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CHAPTER ONE
Introduction

Life is capricious. The only constant, they say, is change. 
When I said a tearful goodbye to the only vocation I had 

known for 20 years, it was a dreadful, defining moment. 
When I say “dreadful”, I mean “full of dread” – I was utterly 
terrified. Was I making the mistake of a lifetime, stepping 
blindly off a precipice into an abyss from which I could never 
return?

Or was this a providential stroke of genius? 
Thankfully, looking back, it was the latter. However, I was 

not to know that at the time. As a trepidatious 48-year-old, it 
seemed like a moment of utter insanity. 

How did it all pan out? What have I learned? How can my 
wild journey help you as you navigate the twists and turns of 
life? 

This is my story – the story of a most unlikely trailblazer. 

“There is no man* living who isn't capable of doing more 
than he thinks he can do”

Henry Ford
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* Or woman, may I add
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CHAPTER TWO
The storm before the calm

Within the space of six months, my world fell apart.

My lovely wife was afflicted with an aggressive form of 
cancer1. 

Our young son was diagnosed with Aspergers Syndrome. 
I lost my voice for four months – catastrophic for a public 

speaker. 
Our fragile financial situation was blown apart by one poor 

decision made years previously. 

Such a devastating concoction of traumatic events within a 
short space of time would have been incredibly difficult for a 
healthy person to manage. For someone in my condition,  
undiagnosed major depressive disorder, it was the proverbial 
straw that broke the camel’s back. 

Let me explain. 

Mental i l lness , inc luding depress ion, i s largely 
misunderstood and stigmatised.  Although recent moves at 
educating people and making them more aware have 
improved the situation, the subject of mental illness is 
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generally taboo. People do not typically feel comfortable 
discussing their mental health struggles with others, for fear 
of being misunderstood, marginalised, ignored, or rejected. 
Sadly, such responses have been the experiences of many of 
us that struggle with depression, bipolar disorder, and other 
forms of mental illness. 

Take note: Suicide is the leading cause of death for 
Australians aged 15–44. Not a leading cause – the leading 
cause. 

I have struggled with depression for thirty years, with the 
frequency and intensity of my depression increasing over the 
years prior to my breakdown in late 2014. 

The depression that I had fought during various seasons of 
my life began to get more frequent and more intense in my 
30s. The darkness and hopelessness began to swallow my 
soul and crush my spirit. By the time I reached the age of 40, 
it was debilitating and destructive. 

What do I mean? 
I could recount many occasions when the order, structure 

and clarity in my mind violently gave way to chaos and 
confusion. In some cases, this process took place in mere 
moments; in others, a period of days or weeks. When this 
happens, the disorder feeds upon itself, growing and 
flourishing as my mind yields to intellectual anarchy. Chaos 
breeds further chaos. 

I cannot speak for others, but in my case, it was as if my 
brain has gone into overdrive and the throttle is stuck wide 
open. Sleep departs as my chaotic cogitations run wild, 
rampaging through my confused head and wreaking havoc. 
Every possible scenario of failure, pain, and disaster presents 
itself to my mind. If it is hopeless, dark, or terrifying, I will 
imagine it and meditate upon it ad infinitum.

The impact of this storm in my mind is catastrophic. My 
mental and emotional resolve caves in. Imaginations run 
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wild. Fear and despondency prevail. Logic fails; faith melts; 
optimism dies.

I tried to fight this Black Dog with all my might, but my 
strength gave out. I was at breaking point by the beginning of 
2014, with no reserves of emotional resilience at all. I became 
desperate, withdrawn, and suicidal. I was as low, I think, as a 
person can be. How bad was it?

I had it all planned out. My escape. From work and 
ministry. Family. Life. 

My plan was meticulous, thorough and detailed. Being a 
British citizen by birth, and an Australian citizen by choice, I 
planned to resurrect my British passport and flee to England. 
Absolutely no one would know where I had gone. I could 
leave all of my problems behind. 

The money was there, waiting for me to take that final, 
fatal step into obscurity and oblivion. I would use half of our 
savings to fly to England and begin a new life. The other half 
would be left to Christina, my wife, along with a brief note of 
apology. 

"I am sorry" it would say. Sorry for putting you through 
years of stress and misery as I had slowly succumbed to the 
darkness of depression. Sorry for being a distracted and 
deficient husband. Sorry for being an angry, frustrated and 
unhappy father to Adam. Sorry for everything. Sorry, for 
your sake, that we ever met, fell in love, and married. Just, 
sorry. 

Months earlier, I had composed a lengthy and detailed 
email to Christina, outlining my hatred of life and of self. The 
message reeked of vitriolic bitterness and dreadful despair—
the mini-biography of a man that had fought a 30-year battle 



A Most Unlikely Trailblazer

7

with depression, and lost. This email was saved in my draft 
folder, awaiting the right time for it to be sent—that moment 
when I finally threw in the towel. The moment of escape. 

The day of my departure was fast approaching. I fantasised 
about escaping almost every day, usually early in the 
morning, lying in bed and ruminating on the misery and 
failure of my wretched little life. I became torn between two 
alternatives—begging God to kill me, and planning out my 
secret escape to another life.

After all, Christina and Adam would be much better off 
without me, especially if I died and left her the insurance 
money—a sure remedy for our significant financial ills. The 
church could find a much more competent and gifted pastor, 
one who wasn't teetering on the brink of insanity. The world 
would just be a better place without Mark Tossell. 

The traumatic events of 2014, mentioned at the start of this 
chapter, were too much for my fragile mind: I simply broke. 

I suffered a mental and emotional breakdown, and 
immediately sought emergency medical treatment. I was 
diagnosed with major depressive disorder and was forced to 
take a medical leave of absence from my career, my calling, as 
a pastor, for four months. 

I recovered quite well, all things considered, but I was 
nowhere near 100% when I went back to work. I soon realised 
that my health could not cope with the emotional stresses and 
strains of being a pastor and counsellor, so I resigned from 
the church in November 2015. 

This was the most difficult thing, by far, that I have ever 
done in my life. I had poured my soul into the people in our 
congregation – that church had been my life for 16 years. 
Many of our members were also dear friends, and I was the 
only pastor that some had ever known. Christina and I had 
given ourselves without reservation to the little church in 
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Sydney, and gladly so. When we left, it was like my heart had 
been ripped out. I felt lost and empty. 

What would we do now?

When I resigned from our church, I continued to speak in 
churches, and received some income as a result. I also had the 
incredible privilege of traveling on a book tour to promote 
my depression book in early 2015, speaking in 16 churches in 
seven states of the USA, from California to Maine.  

The money from my book sales on the trip helped to pay 
our bills for a couple of months. However, the loss of two 
thirds of our income since November was crippling us 
financially. I looked for work in vain. I have an engineering 
degree but have had no relevant experience since 1991, so 
engineering was not a viable option. Our situation seemed 
hopeless. 

We prayed and looked, to no avail. The money from the 
book sales was almost gone. In fact, we had enough funds left 
for a few weeks’ rent, then we would be in serious trouble 
indeed. I applied for a low-paying factory job – and got 
turned down. 

Things were desperate. 

Then came a meeting that would change my life and vocation 
forever. 
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CHAPTER THREE
Google, what is a CRM?

A businessman friend from church, Reg Moodley, kindly 
agreed to review my resume and give me some pointers. He 
also shared it with a recruiter friend, Debra, who promptly 
instructed me to totally rewrite it. It took me a good half day 
to do so, and I was rather irritated at her audacity. Once I had 
rewritten the resume, I again shared it with Reg, hoping that 
perhaps something might stand out and he might have a 
business contact who might have a place for me. If I didn’t 
find work within two weeks, we would default on our rent. 

Reg’s son, Neil Moodley, was the Managing Director of the 
financial services business, Fusion Group, that Reg had 
started decades before. Neil was also a friend  of mine. Reg 
mentioned to Neil about my mathematics and engineering 
background, asking if I might have the aptitude for a 
mothballed IT project that Fusion had been pondering. Neil 
and Reg knew my family’s situation at the time, and wanted 
to give me a break, so Neil said he would speak with me. 

Neil called to ask if I would consider working with them to 
help implement a CRM system called Salesforce. I said that I 
was interested. After hanging up, I promptly went to Google 
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to find out what “CRM” stood for! I had no idea at all what it 
was. This was May of 2016. A CRM, I found out, is a 
Customer Relationship Management system. It helps 
businesses to build and maintain great relationships with 
their customers, as the name suggests. 

I also Googled “Salesforce”. Looking back, that was a 
rather iconic moment. I vividly remember watching a 90-
second demo video and being mildly intrigued. I have always 
loved technology, and the new Lightning UI was quite 
compelling. 

I met Neil and the management team that afternoon – my 
first job interview in twenty years! I was told that Fusion 
wanted to implement Salesforce as their core business system 
and that they needed someone to customise and implement it 
for them. I had never touched Salesforce, but I told them of 
my experience with MSAccess (back in 1997!) and that I felt I 
could take on this challenge. After all, it sounded like a 
straightforward database project. It couldn’t be too difficult, 
right? 

Wrong!

That evening, after accepting Fusion’s offer, I got online and 
had my first look at this system that was to become the centre 
of my vocational world. I was very impressed! I love 
technology, and it looked very flexible and powerful. I also 
became quite nervous as I began to realise that this was not 
going to be a simple database project after all…

I had just three weeks to prepare before I started work. 
Remember – I had never touched a Salesforce org in my life, 
and I had no IT training or background. Also, I was probably 
the most fiscally illiterate person on the planet, so building a 
Financial Services Cloud org for a wealth management 
business would be challenging, to say the least. 

I had to start somewhere, so I searched YouTube and 
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watched old Dreamforce1 sessions for about 50 hours in the 
first week. However, the videos were not arranged or 
structured in a way that was helpful as far as learning goes, 
and they were about three years old, so the Classic interface 
was featured exclusively. I felt incredibly overwhelmed. What 
I really needed was a structured, tailored learning program. I 
knew that Salesforce courses were offered, but I could not 
afford them at the time. 

Things were looking pretty bleak. How on earth was I 
going to learn this complex platform and build a business 
system from scratch? I became very discouraged. 

Then I stumbled across my good friend Trailhead. O, 
happy day! 
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CHAPTER FOUR
The secret sauce that is Trailhead

What is Trailhead? It is a free, structured, world-class online 
learning platform. It is also uses gamification, meaning that 
learning becomes a fun and addictive pursuit. 

When Trailhead was launched in October of 2014, it went 
live with just three trails and 11 badges — currently there are 
over 800 badges and 2.2 million trailblazers have earned 
over 25 million badges. 

As I stepped into an exciting role for which I was 
unqualified and unprepared, I embraced online learning with 
great gusto. The next two weeks were filled with two things 
that I love: espresso and Trailhead! 

* * *
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That journey with Trailhead continues unto this day, as I 
continue to learn and grow. I am incredibly curious, and 
Salesforce never, ever slows down in its pursuit of 
innovation, so the quest for knowledge is an infinite one. 
What do you want to learn? How do you want to expand 
your technology and business horizons? Whatever your need 
or curiosity, Trailhead can help! For example, there are badges 
for:

1. Basic CRM instruction
2. Sales process optimisation
3. Service team enablement
4. Marketing automation
5. Leadership
6. Public speaking
7. Basic and advanced reporting
8. Machine learning
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9. App development lifecycle
10. Process automation

Trailhead is not just a game changer – Trailhead is a life 
changer!
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* * *
Certainly, there are a great many factors involved in my 
amazing journey, and many people to whom I am thankful. 
However, the reason for this post is to highlight the crucial 
role that the Salesforce learning platform, Trailhead, has 
played in my transformation.

