDRFR SN TV D, FRRFRITY — B 2D Stripe tLOR% Y 2 M Instacart DA BTG ST 5(2015/1/13 77 &
2 https://stripe.com/jp/features)

43 Qverby, Stephanie (2015)
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R A= R=ICBFI SN TV DM E DTN HFED Y V—2AD X 51T~ T
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“I started talking with insurance brokers. The consensus was that it was
going to chill their business. One broker said, "If this goes through, I'm
going to stop working with small companies."... I figured there was a big

opportunity for someone to come in and do this with technology.” 46
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“Zenefits would be an automated system that requires the necessary
information to be entered only once. It would dramatically reduce the amount
of work you have to do... Our first clients were mostly tech companies,
because they were frustrated with having to do anything on paper. Thanks to
some marketing and word of mouth, we've grown pretty fast. In one year,

we've gone from 15 employees to 450 and increased revenue 20-fold.” 48
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Lo S
2 Xiaomi RAT—hTA

3 Snapchat TFR#*H

4 Square REY—ER
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FLBABRADRTILIZAEY,
BE(SECTIFRERMNLSREA
MNEED. ThEITHIC, FRIS
HTRDAIZRBLTESX
B3 HHBELLTESR S
KHGEHMBITLLZLN.

Chesky(2015b)

We don’ t look to make money
on the hardware, we are looking
at users who have bought the
hardware, then started to use
our services - It" s the services
that eventually bring in
revenue...Most of the product
features that people are feeling
are really the software and the
services,..Users like the
software, they like the
experience,.”

Hong (2015)

“1 think our application
makes communication a lot
more human and natural.”

Gallagher (2012)

YEETH/ODI2E2TOVT
NISFTHIEN KRG -Swa
VA TSAUTEAUSAUT
B, BN THRBIZH LY

MNTELHIL

#244(2013)

F 4-4 BT - Y—ERBEARITBIT DRIZEE FCE T O

(2) st - AT

IETa—(FHEDHEECD
ARVHZE ISP TLHA
ISR TEISLEL . BREARY
FEF>TLWEBATLIZA,
Ta—Fo0—Evrhis3 D0
IF7RYRES|SRYFELTEE
Liz. SAMTIZ7RyRET Ly
927—RR1EWSTYTFI
F—LOHEETT. SOL3IZL
S MEE-bITTY .

Chesky(2015a)

Most of the fans have ideas
about their perfect phone. But
many of them can’t do it
because building a phone is
tough. So they would give us
feedback about the features
that they think should be
included in our next model. And
if we incorporated that in our
new phone, they will share the
good news with their friends.

Wee(2012)

But when Bobby (co-founder)
and [ built the prototype and
started using it, we realised how
much fun we were having
sending the photos back and
forth.

IBNLIVE(2013)
MBHAENSIDE, READ

LARZGVLOENNGRS DITLELL, EEORHBRLELD

1=HTY. —EEThNRIDE.
HETELH--BH DI 53—
FRYEITHENTEZDTT.
F5LTHAE 7 THEN
FREISEY. FSLTI 7R 7 A
FTIENBELEESETE
oo JELWSRBAISIZEHDTY .
ZTORBNBVERTHAIE
HHIEE, FYEDLTHRESE
=Y RBELSHIANTED L
SIHYET.

#244(2013)

(3)2—HKER

our customers are buying a
house. More than that they are
buying a host, the idea of
belonging in a new city, the full
experience.

When we storyboard the Airbnb
experience—we storyboard
every moment of the full
experience—not just the online
portion of the product.

McCann, (2015)

As for innovation, hard to break
through doesn’ t mean
breakthroughs are impossible or
unnecessary. While it' s hard to
innovate in big ways, there are
many things in the user
experience that' s worth it for
us to think harder and innovate.

The Wall Street Journal(2015)

And based on our experience
with the application we were
able to do a good job describing
how ephemeral content can
make an experience that is
really fun, exciting and way
more engaging.

Titcomb (2015)
RARFREOUBEREDDL

HOEFTIESLLBOISLELN.

¥244(2013)
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At scale, you have to learn how
to move from intuition to data.
When you are first starting a
company—data is not the most
important thing. Pre-product
market fit—data wasn’t
important for us—it was much
more about the person—to—
person interactions with
customers.

McCann (2015)

“We are the only company who
does that: being super open and
embracing user feedback and
upgrading (our software) every
week.