Trailhead has changed my life!It can change yours, too.
Why do I say this?

1. Trailhead enables anyone, in any social strata or 
economic circumstance, to learn the world’s #1 CRM

Back in 2016, as I began searching for a way to learn this 
mysterious CRM, I quickly became overwhelmed with 
information overload. There was a tremendous amount of 
learning material available online, but it was mostly 
unstructured, and I soon got lost. Providentially, I stumbled 
across Trailhead by accident — a free, structured and first-
class online learning platform. Woohoo! What a game 
changer. I spent most of the next two weeks immersed in 
trails, badges and projects, furiously up-skilling before I 
dived into my terrifying new role.

Trailhead is structured in a way that prepares people for 
real-world employment and advancement, and it is available 
for anyone, without any prerequisites or cost. If there is 
another learning platform like it for any other system, I am 
not aware of it. Trailhead empowers all manner of people, of 
all age groups, from all backgrounds. It reflects the Salesforce 
value of equality — of giving everyone a fair go, as we might 
say here in Australia.

2. Trailhead is just one facet of a greater learning 
community

The word “Ohana” is one adopted by the Salesforce 
ecosystem, and it means, simply, family. I’m not meaning to 
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sound cheesy or corny, but when I entered the Salesforce 
community and began learning and sharing, I was adopted 
by one great big family!

For example, I was having trouble some time ago building 
process automation using the visual tool, Process Builder. I 
was stuck. I got hold of a Salesforce blogger, who then offered 
to help me via screen share, as he is in the States, and I’m 
based in Sydney, Australia. This Ohana member spent about 
two hours with me, at the end of his busy work day, to assist 
me. Wow!

It never ceases to amaze me how the Ohana members help 
one another, even those who might technically be in 
competition with each other. It’s a big world of give and take, 
and it makes all the difference.

3. Trailhead is gamified and fun!
I am a highly competitive individual. I love games, and I 

am a very bad loser. When I realised that Trailhead uses 
gamification, with various ranks for earning badges, I was 
ecstatic! Since that time, I’ve entered into some friendly 
competition with online friends — first to attain the rank of 
ranger (100 badges), then double ranger, and then triple 
ranger. It never ends! And I love it.

Learning is living, and it ought to be fun, but the mediums 
and methods of teaching often make it tedious and boring. 
Not so with Trailhead — it’s a blast!

I endured four years of university when I studied 
mechanical engineering. Notice that I said endured, and not 
enjoyed! If university was more like Trailhead, I am sure the 
graduation rate would be much higher. Learning is always 
hard work, but it ought also be fun.

4. Trailhead never stops growing
2.2 million trailblazers have earned over 25 million badges.
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* * *
25,000,000

That is truly incredible.

As the demand for Saleforce skills continues to grow, so does 
the online learning platform that helps to fill that skills gap. 

5. Trailhead empowers you so you can enable others
I never, ever dreamed that I would be awarded the coveted 

Gold Hoodie, the #AwesomeAdminAward, not in a million 
years – but that is exactly what happened at World Tour of 
2017! I was awarded the very first Gold Hoodie in all APAC. 
Wow! 

* * *
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I have worked incredibly hard to master – if that is even 
possible – the complex Salesforce platform, knowing that 
doing so would go a long way to building my career and 
looking after my family. I hoped that my learning would 
enable me to improve my skills and grow my career, even as 
a fifty-year-old late bloomer. It certainly did!

What I did not expect was the positive impact that I would 
have upon the lives of others. This has become an incredible 
source of joy to me because I always aspire to inspire! For 
example, this week I got a Tweet from Salesforce President, 
Bret Taylor, and what he told me totally blew my mind:

* * *
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I have a saying that I often share:

Be good to everybody,
Because everybody is having a tough time.

When you grow and learn through Trailhead, you become 
empowered to enable and inspire others on their journey — 
and that feels amazing!

That was then:
* * *
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This is now:
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Of course, Neil and I had no idea just how complex and 
demanding a Salesforce implementation project is, especially 
for someone who has absolutely no Salesforce training, no IT 
training or degree, and no Salesforce experience at all! To 
make things even more interesting, we purchased the new 
Financial Services Cloud package which had been released 
just a few months earlier. Life was about to get very exciting, 
very quickly…
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CHAPTER FIVE
I am an Imposter

Taking this job was the biggest mistake of my life. What on earth 
was I thinking? 

I have no IT degree, no Salesforce training, and zero experience 
with this complex and powerful system: the one that will be the core 
business system for Fusion Group, the company that hired me in a 
moment of utter madness. 

I must be crazy. I have no idea what I’m doing!
There is no alternative but for me to resign, so Fusion can hire a 

competent, qualified, and experienced consultant to do a job that I 
have no hope of performing.  

These are the thoughts that plagued my weary mind as I 
drove in the dark along Woodville Road, making my way to 
our offices at Bella Vista in north-western Sydney. It was 
around 5:45 am, one weekday in July 2016. I was tired, 
overwhelmed, and discouraged. I could not go on. It was just 
too hard – and I simply was not good enough. 

Perhaps my greatest struggle was that of feeling utterly 
inadequate and overwhelmed. I was, in my own esteem, a 
fraud. An imposter. 

* * *
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Imposter syndrome is a very common and crippling 
affliction. It often torments those who have leaped out of their 
comfort zone and attempted something great for which they 
are inherently unqualified. You know – “Who do I think I am? 
I don’t know what I’m doing. Others know far much more 
about ______ than I do. I am an imposter!” 

Even Mike Cannon-Brooks, co-founder of software 
company, Atlassian, and an Australian billionaire, faced 
feelings of imposter syndrome while his company was 
winning awards, tenders and going from strength to strength. 
He says that, 

“…imposter syndrome is feeling well out of your depth, 
yet already entrenched in the situation, internally feeling that 
you’re not skilled enough, experienced enough or qualified 
enough to justify being there. But you are there, and you have 
to figure it out because you can’t get out. It’s more a sensation 
of getting away with something and the fear of being 
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discovered.”

“The more successful and skilled you are, the more likely you 
are to think that you’re stupid and faking it. The key lies in 
perception v.s reality, and how successful people can deal 
with feeling like a fraud whilst still striving and reaching 
their goals.” – Shivani Gopal

Here are some signs that you might struggle with Imposter 
Syndrome:

• Your work is never good enough
• You constantly feel unqualified
• You often compare yourself to others and feel inferior
• You constantly feel the need to prove yourself
• You worry about being “found out” and losing your 

role
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Image care of https://medium.com/datadriveninvestor/
why-imposter-syndrome-affects-the-most-successful-people-
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d3e5c8bb977e

This overwhelming feeling of inadequacy and insufficiency 
brought me to the edge of quitting - on many occasions. One 
way that I was able to combat this was through the inspiring 
stories of trailblazers who persevered through similar feelings 
and achieved great success. These include:

1. David Giller
2. Zac Otero
3. Cheryl Feldman
4. Peter Lyons

The first Trailblazer story that I read was that of David Giller. 
David’s story of trailblazing touched my life in a very 
powerful way.
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* * *
Let me quote his story here in his own words:

My name is David Giller. I was born and raised in NYC. 
When I was in college, I got swept up in the hype of L.A. Law 
and decided that I wanted to be an attorney so that I can save 
the world.

Yes, I envisioned myself as an attorney in a large law firm, 
helping the unfortunate and underprivileged.

While I practiced law for a few years (and I do have many 
funny stories to share about that), I was always 
enthusiastically interested in the business world as well.

In fact, if Syracuse wasn't so darn expensive (and cold) I 
would have pursued a joint JD/MBA degree. I found 
entrepreneurship, business management, marketing and all 
things technology completely fascinating.

Thankfully, I've been lucky enough to have many 
incredible career opportunities land on my lap unexpectedly. 
Although I spent lots of money on my law degree, I decided 
to put it aside and pursue my passion for the business world.

When I was in my 20s, I found myself working for several 
large, impressive companies - responsible for marketing and 
product development initiatives on a massive scale.

Through a wild turn of events, I ended up in Rockefeller 
Center, sitting for an interview for an IT Project Management 
role for NBC. I remember turning to my soon-to-be-manager 
(during the interview) saying:

"I don't even know what I'm doing here. I was a 
philosophy major and I went to law school. I'm an attorney. 
What the heck am I doing here? As much as I love technology 
I haven't programmed or done any coding whatsoever in my 
life. Also...I don't even know anything about the media and 
entertainment industry!"

She calmly looked at me and replied:
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"David, as an attorney, you know how to think logically, 
reason with people and you have presentation and 
communication skills that allow you to speak to the most 
senior executives in the company with clarity. If you love 
technology, we can teach you everything you need to know 
about IT. In fact, you don't need to do any programming or 
coding whatsoever. We need someone who can work with the 
business, understand their business processes and then 
translate that to the programmers so that they can do the 
coding and work with you to confirm that they've delivered 
what the business requires."

I thought about it and said:
"If that's all it is...I can do that."
From that very moment, my career took an unexpected 

turn into the world of technology.
After several years at NBCUniversal, I left to another 

division of GE: GE Capital.
At GE Capital I was introduced to the concept of a CRM, 

and I became responsible for the implementation of Siebel 
Marketing & Siebel Analytics across GE Capital Americas.

Around 2008, GE Capital decided to move from Siebel to 
Salesforce and my manager told me that I would be helping 
to migrate some of our business units over to Salesforce.

I found the Salesforce platform to be incredibly flexible, 
very user-friendly, and easy to learn. In a nutshell, I fell in 
love.

As my Salesforce-related responsibilities at GE Capital 
grew, I decided that I wanted to reignite my entrepreneur 
passion. I decided to open up Brainiate, to deliver Salesforce 
Training & Consulting services to my clients.

Through Brainiate I can take my broad business, 
marketing, technology background, the best practices and 
methodologies I learned at NBCUniversal and GE Capital - 
and apply them to other organizations to help them become 
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leaner and more efficient on the Salesforce platform.

Zac Otero

https://www.bkd.com/about-us/bkd-l i fe/factory-
salesforce-fame

Zac was homeschooled until he was 16. He earned his GED 
and migrated across the country, taking on low-wage jobs in a 
pallet construction plant, popcorn factory and grocery 
warehouse before landing in Springfield, Missouri, slicing 
deli meat at a packing plant.

“The routine was mind-numbing,” he says. “Slice it, pack it 
and stack it.”

Zac faced some hard truths after his son was born; the new 
demands of fatherhood meant he needed to make more 
money.
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“In the four years I worked at the factory, I received one 30-
cent raise,” he remembers. “That’s not enough.”

In a post-recession economy, Zac felt his options were 
limited. That’s when his cousin introduced him to Salesforce.

“He explained I don’t have to have a degree to take the 
test,” Zac recalls. “That’s what I started to go for and that 
took about a year.”

Setbacks & Hurdles:
Finding time to study was challenging. Fortunately, Zac’s 

10-hours-a-day, six-days-a-week factory job didn’t require 
excessive mental focus, so he downloaded Salesforce training 
sessions to his phone and listened to them while he worked.

After a year of studying, he took his first certification exam 
… and failed.

Motivating himself after the setback was difficult, but Zac 
soon had a renewed interest in achieving his goal when the 
plant announced it would be closing. He doubled down and 
earned his certification.

Zac now faced a new challenge—he was certified for a job 
he’d never done. He needed to connect with a local Salesforce 
user group. Since he couldn’t leave the factory during the 
day, he used all his sick time attending group meetings over 
lunch to get face time with experienced Salesforce 
professionals.

After the plant closed and Zac was laid off, he was out of 
work for four months.

“I was getting unemployment and being Mr. Mom for my 
kid while my wife went to work,” he says. “It was a hard 
stretch. I was looking around for jobs, but there are very few 
Salesforce jobs in Springfield. I was still going to user group, 
begging people for interviews.”

That’s where he heard about a Salesforce administrator 
opening at BKD, and one of the members helped him line up 
an interview. Zac was ecstatic and petrified at the same time.
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“I was 30 years old, and I’d never done a real job 
interview.”

Heath Alloway, BKD’s national growth manager, initially 
interviewed Zac.

“With his background being self-taught and without real-
life experience prior to BKD, he has such a drive and purpose 
behind what he does,” Heath says.

In the interview process, Zac told Heath, “You won’t 
interview anyone else who is as excited to be here as I am.”

He was right, and he got the job.
A Perfect Fit:
Moving from the factory floor to an office cubicle wasn’t 

easy.
“I was paranoid,” Zac recalls. “If you’re standing still in a 

factory, that’s when the boss comes after you.”
BKD culture helped put him at ease. Greg Cole, BKD’s 

chief marketing officer, saw Zac was a great fit from the start.
“The fact that he’s willing to invest in himself is really a 

testament to his character,” Greg says. “I think it aligns very 
well with the culture of the firm—our PRIDE values and 
commitment to unmatched client service.”

Zac saw to it Salesforce end users had what they needed. 
Everything is customized and built-to-suit, and Zac ensured 
database information was entered correctly, up-to-date and 
maintained. He primarily supported the industry marketing 
team, office marketers and Advance Team.

The Advance Team, which identifies prospects and 
coordinates targeted marketing initiatives, leaned on Zac the 
most. BKD Project Manager Steven Ward, who was the 
Advance Team leader at the time, worked closely with Zac to 
make the system the well-oiled machine it is today.

“Zac is the kind of person who’s never been afraid to break 
the mold,” Steven says. “He’s collaborated with my team on 
numerous projects to streamline and enhance our way of 



Mark Tossell

32

doing things and his knowledge of Salesforce has been a 
tremendous asset.”

The Honor of a Gold Hoodie:
In 2015, Zac took advantage of BKD’s professional 

development opportunities and attended the Salesforce 
Annual Conference. Through a series of lucky meetings, Zac’s 
story of perseverance began circulating—so much so it 
caught the eye of top Salesforce executives.

At the 2016 conference, he was awarded the Trailblazer 
Award, which recognizes a member of the Salesforce 
community who’s done something innovative.

“Part of the award was getting a gold lamé hoodie—it’s 
just like a bright gold disco ball,” Zac says. “Mine was the 
first.”

For the past two years, Zac has spoken to marketing 
research firms about the rise of technology jobs replacing 
more traditional jobs. He’s also continued to share his story, 
even participating in a Salesforce podcast and appearing in a 
recent video promoting Trailhead, an online training 
program.

Zac’s happy his story connects with others, but he’s 
remained grounded.

“I was just a guy looking for a good job that provides 
health insurance for my kids and doesn’t require me to kill 
myself,” he says. “I think of my dad—he’s 60 years old, 
worked hard all his life and will never be able to retire. I’m 
not going to be in that position.”

Cheryl Feldman
* * *



A Most Unlikely Trailblazer

33

Also see here:
https://appdevelopermagazine.com/the-journey-from-a-

hairdresser-to-a-salesforce-administrator/

How did you get your start?
My story starts back in 2001. I was working at a top salon 

in my area blowing out hair 10-12 hours a day when I tore my 
right rotator cuff. My doctor told me the repetitive motion of 
the blow drying had caused the injury and that I should 
probably look for a new career. I was devastated. My salon 
manager ended up offering me a temporary office job until I 
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could find new work. That opportunity led to another job as a 
secretary in “Corporate America.” I started out answering 
phones, taking messages, keeping calendars, setting up 
meetings—all pretty standard secretarial stuff. Over time, I 
got into database entry, inventory reporting, and customer 
service. I loved the metrics piece. It was almost like I was 
telling our company’s weekly story in an excel spreadsheet. I 
prided myself on those reports. It was my favorite thing to do 
every week.

When did Salesforce enter the picture?
I loved working on metrics, but assembling reports was 

time intensive and, by the end, the data was always a week 
old. I asked my manager, “Wouldn’t it be great if all of this 
stuff was in one system where we could just run reports?” My 
boss turned to me and said they were implementing 
something called Salesforce and that I should be on that 
project. I immediately loved it! By clicking a few checkboxes, 
I could alleviate helpdesk tickets that could take 3 weeks for a 
response. In 3 days, I had taught myself how to update report 
criteria and run my own reports.

How did you become an #awesomeadmin?
I spent hours each night reading about Salesforce and 

convinced my IT department to give me admin access. With 
that new authority, I created my first formula field that 
allowed us to drill further down into our contacts for info 
that we needed. That is the moment that opened my eyes to 
the power of what someone with few technology skills could 
do with Salesforce. I knew this is what I wanted to do: I 
wanted to play with Salesforce all day and all night. But how 
could I make Salesforce my career? I searched Monster that 
night for Salesforce and there it was, my dream job. A startup 
was looking for a sales and field operations manager to do 
reporting and manage their Salesforce org. Bingo! I applied, 
and I got the job.
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What motivated you to learn through Trailhead?
I love to learn, but training can be expensive and time 

prohibitive. Trailhead lets me learn at my own pace and focus 
on the things I need to learn right now or the things I’m 
curious about that I’ve never used. Salesforce has become a 
huge platform and to this day there are features I haven’t 
been exposed to at work, but I can get hands-on with them in 
Trailhead.

How do you make time for Trailhead?
Curiosity may have killed the cat, but also it launches 

Salesforce careers. I’m always curious about Salesforce and 
how things work. I usually reserve Sunday evenings for all 
things Salesforce, such as planning a user group, mentoring 
people, answering questions, or hiking some virtual trails.

What one thing did Trailhead help demystify for you?
Flow. For the longest time I had a hard time wrapping my 

head around how to use Flow. I went to trainings at 
Dreamforce and I would build my Flow in the course and 
then go back and think, "Hmm, how do I do this again?" 
Trailhead seemed to make it stick.

Where do you look for inspiration?
I’m inspired by the fact that Salesforce empowers anyone, 

regardless of age, gender, race, income, social status, location, 
to learn their product for FREE. This inspired me to explore 
how we could use this great tool to help those in my city. 
NYC has a problem, a good problem, but still a problem. 
There are lots of job openings for Salesforce professionals 
(admins, developers, BA’s, PM’s, consultants, managers, the 
list goes on). But there isn’t enough talent, so we’re 
encouraging all types of people in NYC to learn Salesforce. 
We’ve taught classes and held bootcamps (see Selina’s story). 
I’m constantly inspired by the Salesforce community and how 
genuinely everyone cares for each other. It motivates me to 
push myself harder and to focus on cultivating more talent 
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and bringing more people into this family.
How do you use your skills to give back?
If you ask the people in my local community, they will tell 

you that my greatest skill is being a master connector. I’m 
always introducing people I know to other people I know. As 
a User Group Leader and MVP, I talk to a lot of people in the 
ecosystem. Someone will tell me they are interested in doing 
something job-wise or community-wise and I file it back in 
my brain. When I meet someone else looking for a person 
with that interest or looking to do something similar in the 
community, I always make sure to introduce them. I love 
seeing people be successful. My greatest success will always 
be the success of those I’ve trained, managed, and mentored.

What does being a Trailblazer mean to you?
Being a Trailblazer means being able to take your life and 

career by the horns and blaze through. It means being open to 
learn everything you need for your current role, but also 
being driven to learn skills that prepare you for your next 
step.

What advice do you have for new Trailblazers?
If you love Salesforce and are passionate like I’ve been, if 

you want to make it a career but are not sure you can, I’m 
here to say: "If I can do it, you can do it!" I could give you a 
giant list of things I’ve built on the platform, but what I really 
built on Salesforce was my career.

Peter Lyons
* * *
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I am honoured to call Peter Lyons, Analytics MVP, my friend 
and mentor, and was thrilled when he agreed to be 
interviewed for my book about blazing trails. Here is Peter's 
story, in his own words: 

Background:
I was always a “tinkerer”. I loved taking stuff apart and 

putting it back together. When I was only 14, I took a 
computer apart. When I did, I saw the CPU heat sink and 
thought that was where the data was stored! 

When I was 16, I quit school and got a job in kitchen. This 
became my steady vocation. At 26, my boss was an addict, 
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and had a bad temper. My job was to clean his toilet. I end up 
saying to myself, “Where did I go wrong?”

I didn’t have much direction or training growing up, and I 
settled in with an attitude that said, “I’ll live a quiet of 
mediocrity – and maybe that’s not so bad.”

I lived in a frat house of disenfranchised cooks called 
“megahertz”, and I had no interest in computers. My email 
address was “hatescomputers@gmail.com"!  I was bitter 
because I had been denied the chance to learn. I had missed 
my opportunity.

One day, my friend in the frat house put together a 
computer for me – a “frankenbox”! You had to jump start it 
with a screwdriver. This computer was constantly breaking, 
so I had to learn to fix it. Not only was I good at it, but I really 
enjoyed it. 

I then began fishing computers out of the trash and 
refurbishing them, and gave them to charities, etc. This led to 
part-time computer work on the side, including laptop 
tuneups, data recovery, and breaking Windows passwords. I 
even got people their stolen laptops back! 

After about six months, I built my first custom rig.  I stayed 
busy with a couple of years of ad-hoc work on the side, while 
still working in a kitchen. This helped make ends meet, as I 
only made $22k in my best year as a cook. Really, I had no 
faith that this would ever turn into a career, although that 
was my dream.

Life was telling me, “Get used to mediocrity”
Eventually, I ran out of the ad-hoc pc work. Then, I visited 

my dad’s house; he is a deacon, and a praying man. I asked 
him to pray for a computer job; I was deeply emotional about 
my situation, and had almost lost hope. I felt stuck in “self-
created mediocrity”. That night, I went home and my 
roommate told me that he had got a computer job. I thought, 
"I meant me – not him!" 
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The next day, I got a call from his kid sister, and she told 
me that the library had been donated a lot of 17” monitors. I 
bought the lot for $10 a unit – with no idea how to get them, 
how to pay for them, or what to do with them! There were 49 
of them, so I paid for them with my rent money.  I later sold 
them to a guy on Craigs List for $20 a piece. One thing led to 
another, and I got very busy with computer work. Suddenly, 
I'm booked out with a two-week backlog.

But, this still was not a career in tech. 

!

Watershed moment:
My roommate told me I was not a technician – he said I 

was a consultant. What I didn't know was that this roommate 
worked with Salesforce. My roommate then got me in touch 
with Raj Suchak, a former SF employee (professional services) 
who started his own Salesforce partnership. Raj asked me to 
fill in a LinkedIn profile. I did my best, but I was painfully 
aware of my lack of a college education. Plus, I had no 
appropriate picture – the best I had was me with a blue 
mohawk! 

In January, 2015, Raj and I chatted. He gave me “The 
University Model” and the Force.Com workbook. I had to 
build out the requirements, and I circumvented code by using 
a clever data model. As always, very much an outside-the-
box approach. 