Hong(2015)

[ think one of the things that
we' ve had to deal with was that
the service fundamentally is
new. And it doesn’ t really
borrow from the desktop
paradigms, and there' s a bit of
a learning curve.

Swisher (2015}

LM ARIFEMNTTRTHR
DAVHR Dy I IHEALT
N—FERDATTEBN—FD
I7#BFL. (T T LEE)
T 35U I EEST=. L\BLSYE
AEBIZRETRES-ECA R
BELDFTI LMo

&iR(2013)
HIFT -

G L—FEDFENDEHY

SETLOS-PTREDTF
IRARIFYAVE 2—FTHR—
T SNLMEEHST-FRE.
MAIBERADANIZEREBIZE
BEoTEDLIhBLYE. BAD
AICBEhAIEZITET -BEA
THRIELBICEERSTEMN

FHETT. COTFIRARERIT,

:&ilt:—*f—l:lﬁ&%t\ib

(Gs=HOk €}

1 traveled city by city and our
hosts would get so excited to
meet us and they would tell
their friends. We tracked the
stats and we saw hosts got
more engaged after they had
met us. Building a community
worked for us.

Chesky(2015b) McCann (2015)

That' s exactly the reason why (A 3—RykldA—T . & A
we have built a group of fans  ZREREKIE, OIS T CIS#LHE
that are super loyal to us. They hd. FCTA—H—KBER

don't get any reward by giving @®ICTAZE BEOEIEELS

us feedback and trying things.

Hong (2015}
NA

NA

We want to pace out the growth
and get a lot of things right.
We've been bringing more and
more people into this pilot,

SRR

Ton—FEELIEEEMLT:)

W0 (2014)
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NA
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Instacart

Zenefits
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Slack B L TLVADIE, {£  When we first started working
BELYSUTILIZ, KYRE  on it, there was a team of

12, KYEEMIS, EVSHH{E  eight. And after the first three
DI, TOEDILELHMA  months or so, we had
[CERZETLELLVTT 4,  developed the perfect internal

communication software for
exactly eight people. And it
took us a little while to figure
out how that broke down at 50
people, and how that broke
down at 100 people. And as
we' ve grown, we get those
problems directly in our face.

The SV Startup (2015) Johnson and Delvac(2015).

Right now, I think 10% of users
get the beta experience. Once
they log in, 10% of users are
randomly assigned to these
beta servers, and they'll get

I think it" s time for a change,
and obviously I' m a little
biased, but I think Instacart is
the way people are going to be
shopping for groceries in the
next five to ten years.”

user interface thing change or

a new color scheme or

something.

Beshwared(2014)
NA

FranK (2013}

I figured there was a big
opportunity for someone to
come in and do this with
technology.+++Zenefits would be
an automated system that
requires the necessary
information to be entered only
once. It would dramatically
reduce the amount of work you
have to do.

Welch (2015) Welch (2015)

some new feature or some new

(32— kR

Pretty early on, we combined
quality assurance and
customer support into one

group that we called customer
experience. They do everything

from parsing customer

feedback and routing it to the

right people to fixing bugs
themselves.”

Fast Company(2015)
We started to build a system

that could actually predict how
many orders we could take for
a given time and not take more

than we could, and make sure
that every customer got a
really amazing experience.

Beshwared(2014)

we build out our organization
in a way that ensures our
customers are going to have
an incredible experience,

Carney (2014)

o ] ht
(5)#H#1 *fsCDI*L"J'&fJ (B)NISNER

)2 —HT74—E1\w2/2U

“We begged and cajoled our ~ ZEFVFISTT . RELLE
friends at other companies to ZFHLI=C&IEHYEEA.
testers at that point, and we  try it out and give us SlackZRIZA>T{hiza—
paid extra attention to the feedback:--We had maybe six ~H—T=5M JFZILBY—v
teams we knew should be using to ten companies to start with JLY—ILTRBNATLTIT, B
Slack successfully.” that we found this way.” FOTLWADTY .

So in the early days, we looked
at our customers, really just

"we probably get 8,000
Zendesk help tickets and
10,000 tweets per month, and
we respond to all of them.”

Fast Company(2015) Fast Company(2015) The SV Startup (2015)

Over time, we' ve learned a lot  NA NA
about patterns and demands
for different cities on different
days, at different times. We' re
becoming very good at that
and of course there's’ a lot
more we can do there.
Solomon(2015) NA NA
NA Our first clients were mostly ~ Thanks to some marketing and
tech companies, because they word of mouth
were frustrated with having to
do anything on paper.
NA Welch (2015) Welch (2015)
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