Raj and I then do “riddles” for an hour and a half. He 
wanted to see how I thought and solved problems. 

Then it happened – Raj made me a job offer!
I went from a blue mohawk to a crew cut. The first six 

months were “brutal” – going into consulting had been a 
“horrible mistake”! I instantly went from being “the” expert 
to having no idea what was going on. It was very humbling, I 
found found it very difficult to handle the work load. 

I was put on a reporting project for a nightmare data 
model, where it was very difficult to report on simple 
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problems. My roommate told me about Wave [Einstein 
Analytics] and how you can do cross-object reporting. I tell 
myself, “This is exactly what I need. This is the solution to all 
my reporting nightmares.” This was May of 2015. 

Then I found out that you needed code, and my heart sank. 
But, I knew I had to break through the glass ceiling. I got my 
Analytics brown belt, and started working on our first Wave 
deal – one dataset, and one dashboard. 

Giving back:
I got burned once really badly by not being release ready, 

so that became a passion - how could I make sure my 
customers were always prepared? 

I also presented at the higher ed summit, developed my 
expertise and got known for solving problems. My mentor 
encouraged me to post on The Success [Trailblazer] 
Community. I then began answering questions and got 
quickly addicted. More riddle solving!

I found myself answering the same questions over and 
over. I was encouraged to write a blog, so I made a video and 
pretended I was teaching someone in person. This was July of 
2017, when I created my YouTube channel that now has over 
2,400 subscribers. I found that I was inspired as people 
responded to my content.

“It’s been a wild ride!”
I am now a co-leader of the Buffalo, NY, User Group. I was 

made Analytics MVP in February of 2018. 

Check out Peter's YouTube channel: Let’s Play Salesforce 
(here)
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CHAPTER SIX
The Power of Persistence

Many well-meaning people have been very kind to me and 
told me how smart I am because I self-learned and 
implemented Salesforce Financial Services Cloud and 
Einstein Analytics. As humbled as I am by these remarks, 
they bother me somewhat. Why?

First, the world is full of smart people. There are many 
different kinds of intelligence, and there are a great many 
intelligent people who are never really given the opportunity 
to demonstrate their intelligence.

Second, some highly intelligent people never achieve much 
in their life time, while many so-called average people 
achieve a great deal. That is, many average people succeed, 
and many gifted people fail.

Clearly, then, there is a great deal more to success than 
purely talent or intellect.

Thousands of books have been written on the subject of 
success, most by people more qualified than me, so I won’t go 
there. I will, however, muse upon one character trait for a few 
paragraphs. It is this trait, in my opinion, that has enabled 
many ordinary people to taste the sweetness of success. In my 
case, it is an attribute that my amazing parents taught me by 
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example as they endured the trials and troubles of life with a 
smile.

How important is this character trait? I would go so far as 
to say that it is impossible to truly succeed without this trait. 
It is a crucial ingredient for success in any venture. It is…

Persistence.
That is, perseverance; tenacity; determination; resolve; 

resoluteness; patience; endurance; diligence; dedication; 
commitment; doggedness; assiduity; steadfastness; 
tirelessness; indefatigability; stamina; obstinacy.

Vince Lombardi famously stated that, “Winners never quit, 
and quitters never win“. No one ever won a race who did not 
first finish that race. The ability to persist and persevere in the 
midst of troubles, failures, obstacles, weariness, doubts, and 
criticism is one of the most needful abilities for those who 
want to succeed at any worthy endeavour. Persistence is 
indispensable and invaluable.

We live in a day of “quick wins.” Many westerners grow 
up with a fast-food, drive-through mentality, one that expects 
something for nothing, a crown without a cross, and gain 
without pain. This mindset results in weak, discouraged 
failures that are forever waiting for the success that they think 
they are somehow owed by an unfair world.

My first six months as a novice Salesforce administrator / 
implementer were utterly terrifying. If I felt at first that I had 
no clue what I was doing, it was because I had no clue what I 
was doing! I could not even count how many times I wanted 
to run away and get a nice easy job. The project was so 
completely overwhelming that I regularly cursed myself for 
ever taking on the role in the first place. Yet, I persevered, and 
I am extremely glad that I did!

I am often my own worst critic, so I never go easy on 
myself. I generally don’t think that I am doing a great job, 
and I can typically name a whole host of people that I think 
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could take my place and excel in my role. This makes the 
temptation to quit that much harder to resist, because I really 
don’t think I am great at my job.

Back in 2017, I was thrilled to attend the Salesforce World 
Tour in Sydney, along with over ten thousand other people. I 
was also humbled and honoured to be asked to share my 
Trailblazer story, and was interviewed on stage by my dear 
friend, Megan Petersen. Little did I know that I was going to 
receive one of the great shocks of my life when I was 
presented with the #AwesomeAdmin award and the coveted 
Gold Hoodie:

Why was I so shocked? I don’t think that I’m an awesome 
admin! Even to this day, I often feel confused, overwhelmed, 
and scared by the enormity of what we are trying to do. Not 
only have we built out Salesforce, Pardot, and Einstein 
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Analytics, but we are preparing to launch our own Business 
Insights company, with me slotted for a highly pivotal role. 
Scary stuff, right? Yet, scared or not, I must press on, and I 
ought to encourage my fellow team members to do the same. 
We must not turn back!

When I think of the noteworthy achievements of my life, 
none of them would have eventuated had I quit when things 
got tough. I would never have earned my engineering degree 
at the University of Sydney – I would have quit along with 
the 75% of first-year students that did not graduate. I would 
not have graduated with a degree in theology six months 
after a near-fatal head-on car accident. I certainly would not 
have planted a church from scratch and pastored that church 
for sixteen years while struggling with serious mental illness. 
I would not have published a book on depression and 
conducted an incredible book tour across the United States. I 
would not have remained married to my lovely wife for 22 
years. And, I definitely would not have the amazing role of 
Digital Business Analyst at InFusion360! I am SO GLAD that I 
did not quit.

It is strange that we often scold our children for being 
stubborn, or being bad losers, when a good dose of tenacity 
and ambition are just what they need to succeed in life!

The Apostle Paul wrote these words to his protege, 
Timothy, while confined to a dark and lonely prison cell: 
“Endure hardship.” That is, tough it out. Don’t quit! Martin 
Luther King, Jr., put it this way: “If you can’t fly then run, if 
you can’t run then walk, if you can’t walk then crawl, but 
whatever you do you have to keep moving forward.” Press 
on!

How about you, friend? 
Are you weary? Burdened? Burned out? Overwhelmed? 

Scared? Anxious? Troubled? Doubting? Second guessing?
Let me share some advice with you:
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* * *
DON’T QUIT

When things go wrong, as they sometimes will,
When the road you’re trudging seems all uphill,
When the funds are low and the debts are high,
And you want to smile, but you have to sigh,
When care is pressing you down a bit –
Rest if you must, but don’t you quit.

Life is queer with its twists and turns,
As every one of us sometimes learns,
And many a fellow turns about
When he might have won had he stuck it out.
Don’t give up though the pace seems slow –
You may succeed with another blow.

Often the goal is nearer than
It seems to a faint and faltering man;
Often the struggler has given up
When he might have captured the victor’s cup;
And he learned too late when the night came down,
How close he was to the golden crown.

Success is failure turned inside out –
The silver tint in the clouds of doubt,
And you never can tell how close you are,
It might be near when it seems afar;
So stick to the fight when you’re hardest hit –
It’s when things seem worst that you must not quit.

[Author of poem unknown]
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CHAPTER SEVEN
"Ohana" means family

Synergy: the interaction or cooperation of two or more 
organizations, substances, or individuals to produce a combined 
effect greater than the sum of their separate effects.

I am not the first person to write about the Salesforce family – 
Ohana – and I am sure I will not be the last. I can, however, 
discuss this topic from my own unique perspective, as one 
who has been profoundly  impacted by this amazing, 
inspiring community of trailblazers.

One of the great struggles that I faced in my early days of 
implementing Salesforce was the fact that I did not have a 
mentor. That is, I had no one in my office or my circles who 
could offer advice, instruction and encouragement as I sought 
to understand, configure and utilise the Salesforce CRM. 
There was no “buddy system” for me to leverage. I often 
bemoaned this fact on days that I felt the pressing need for a 
helping hand. 

However, I found that I had an extended family, the 
Ohana, to support, mentor and inspire me along the way. 

For example, I was struggling to build a particular process 
automation using Process Builder, a visual tool that I had just 
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learned via Trailhead. I reached out to the author of a 
Salesforce blog, hoping that he might reply and share a useful 
post or link with me. He did far more than that – this 
champion arranged to have a two-hour Skype call with me in 
which he coached me on best practice, shared his ideas on 
how to solve the problem at hand, and left me enlightened 
and inspired! This time, at the end of his work day, was given 
freely and gladly. 

That is Ohana. 

◆ When I reach out for ideas on Twitter and am 
deluged with helpful responses, that is Ohana. 

◆ When a fellow #datatribe member suffered a 
personal loss, and she was supported and 
encouraged by other members, that is Ohana. 

◆ When people leave our Salesforce User Group 
inspired and motivated, that is Ohana. A User Group 
is a network of other Salesforce Community members 
that come together to share ideas, best practices, 
successes and collaborate on their use of Salesforce.

◆ When experts share their time freely through 
webinars, user groups, blogs, and many other 
avenues, that is Ohana.

◆ When people donate time from their busy schedules 
to help non-profit groups, that is Ohana.

◆ When businesses join together and help with a 
common cause, even though they are technically in 
competition with one another, that is Ohana.

No, I am not self-made!
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What a journey I’ve had with the amazing Ohana!

* * *
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CHAPTER EIGHT
Trailblazing!

My doctor told me that many people never recover from a 
serious breakdown like mine, and some recover only 
partially. To recover as I have done and to succeed at a 
highly-demanding, technical job, is, in his expert opinion, “a 
miracle.” Indeed, it is.

I remember when I was awarded my first Trailblazer 
hoodie – which is now rather well worn – and the sense of 
achievement that I felt. 

What is a trailblazer? Let’s hear what some friends and 
colleagues had to say on the subject:
◦ “To me, I see a trailblazer as a pioneer: someone who 

goes ahead and performs the audacious. More to the 
point where they innovate and cross uncharted 
areas.”

◦ “Someone with no fear to try a new path.”
◦ “Trailblazer means abandoning the fear of failure and 

striking out to create paths where none may exist. 
Trailblazers lead the way to the new and unexplored 
and mark that trail so others can follow.”

◦ “The lead crane in a v-formation.”
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◦ “To me trailblazer is a person who dives in head first 
and figures out things along the way. While doing so, 
they inspire the people around them to be less 
calculative and more experimenting as well.”

◦ “Pioneer. Courage to do something that hasn’t been 
done before. Innovator. Curiosity to try a different 
way. Leader. Motivate those around you to join you, 
and repeat the cycle.”

◦ “There’s definitely an element of innovation but also 
inspiring others, showing them the way and 
empowering them to a point where they can do it 
themselves.”

◦ “A pioneer; an innovator”

I like the definition offered by Sarah Joyce Franklin:
Trailblazer:
A pioneer, an innovator, a lifelong learner, a mover and 

shaker.
A leader who leaves a path for others to follow.
Most importantly, a person who builds a better world for 

others.

In my opinion, 

A trailblazer is a courageous pioneer who blazes a trail of 
innovation and inspires others to forge their own unique 
paths.

In that case, I see at least four qualities that define a 
trailblazer:

1. Courageous
2. Pioneering
3. Innovative
4. Inspirational
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1. Courageous

“Courage is not the absence of fear, but rather the assessment 
that something else is more important than fear.” ― Franklin 
D. Roosevelt 

I don’t think of myself as courageous. 
That is, I often feel afraid.  
Don’t we all?
Almost four years ago, I made the most reckless and 

outlandish decision that I have made in my 51 years. It was 
the scariest thing that I have ever done, and it had the 
potential to end in total disaster. It was utterly terrifying!

It was also one of the best decisions that I have ever 
made. 

When I accepted the role as Salesforce implementor for a 
wealth management business, having absolutely no CRM or 
Salesforce experience or training, it was a wonderfully crazy 
thing to do – right? It seemed that both our CEO, Neil 
Moodley, and myself had taken leave of our senses.

It turned out quite well, though. I ended up with a great 
job, Digital Business Analyst, in an incredible industry, cloud 
computing, with an amazing team, InFusion360. Things went 
from there, and now I am the Practice Lead for Visioneer360, 
in which I am a partner. More about that later…

Life is too short to play it safe! Why?
* * *
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A. No risk – no reward

In 1899, the young mechanic and engineer, Henry Ford, 
started the Detroit Automobile Company with the backing of 
three prominent politicians. Ford hadn’t quite mastered the 
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innovation and production techniques that would eventually 
make him rich, though. Over the next two years, Ford proved 
to be too much of a perfectionist, and his plant only produced 
20 cars as he painstakingly tinkered with designs.

The enterprise went bankrupt in 1901 and reorganised into 
the Henry Ford Company later that year. Ford eventually left 
that group and finally got things right in 1903, when he 
founded the Ford Motor Company. Things didn’t go so badly 
for the Henry Ford Company after he left, either; it changed 
its name into one you might find a bit more recognisable: the 
Cadillac Automobile Company.

Milton Hershey always knew he could make candy, but 
running a successful business seemed just out of his reach. 
Although he never had a formal education, Hershey spent 
four years apprenticing in a candy shop before striking out on 
his own in Philadelphia in 1876.

Six years later, his shop went under, as did a subsequent 
attempt to peddle sweets in New York City. Hershey then 
returned home to Lancaster, Pennsylvania, where he 
pioneered the use of fresh milk in caramel productions and 
founded the successful Lancaster Caramel Company.

In 1900 he sold the caramel company for $1 million so he 
could focus on perfecting a milk chocolate formula. Once he 
finally nailed the recipe down, he was too rich (and too flush 
with delicious chocolate) for anyone to remember the flops of 
his early candy ventures.

When H. J. Heinz was just 25 years old, he and two partners 
began a company that made horseradish. As the legend goes, 
the spicy root was the first of Heinz’s famed 57 varieties, but 
it wasn’t as lucrative as he’d hoped. A business panic in 1875 
bankrupted his enterprise, but Heinz’s passion for 
condiments remained strong.
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The very next year, Heinz got together with his brother and 
a cousin to start a new company in Pittsburgh, Pennsylvania. 
The reorganised group started making ketchup, and the 
business took off. Last year the H.J. Heinz Company had over 
$10 billion in revenue.

[Source: Seven famous people who survived bankruptcy]

No risk – no reward. You cannot expect to sit safely in your 
status quo and reap a great harvest of success. No, fortune 
does indeed favour the brave! A calculated risk might be just 
what you need to change the winds of fortune and set your 
sails for a new horizon of happiness. Take a chance!

“Inaction breeds doubt and fear. Action breeds confidence 
and courage. If you want to conquer fear, do not sit home and 
think about it. Go out and get busy.” – Dale Carnegie

Check this out: 30 Entrepreneurs Who Went Bankrupt

B. No one ever grew in their comfort zone

“You’ll always miss 100% of the shots you don’t take.” – 
Wayne Gretzky

We all want to grow, don’t we? Yet no one ever grew in 
their comfort zone. As someone once said,

“Your comfort zone is a beautiful thing but you will never 
grow there.” – Unknown

I like comfort. So do you. Comfort, is well, comfortable.
Two years ago, my friend and I (both middle-aged) had the 

idea to ride our bicycles from my house in western Sydney to 
Katoomba in the Blue Mountains. That is a 200 km (125 mile) 
ride, round trip, including a 40 km (25 mile) climb up the 
mountain. I had never ridden more than 160 km in one day, 
nor had I ever ridden up a mountain. 
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* * *

Google Map

So, off we set one morning, before sun-up. A few hours later, 
the sun was scorching hot, and we found ourselves climbing 
a mountain in 35C (95F) heat. About 80% of the way to 
Katoomba, we wanted desperately to give up. We were hot, 
exhausted, and very, very sore – but, we persisted and 
persevered. We made it to Katoomba, rewarded our tired 
selves with a massive brunch, and rode home down the 
mountain – at speeds of up to 80 kmh (50 mph)!

The reward was great – never have I felt so utterly 
exhilarated. To this day, I think of that ride as one of my most 
treasured accomplishments. Yet, we definitely had to leave 
our comfort zone to achieve this feat. I am so glad that we 
did!

“It’s good to feel stupid sometimes and do things that are 
out of your comfort zone.” –  Mary-Louise Parker

C. Refuse to die wondering

Life is short! The older that I get, the more I realise this to be 
true. No one ought to die wondering what might have been. 
Far better to try and fail than sit still and wonder. After all, 
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failure is never final. So, give it a go!
You might recognise this man and his creation:

Walter Elias “Walt” Disney was born on December 5, 1901, in 
Hermosa, Illinois. Disney attended McKinley High School in 
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Chicago, where he took drawing and photography classes 
and was a contributing cartoonist for the school paper. At 
night, he took courses at the Chicago Art Institute. When 
Disney was 16, he dropped out of school to join the Army but 
was rejected for being underage. Instead, he joined the Red 
Cross and was sent to France for a year to drive an 
ambulance. He moved back to the U.S. in 1919.

In 1919, Disney moved to Kansas City to pursue a career as 
a newspaper artist. His brother Roy got him a job at the 
Pesmen-Rubin Art Studio, where he met cartoonist, Ub 
Iwerks. From there, Disney worked at the Kansas City Film 
Ad Company, where he made commercials based on cutout 
animation. Around this time, Disney began experimenting 
with a camera, doing hand-drawn cel animation, and decided 
to open his own animation business. From the ad company, 
he recruited Fred Harman as his first employee.

Walt and Harman made a deal with a local Kansas City 
theater to screen their cartoons, which they called Laugh-O-
Grams. The cartoons were hugely popular, and Disney was 
able to acquire his own studio, upon which he bestowed the 
same name. They did a series of seven-minute fairy tales that 
combined both live action and animation, which they called 
Alice in Cartoonland. By 1923, however, the studio had 
become burdened with debt, and Disney was forced to 
declare bankruptcy.

Disney and his brother Roy soon pooled their money and 
moved to Hollywood. Iwerks also relocated to California, and 
there the three began the Disney Brothers’ Studio. Their first 
deal was with New York distributor Margaret Winkler, to 
distribute their Alice cartoons. They also invented a character 
called Oswald the Lucky Rabbit, and contracted the shorts at 
$1,500 each.

A few years later, Disney discovered that Winkler and her 
husband, Charles Mintz, had stolen the rights to Oswald, 
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along with all of Disney’s animators, except for Iwerks. Right 
away the Disney brothers, their wives and Iwerks produced 
three cartoons featuring a new character Walt had been 
developing called Mickey Mouse. The first animated shorts 
featuring Mickey were Plane Crazy and The Gallopin’ 
Gaucho, both silent films for which they failed to find 
distribution. When sound made its way into film, Disney 
created a third, sound-and-music-equipped short called 
Steamboat Willie. With Walt as the voice of Mickey, the 
cartoon was an instant sensation.

Walt and his brother Roy later co-founded Walt Disney 
Productions, which became one of the best-known motion-
picture production companies in the world. He won 22 
Academy Awards during his lifetime, and was the founder of 
theme parks Disneyland and Walt Disney World.

The Walt Disney Company is now worth approximately 90 
billion dollars.

[Source: Walt Disney]

In conclusion:
* * *



A Most Unlikely Trailblazer

65

2. Pioneering

Pioneer: a person who is among the first to research and develop a 
new area of knowledge or activity.

A trailblazer blazes new trails; they forge new paths, rather 
than taking the established, well-worn trails that others have 
established before them. 

Of course, this is not a easy, simple, carefree way of living 
and working – it is just plain hard. However, it offers rewards 
and benefits not found in the traditional paths…

When my parents decided to leave England and emigrate 
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to Australia in 1975, it was certainly not the path of least 
resistance. They owned a comfortable home in South London, 
and my father’s automotive business was thriving. To leave 
all that behind and move to a fledgling nation – which they 
had never even visited – was a scary project indeed. My mum 
and dad and had no family or employment in Australia to 
look forward to. However, Mick and Sylvia took a leap of 
faith (at times it seemed like folly) in October and moved to 
Sydney with myself, aged 7, and my sister, aged 3. It was a 
hard path – battling homesickness and culture shock, 
overcoming fear and doubt, and struggling to get a brand 
new business off of the ground. 

Fast forward fifteen years, and my parents both had 
successful businesses, my sister and I were thriving in our 
new country, and we all lived in a beautiful home in the 
suburbs of Sydney. Several aunts and uncles, with their 
respective children, had come out to visit these adventurous 
Brits, then subsequently moved out to stay. At last count, 
there are around 100 relatives living in Australia, all taking 
advantage of the prosperous trail that my brave parents had 
blazed. Mick and Sylvia Tossell are pioneers. 

Imagine a world without trailblazers. What would we not 
have? Here are just a few examples:

• Electricity
• Democracy
• Motor cars
• Civil rights
• Personal computers
• The iPhone
• All forms of music
• Television
• The internet
• Cloud computing
• Air travel
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• Social media
• Penicillin
• X-rays, MRI’s and other forms of medical imaging 
• Universities
• Online learning
• Astronomy

What a sad, staid world it would be without pioneers!

Alexander Graham Bell1 was born in Edinburgh, Scotland, 
on March 3, 1847. Bell’s father was a professor of speech 
elocution at the University of Edinburgh and his mother, 
despite being deaf, was an accomplished pianist.

Young Alexander was an intellectually curious child who 
studied piano and began inventing things at an early age. 
Both of his brothers passed away from tuberculosis by the 
time Bell was in his early twenties.

Initially, Bell’s education consisted of homeschooling. Bell 
didn’t excel academically, but he was a problem solver from 
an early age.

When he was just 12, the young Alexander invented a 
device with rotating paddles and nail brushes that could 
quickly remove husks from wheat grain to help improve a 
farming process. At age 16, Bell began studying the 
mechanics of speech.

He went on to attend Royal High School and the 
University of Edinburgh. In 1870, Bell, along with his family, 
moved to Canada. The following year, he settled in the 
United States.

While in the U.S., Bell implemented a system his father 
developed to teach deaf children called “visible speech” — a 
set of symbols that represented speech sounds.

In 1872, he opened the School of Vocal Physiology and 
Mechanics of Speech in Boston, where deaf people were 
taught to speak. At age 26, the budding inventor became 
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Professor of Vocal Physiology and Elocution at the Boston 
University School of Oratory, even though he didn’t have a 
university degree.

While teaching, Bell met Mabel Hubbard, a deaf student. 
The couple married on July 11, 1877. They went on to have 
four children, including two sons who died as infants. 

In 1871, Bell started working on the harmonic telegraph — 
a device that allowed multiple messages to be transmitted 
over a wire at the same time. While trying to perfect this 
technology, which was backed by a group of investors, Bell 
became preoccupied with finding a way to transmit human 
voice over wires.

By 1875, Bell, with the help of his partner Thomas Watson, 
had come up with a simple receiver that could turn electricity 
into sound.

Other scientists, including Antonio Meucci and Elisha 
Gray, were working on similar technologies, and there’s some 
debate over who should be credited with the invention of the 
telephone. It’s said that Bell raced to the patent office to be 
the first to secure the rights to the discovery.

On March 7, 1876, Bell was granted his telephone patent. A 
few days later, he made the first-ever telephone call to 
Watson, allegedly uttering the now-famous phrase, “Mr. 
Watson, come here. I want you.”

“The inventor looks upon the world and is not 
contented with things as they are. He wants to 
improve whatever he sees, he wants to benefit the 
world; he is haunted by an idea. The spirit of 
invention possesses him, seeking materialization.”

Emmeline Goulden Pankhurst2 was born on 14 July 1858 in 
Manchester into a family with a tradition of radical politics. 
In 1879, she married Richard Pankhurst, a lawyer and 
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supporter of the women's suffrage movement. He was the 
author of the Married Women's Property Acts of 1870 and 
1882, which allowed women to keep earnings or property 
acquired before and after marriage. His death in 1898 was a 
great shock to Emmeline.

In 1889, Emmeline founded the Women's Franchise 
League, which fought to allow married women to vote in 
local elections. In October 1903, she helped found the more 
militant Women's Social and Political Union (WSPU) - an 
organisation that gained much notoriety for its activities and 
whose members were the first to be christened 'suffragettes'. 
Emmeline's daughters Christabel and Sylvia were both active 
in the cause. British politicians, press and public were 
astonished by the demonstrations, window smashing, arson 
and hunger strikes of the suffragettes. In 1913, WSPU 
member Emily Davison was killed when she threw herself 
under the king's horse at the Derby as a protest at the 
government's continued failure to grant women the right to 
vote.

Like many suffragettes, Emmeline was arrested on 
numerous occasions over the next few years and went on 
hunger strike herself, resulting in violent force-feeding. In 
1913, in response to the wave of hunger strikes, the 
government passed what became known as the 'Cat and 
Mouse' Act. Hunger striking prisoners were released until 
they grew strong again, and then re-arrested.

This period of militancy was ended abruptly on the 
outbreak of war in 1914, when Emmeline turned her energies 
to supporting the war effort. In 1918, the Representation of 
the People Act gave voting rights to women over 30. 
Emmeline died on 14 June 1928, shortly after women were 
granted equal voting rights with men.

Pankhurst’s slogan 'Deeds, not words' defined her life. 
Women would have got the vote without her, but her bravery 
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and radicalism shocked society into a new pattern that could 
not be reversed. 

George Washington Carver3 was most likely born in 1864 
into slavery in Diamond, Missouri, during the Civil War 
years. Like many children of slaves, the exact year and date of 
his birth are unknown.

Carver was one of many children born to Mary and Giles, 
an enslaved couple owned by Moses Carver. A week after his 
birth, Carver was kidnapped along with his sister and mother 
from the Carver farm by raiders from the neighboring state of 
Arkansas. 

The three were later sold in Kentucky. Among them, only 
the infant Carver was located by an agent of Moses Carver 
and returned to Missouri.

The conclusion of the Civil War in 1865 brought the end of 
slavery in Missouri. Moses and his wife, Susan, decided to 
keep Carver and his brother James at their home after that 
time, raising and educating the two boys. Susan Carver 
taught Carver to read and write since no local school would 
accept black students at the time.

The search for knowledge would remain a driving force for 
the rest of Carver's life. As a young man, he left the Carver 
home to travel to a school for black children 10 miles away.

It was at this point that the boy, who had always identified 
himself as "Carver's George" first came to be known as 
"George Carver." Carver attended a series of schools before 
receiving his diploma at Minneapolis High School in 
Minneapolis, Kansas.

Accepted to Highland College in Highland, Kansas, Carver 
was denied admittance once college administrators learned of 
his race. Instead of attending classes, he homesteaded a claim, 
where he conducted biological experiments and compiled a 
geological collection.
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While interested in science, Carver was also interested in 
the arts. In 1890, he began studying art and music at Simpson 
College in Iowa, developing his painting and drawing skills 
through sketches of botanical samples. 

His obvious aptitude for drawing the natural world 
prompted a teacher to suggest that Carver enroll in the 
botany program at the Iowa State Agricultural College.

Carver moved to Ames and began his botanical studies the 
following year as the first black student at Iowa State. Carver 
excelled in his studies. Upon completion of his Bachelor of 
Science degree, Carver's professors Joseph Budd and Louis 
Pammel persuaded him to stay on for a master's degree.

His graduate studies included intensive work in plant 
pathology at the Iowa Experiment Station. In these years, 
Carver established his reputation as a brilliant botanist and 
began the work that he would pursue the remainder of his 
career.

Carver went on to become one of the most prominent 
scientists and inventors of his time, as well as a teacher at the 
Tuskegee Institute. Carver devised over 100 products using 
one major crop — the peanut — including dyes, plastics and 
gasoline. He achieved international fame in political and 
professional circles. President Theodore Roosevelt admired 
his work and sought his advice on agricultural matters in the 
United States. Carver was also recognized abroad for his 
scientific expertise. In 1916, he was made a member of the 
British Royal Society of Arts — a rare honor for an American. 
Carver also advised Indian leader Mahatma Gandhi on 
matters of agriculture and nutrition.

Thank God for pioneering trailblazers!
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3. Innovative

Innovate: make changes in something established, especially by 
introducing new methods, ideas, or products.

What does it mean to innovate? Here are a few synonyms: 

• change
• alteration
• disrupt
• revolution
• upheaval
• transformation
• metamorphosis
• recasting
• variation
• novelty
• unconventionality
• modernization
• a break with tradition
• a change of direction

Trailblazers are innovators – they are change agents. 
* * *
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Steven Paul Jobs4 was an American inventor, designer and 
entrepreneur who was the co-founder, chief executive and 
chairman of Apple Computer. Apple's revolutionary 
products, which include the iPod, iPhone and iPad, are now 
seen as dictating the evolution of modern technology. 

Born in 1955 to two University of Wisconsin graduate 
students who gave him up for adoption, Jobs was smart but 
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directionless, dropping out of college and experimenting with 
different pursuits. 

In 1976, when Jobs was just 21, he and Steve Wozniak 
started Apple Computer in the Jobs’ family garage. They 
funded their entrepreneurial venture by Jobs selling his 
Volkswagen bus and Wozniak selling his beloved scientific 
calculator. Jobs and Wozniak are credited with 
revolutionizing the computer industry with Apple by 
democratizing the technology and making machines smaller, 
cheaper, intuitive and accessible to everyday consumers.

Wozniak conceived of a series of user-friendly personal 
computers, and — with Jobs in charge of marketing — Apple 
initially marketed the computers for $666.66 each. The Apple 
I earned the corporation around $774,000. Three years after 
the release of Apple's second model, the Apple II, the 
company's sales increased by 700 percent that year to $139 
million. 

“Sometimes when you innovate, you make mistakes. It is best 
to admit them quickly, and get on with improving your other 
innovations.” ― Steve Jobs

In 1980, Apple Computer became a publicly-traded company, 
with a market value of $1.2 billion by the end of its very first 
day of trading. Jobs looked to marketing expert John Sculley 
of Pepsi-Cola to take over the role of CEO for Apple.

The next several products from Apple suffered significant 
design flaws, however, resulting in recalls and consumer 
disappointment. IBM suddenly surpassed Apple in sales, and 
Apple had to compete with an IBM/PC-dominated business 
world.

In 1984, Apple released the Macintosh, marketing the 
computer as a piece of a counterculture lifestyle: romantic, 
youthful, creative. Despite positive sales and performance 
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superior to IBM's PCs, the Macintosh was still not IBM-
compatible.

Sculley believed Jobs was hurting Apple, and the 
company's executives began to phase him out. Not actually 
having had an official title with the company he co-founded, 
Jobs was pushed into a more marginalized position and thus 
left Apple in 1985.

After leaving Apple in 1985, Jobs began a new hardware 
and software enterprise called NeXT, Inc. The company 
floundered in its attempts to sell its specialized operating 
system to mainstream America, and Apple eventually bought 
the company in 1996 for $429 million.

In 1997, Jobs returned to his post as Apple's CEO. Just as 
Jobs instigated Apple's success in the 1970s, he is credited 
with revitalizing the company in the 1990s.

With a new management team, altered stock options and a 
self-imposed annual salary of $1 a year, Jobs put Apple back 
on track. Jobs’ ingenious products (like the iMac), effective 
branding campaigns and stylish designs caught the attention 
of consumers once again.

In the ensuing years, Apple introduced such revolutionary 
products as the Macbook Air, iPod and iPhone, all of which 
dictated the evolution of technology. Almost immediately 
after Apple released a new product, competitors scrambled to 
produce comparable technologies.

“Simple can be harder than complex: You have to work hard 
to get your thinking clean to make it simple. But it’s worth it 
in the end because once you get there, you can move 
mountains.” ― Steve Jobs

Apple's quarterly reports improved significantly in 2007: 
Stocks were worth $199.99 a share—a record-breaking value 
at that time — and the company boasted a staggering $1.58 
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billion profit, an $18 billion surplus in the bank and zero debt.
In 1986, Jobs purchased an animation company from 

George Lucas, which later became Pixar Animation Studios. 
Believing in Pixar's potential, Jobs initially invested $50 
million of his own money in the company.

The studio went on to produce wildly popular movies such 
as Toy Story, Finding Nemo and The Incredibles; Pixar's films 
have collectively netted $4 billion. The studio merged with 
Walt Disney in 2006, making Jobs Disney's largest 
shareholder.

In 2008, Apple became the second-biggest music retailer in 
America — second only to Walmart, fuelled by iTunes and 
iPod sales. Apple has also been ranked No. 1 on Fortune 
magazine's list of "America's Most Admired Companies," as 
well as No. 1 among Fortune 500 companies for returns to 
shareholders.

In 2011, Forbes estimated the majority of Jobs’ net worth at 
around $6.5 billion to $7 billion from his sale of Pixar to the 
Walt Disney Company in 2006. However if Jobs had not sold 
his Apple shares in 1985, when he left the company he 
founded and helmed for over a decade, his net worth would 
have been a staggering $36 billion.

“You have to be burning with an idea, or a problem, or a 
wrong that you want to right. If you’re not passionate enough 
from the start, you’ll never stick it out.” ― Steve Jobs

Steve Jobs was an innovator.

4. Inspirational

A trailblazer is a courageous pioneer who blazes a trail of 
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innovation and inspires others to forge their own unique 
paths.

Nick Vujicic5 was born to Dushka and Boris Vujicic in 1982 in 
Melbourne, Australia. Although he was an otherwise healthy 
baby, Nick was born without arms and legs; he had no legs, 
but two small feet, one of which had two toes. Nick has two 
siblings, Michelle and Aaron. Initially, a Victoria state law 
prevented Nick from attending a mainstream school due to 
his physical disability in spite of a lack of mental impairment. 
However, Vujicic became one of the first physically disabled 
students integrated into a mainstream school once those laws 
changed. Unfortunately, his lack of limbs made him a target 
for school bullies, and he fell into a severe depression. At age 
eight, Nick contemplated suicide and even tried to drown 
himself in his bathtub at age ten; his love for his parents 
prevented him from following through. He also stated in his 
music video "Something More" that God had a plan for his 
life and he could not bring himself to drown because of this.

Nick prayed very hard that God would give him arms and 
legs, and initially told God that, if his prayer remained 
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unanswered, Nick would not praise him indefinitely. 
However, a key turning point in his faith came when his 
mother showed him a newspaper article about a man dealing 
with a severe disability. Vujicic realized he wasn't unique in 
his struggles and began to embrace his lack of limbs. After 
this, Nick realized his accomplishments could inspire others 
and became grateful for his life.

Nick gradually figured out how to live a full life without 
limbs, adapting many of the daily skills limbed people 
accomplish without thinking. Nick writes with two toes on 
his left foot and a special grip that slid onto his big toe. He 
knows how to use a computer and can type up to 45 words 
per minute using the "heel and toe" method. He has also 
learned to throw tennis balls, play drum pedals, get a glass of 
water, comb his hair, brush his teeth, answer the phone and 
shave, in addition to participating in golf, swimming, and 
even sky-diving.

During secondary school, he was elected captain of 
MacGregor State in Queensland and worked with the student 
council on fundraising events for local charities and disability 
campaigns. When he was seventeen, he started to give talks 
at his prayer group, and later founded his non-profit 
organization, Life Without Limbs.

According to Nick, the victory over his struggles, as well as 
his strength and passion for life today, can be credited to his 
faith in God. His family, friends and the many people he has 
encountered along the journey have inspired him to carry on, 
as well.

Since his first speaking engagement at age 19, Nick has 
travelled around the world, sharing his story with millions, 
sometimes in stadiums filled to capacity, speaking to a range 
of diverse groups such as students, teachers, young people, 
business professionals and church congregations of all sizes. 
Today this dynamic young evangelist has accomplished more 
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than most people achieve in a lifetime. He’s an author, 
musician, actor, and his hobbies include fishing, painting and 
swimming. In 2007, Nick made the long journey from 
Australia to southern California. Nick established Life 
Without Limbs ministry in 2005. He is currently serving as 
President and CEO.

Nick Vujicic is truly inspirational. 

A genuine trailblazer is not self-centred, ambitious purely for 
personal success and prosperity. He or she is passionate about 
helping, encouraging, challenging and inspiring others on 
their journeys. A trailblazer gains great joy and satisfaction 
from stirring up and building up other trailblazers. 

One way that Salesforce recognises inspiration and 
innovation is by awarding the coveted Gold Hoodie. But, 
what is the Gold Hoodie, and why is it awarded?

Life with Goldie – Demystifying the Gold Hoodie
* * *
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I could not count how many times I have been asked the 
question, “How can I get the Gold Hoodie?”

After all, it is the most coveted of swag – just ask Business 
Insider:

“Tech companies are known for their swag. Employees, 
customers, and event attendees often go home with 
complimentary t-shirts, baseball caps, jackets, and even 
gadgets.

 But none of that swag shines quite as bright as Salesforce’s 
Golden Hoodie. And none is quite as rare.”

So, what is the Gold Hoodie all about? Why is it 
awarded, and to whom?

Well, first of all, Goldie is not all about being the best and 
brightest in the Salesforce ecosystem. If it was, well, 
thousands would have been given out already.

Also, Goldie is not a reward for a multiplicity of Salesforce 
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certifications or Trailhead badges, as much as Trailhead 
factors into many of the life stories of Goldie recipients.

Very simply, I think that I can sum up the Goldie award in 
two words:

1. Innovation
Innovation is the life blood of the Salesforce ecosystem, 

going back all the way to when Marc Benioff and Parker 
Harris founded the business in 1999.

What I do I mean by innovation? Well, more than just 
using Salesforce technology to transform a business or 
organisation, innovation is the way in which individuals have 
personally innovated in their own lives and careers.

2. Inspiration
Goldie recipients are people who give back to the 

community that helped to make them who they are – they 
aspire to inspire before they expire!

You don’t set out to win Goldie.
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* * *
That is, Goldie recipients have been given this honour as 

they sought to innovate and inspire, not because they wanted 
a coveted piece of swag.
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CHAPTER NINE
I don't always feel like a trailblazer

Some days – some weeks – I don’t feel at all like a brave 
pioneer. 

Recently we endured some challenges and disappointments 
at work, some of which were painfully personal. I blamed 
myself. Surely I could have done better? I went into analysis 
paralysis, endlessly wondering what I could have done 
differently. I felt like a failure. I felt stupid. I definitely did not 
feel like a courageous and inspirational pioneer! 

How about you? Are there times in your life that you 
didn’t just drop the ball – you dropped it, trod on it, and 
smashed into a thousand tiny pieces? 

Many years ago, in my previous life as a mechanical 
engineer, I was in charge of relocating and upgrading a 
shampoo packaging line from our existing facility to one 
about 100 miles / 160 km away. I was only 22 years old, and 
was feeling very unqualified and overwhelmed with this 
mammoth project. There was a plethora of complex factors to 
consider, and this inexperienced young engineer was in 
charge. I planned and prepared for months, built and rebuilt 
my Gantt charts and critical path analyses, and endured 
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many sleepless nights in my pursuit of the “perfect” project. 
Time came to move the line, upgrade some equipment, and 
get that beast up and running. I was hopeful, yet a little 
scared. I felt well prepared – quietly confident. 

Then it all went horribly wrong. 
One of the pieces of equipment that we were upgrading 

was the bottle unscrambler. This shiny new, and very 
expensive machine was built in Italy, and had been shipped 
over well in advance of the project deadline. I had 
meticulously mapped out the line configuration in 
AUTOCAD, making sure that each component (unscrambler, 
conveyors, filler, capper, labeller, etc) was correctly 
configured and that all the pieces of the puzzle fitted together 
as they ought. Most of the machines on the line came with 
two configurations – clockwise, and anti-clockwise. 
Depending upon which side of the conveyor they operated, I 
had the manufacturer set up each piece as required so that the 
line would run as it ought. 

Can you see where this is going?
After several months of planning and execution, we were 

finally ready to conduct our first test run. Time to see if all 
was well.

Imagine my horror when I realised that our fancy, shiny 
unscrambler was, in fact, rotating in the wrong direction. I 
think my heart dropped into my shoes…

How could I have stuffed up so badly? Could I really have 
invested so many hours in careful planning and preparation, 
yet missed such a crucial, detail? I was ropable. 

Now, we did manage to correct things with a reasonable 
amount of effort, and things moved along smoothly. But, at 
the point where I realised my monumental error, I felt very, 
very stupid. I wanted to run away and hide. 

I did not feel like an innovator. I felt hopeless and useless. 
Now, I wish I could say that this was my one great failure 
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in life, that I’ve generally been astute, wise, thorough, and 
insightful – but that is definitely not the case. Like you, I have 
messed up on many painful occasions. 

But, I’m still in the race. 
My greatest struggle in failure is the destructive self-talk 

that typically results, such as:
• “You’re stupid.”
• “What a loser!”
• “You idiot.”
• “It was a mistake ever trying to do this.”
• “You should just quit and let someone qualified take 

over.”
•  “This is just too hard.”
• “Why even bother trying?”
If you entertain these pernicious voices for long, you’ll 

spiral into a nose dive that will end up poisoning your mind 
and breaking your spirit. You cannot – you must not – give in. 
You can’t stop a bird from landing on your head, it has been 
said, but you don’t have to let it nest in your hair. Don’t allow 
those lying voices to take root in your mind, but, rather, take 
proactive action to dispel them. 

First, separate fact from fiction. Quickly and clearly 
differentiate the facts of the matter from the stories that you 
are telling yourself about those facts. Ask yourself, “What do 
I undoubtedly know to be true?” If necessary, involve an 
unbiased, external party, and seek to break through the 
emotional haze to see the cold, hard facts. After all, the truth 
will make you free. 

We all tell ourselves stories. No one is immune to the 
cogitations of our imaginations – the fanciful narratives that 
are fuelled by our faults and failures. We ruminate – often late 
at night or early in the morning – on the fearful possibilities 
and permutations that may, or may not, take places in our 
lives. Our inadequacies and misjudgments are magnified 
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tenfold, resulting in catastrophic outcomes of near-biblical 
proportions. The end result is a vicious self-castigation, an 
erosion of confidence, and the sapping of strength. How do 
you overcome these works of fiction and rob them of their 
destructive power? 

Second, protect your mind and spirit by reinforcing the 
truth and tearing down lies. Remind yourself of the verity of 
the facts – that which you know to be true. Repeat the truth 
over and over again, replacing lies and half-truths with 
undisputed certainty. 

The battle ground of life is the mind. As much as you win 
or lose the battle of the mind, you win or lose life. As you 
think in your heart and mind, so are you. Therefore, guard 
your mind from malicious, doubtful, fearful and fictional 
contemplations. 

“Sow a thought; reap an action.
Sow an action, reap a habit.
Sow a habit, reap a character.
Sow a character, reap a destiny.”

You have little hope of vanquishing error with mere will 
power alone. Fiction must be replaced, not removed. Truth 
displaces error like water displaces air in a container. So, 
replace:

- Fiction with fact
- Half-truths with certainties
- Imaginations with reflections
- Fearful possibilities with realistic options
- Anxious ruminations with positive perspectives
Third, act deliberately based upon what you know, not 

what you feel. Feelings are fickle, and are vulnerable to 
influence by a whole host of factors. Facts – well, facts are 
stubborn things. 
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It is crucial to take reasoned, deliberate action based upon 
the clear, indisputable facts of the situation. If you act based 
upon what you feel, you will have a miserable, erratic life, 
because emotions are influenced by many variables, 
including: 

- Fatigue
- Stress
- Hormones
- Medication
- Diet
- Trauma
- Age
- General health and wellbeing
Emotions are not necessarily bad - they are an integral, 

inescapable part of being Homo Sapiens. In many cases, 
feelings can enrich the human experience – such as the joy of 
love for a dear one, or excitement over a victory won. 
However, when it comes to the emotional fallout of a failure 
or shortcoming, the experience can be rather debilitating, 
short-circuiting our cognitive pathways and acting as a 
catalyst for really bad decisions. Don’t react – act. Be 
deliberate, cautioned and reasoned in your response. 

Fourth, sleep on it. Most failures appear far less 
catastrophic within a few days, so it’s wise to wait a good 
while before acting. I find that a good night’s rest can be like 
hitting the reset button on a computer – jumbled thoughts 
and emotions can become almost magically untangled. 

Unfortunately, I have a painful tendency to be rash in my 
response to personal failure. Better to firmly put aside your 
thoughts and ideas in reaction to the situation at hand, get 
some rest, and address it with a fresh perspective the next 
day. 

* * *
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Fifth, talk to someone objective and trustworthy. A trouble 
shared is a trouble halved. 

Talking through your challenge with an empathetic 
listening ear is of no little value. The listener may not have 
anything  of great insight to offer in return – no nuggets of 
wisdom to reshape your thinking. They may say nothing at 
all, which, in many cases, is the best response. Sometimes 
talking to someone else makes you hear the problem 
differently to how you've jumbled it in your own mind. 
Sometimes articulating it out loud to someone else brings 
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clarity without them needing to say a thing! A sympathetic, 
non-judging, caring ear can provide just the sounding board 
you need to sort out your convoluted thoughts and see 
clearly. 

Not long ago, I had a perplexing problem on my mind, one 
that threatened to hijack all my powers of reason. It truly 
consumed my powers of attention, and I was quite 
overwhelmed. I brought the matter to a friend, and opened 
up in fragile candour. He listened attentively and patiently, 
offering very little in response. After some time, I realised 
what must be done, and a sense of calm replaced the spirit of 
anxiety that had crippled my soul. All it took was an 
empathetic listening ear. 

Last, when in doubt, say and do nothing. Don’t react, in a 
knee-jerk way, but rather give yourself sufficient time to 
process. This way you can act purposefully, rationally and 
thoughtfully. An emotional, reactive response to trouble or 
failure is often going to make things worse. Never make a 
decision when your decision maker is broken! 

I remember an occasion about a year ago that someone 
close to me did something that greatly upset me. I was not a 
happy camper! I felt hurt, betrayed, and insulted. In hasty 
response, I penned a stinging email of retort. It was a caustic 
composition indeed! Thankfully, I saved the email draft, and 
slept on the matter. The next day, I quickly deleted the email, 
forever glad that my vitriolic reply had not been sent to 
someone dear to me. 

On another occasion, I had messed up royally in my role as 
a business analyst. I immediately thought to resign, being 
quite disgusted with myself and convinced that I was not fit 
for my position. I did not, however, take that drastic step. 
Rather, I exercised some self-compassion, reminded myself 
that the best of men are men at best, and came to work the 
next day as usual. 
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When in doubt, say and do nothing. 

We all fail and falter. If not, we probably aren't stretching 
ourselves. So, remember these simple thoughts when you 
don't feel like a trailblazer:

1. Separate fact from fiction.
2. Protect your mind and spirit by reinforcing the truth 

and tearing down lies.
3. Act deliberately based upon what you know, not 

what you feel.
4. Sleep on it.
5. When in doubt, say and do nothing.
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CHAPTER TEN
Riding the Analytics Wave!

I was stuck.
While building out Salesforce Financial Services Cloud for 

InFusion360, I was knee-deep in reports and dashboards. 
Talking about being a data-driven organisation is easy – 
becoming one is not so easy. We had developed some 
powerful data analytics using Salesforce reporting tools, and 
they were working well. However, when I attempted to build 
some rather complex and convoluted reports in order to drive 
businesses decisions, I hit a wall. I just couldn’t build what 
we needed.

Thinking the issue was my own lack of understanding, I 
reached out to our Salesforce Solution Engineer for help. His 
answer was surprising: “You can’t build this in Salesforce. 
Have you tried Wave?” 

Eh? 
First of all, what you mean, “You can’t build this in 

Salesforce”? 
Second, what the heck is Wave? 
First, Salesforce reports are very powerful. Reports and 

dashboards can meet many, even most, reporting needs. 
However, there are limitations to the complexity of object 
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relationships that can be modelled in reports, among other 
things. 

Second, Wave is the Salesforce BI (business intelligence) 
platform. It was purchased in 2014, and is now called Einstein 
Analytics. Einstein Analytics can build extremely complex 
and powerful analytics dashboards, even pulling in data from 
external (non-Salesforce) data sources. Way cool! 

Now, I had heard of Einstein Analytics, but had never 
touched it. It looked amazing, but I was completely ignorant 
of its capabilities, and I had no idea if it was like Salesforce in 
terms of configuration and customisation. It was amazing, 
but it was nothing like Salesforce. Hmmm. 

Once we arranged licenses, I began to look for a partner to 
implement Einstein, as it is very different to the core 
Salesforce platform. This wasn’t as easy as I expected. Finally, 
I found someone in Florida who was willing to help us – but, 
at USD60,000 for four dashboards, that didn’t pan out! 

Our CEO, Neil, and I agreed that I would take a week out 
of the office and focus entirely on learning Einstein Analytics. 
If I felt that I could build our dashboards, then I’d go ahead 
and dedicate the next few months to that end. If not, we’d 
make do with Salesforce reports.

That week changed my life. I instantly fell in love with the 
“data science alter ego” of Salesforce. As a platform, it is 
totally different from core Salesforce, and the learning curve 
isn’t the simplest, but it just fit me like a glove. People ask me 
how long it took to learn, but that’s hard to estimate, as I was 
learning while building. I suppose that it took, maybe, 500 
hours to get to an intermediate level of competence, and 1,000 
for expert. Best time I’d spent on a learning exercise for years!

Fast forward six months, and our Einstein Analytics 
business, Visioneer360, was born. We are now riding the 
analytics wave! 

What do I mean? What is so great about Einstein 
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Analytics? 
The analytics capability built into Salesforce is powerful 

and flexible, easy to configure, and simple to learn. It can 
meet many organisational needs out of the box, and analysts 
can achieve a great business result with this tool. Salesforce 
reports and dashboards are always relevant and useful, and 
they are often the “go to” option for a quick win. This is 
especially true as Salesforce continues to develop and refine 
their native analytics. To quote Einstein Guru Rikke 
Hovgaard, “Use operational reporting for generating lists of 
data, preferably data or questions that don’t change too often. 
Dashboards are based on your reports and show a snapshot 
of data at the runtime. Everybody has access to reports and 
it’s easy to export your reports.”

However, Salesforce analytics is a tool – Einstein Analytics 
is a platform.

It’s all about a business result – technology is simply a tool. 
The key is to go from data, to insight, to action.

Every business has data. Some businesses have insights. 
Few businesses have data-driven actions. 

Einstein Analytics supports business decisions with 
meaningful insights. What is the point of spending hundreds 
of hours building beautiful analytics if they don’t result in 
smart decisions that build your business? No point at all.

When I was a business analyst at a wealth management 
business, we quadrupled our sales pipeline in 12 months. We 
were hiring new advisers and support staff to keep up with 
all the work. There were several reasons for this, but the 
power of Einstein Analytics was a key factor in our growth. It 
wasn’t easy – significant change never is – but is was 
transformative.

Everyone has data. Most businesses, however, do not 
understand and leverage their data. It is spread across 
multiple systems, owned / protected by various keepers, and 
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interpreted in different ways. Data is the new oil – it is 
extraordinarily valuable and powerful. However, not many 
organisations harness this priceless resource, managing 
instead through confusing spreadsheets, endless emails, 
countless meetings, and plain old gut instinct. I’ll take the 
data, thanks – it works.

I won’t say that learning and building Einstein Analytics 
has been easy or simple. However, it has been a fun ride for 
this mechanical engineer turned entrepreneur.

I’m riding the Analytics Wave! 

Note: The following section contains four articles around the 
technical side of data analytics – feel free to skip this if it isn’t 
your cup of tea! 

Why do you need Einstein Analytics when you 
already have Salesforce reports and 

dashboards?

You’re using Salesforce, the #1 CRM in the world. It comes 
with great native analytics, providing powerful, customisable 
reports and dashboards. It’s working really well for your 
team or business.

Why, then, do you need Einstein Analytics when you 
already have Salesforce reports and dashboards?

If you would to go to the effort and expense of adopting 
Einstein Analytics, you need a “Why?” You must understand 
the differences between Einstein Analytics and your native 
analytics, and you need to identify your business use case/s, 
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in order to justify the change. I know – I helped guide a 
wealth management business through this process after we 
had implemented Financial Services Cloud and built some 
very effective reports and dashboards. It wasn’t easy – but the 
end result was revolutionary.

Why do you need Einstein Analytics?

1. You will never replace native reports and 
dashboards with Einstein Analytics

The analytics capability built into Salesforce is powerful 
and flexible, easy to configure, and simple to learn. It can 
meet many organisational needs out of the box, and analysts 
can achieve a great business result with this tool. Salesforce 
reports and dashboards are always relevant and useful, and 
they are often the “go to” option for a quick win. This is 
especially true as Salesforce continues to develop and refine 
their native analytics. 

However, Salesforce analytics is a tool – Einstein Analytics 
is a platform. There is a fundamental difference between the 
two.

2. There are some excellent business reasons for 
implementing Einstein Analytics

1. Augmented analytics is the future of business 
insights. Using the power of machine learning and 
artificial intelligence, Einstein Analytics brings your 
data to life in a way that cannot be done manually. It 
delivers powerful predictive and prescriptive 
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analytics and insights.
2. Einstein Analytics (EA) provides a true 360-degree 

view of your customer that is fast and interactive.
3. EA enables you to take immediate, contextual action 

on insights to create tasks, open your customer 
record, chatter to team members, and take action in 
Salesforce. This is huge!

4. Einstein Analytics dashboards are embedded on your 
Customer record, right there in your business 
process, with any data from Salesforce and other 
systems.

5. Collaboration – EA turns analytics from a pie chart 
into a conversation! (Thanks, Peter Lyons, for this 
slogan!). Charts can be annotated, shared and 
discussed in moments through a variety of means.

6. It accelerates your adoption of Salesforce and 
amplifies your ROI to become a true customer-
focused, data-driven organisation.

7. EA gives Salesforce users the ability to analyse not 
just Salesforce data but external data as well, taking 
analytics from just looking at disconnected graphs to 
a far more meaningful analysis through fully 
interactive dashboards.

8. With Einstein Analytics, external data can be 
processed, manipulated, connected and visualised 
without storing it in your Salesforce org, saving 
valuable space, and helping to preserve your sanity.

9. EA provides another level of customisability, 
empowering impressive and engaging visualisations, 
and enabling company or team branding.

10. Then there is the beautiful and functional mobile app 
for EA!

11. EA is more of a complete data enterprise solution that 
is beyond native Salesforce analytics. It is a true 
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business insights platform.
12. EA pages help create experiences that enable people 

to become productive by starting with data, and 
visualising what has changed, without moving the 
user away from an operational experience. Pages 
make the analytics experience layered without 
looking at three-page reports.

13. Trending and waterfall charts! Look back over trends 
to get insights into how things are changing and why, 
and drill down as deep as you want, thus 
overcoming the limitations of the snapshot nature of 
native reports.

14. EA offers powerful, advanced functions in compare 
tables that can help you rank, label and manipulate 
data without needing to create calculated fields, etc.

15. Data recipes, where you can use the intuitive UI to 
profile and clean data for better use in analytics, 
harmonising data across sources, etc.

16. You can combine and analyse objects and fields any 
way you want in the dataset builder. Say goodbye to 
just four layers of connectivity (in object 
relationships). 

In conclusion, compared to Salesforce reports, Einstein 
Analytics offers greater insight and contextual next steps all 
in one place. Fast.

References:
1. Einstein Analytics vs. Operational Reporting – what 

is the difference?
2. Einstein Analytics Demo video
3. Moving beyond data visualisation to predictive 

analytics
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4. Let’s Play Salesforce
5. What is augmented analytics and why does it matter?

Why all the fuss?

You would think that data analytics is an obstreperous power 
that threatens to disrupt the status quo of business, 
economics, industry, and life as we know it — if you believed 
all the hype that surrounds this subject of late. It does sound a 
bit over-the-top, doesn’t it? After all, data science and 
analytics are not modern inventions. Data analysis is rooted 
in statistics, which has a rather long history. It is said that the 
beginning of statistics was marked in ancient Egypt, when 
Egypt was taking a periodic census for building pyramids. 
You could even argue that data analytics is as old as 
mathematics itself — and that’s pretty old.

Is the reality of data analytics, then, far outstripped by the 
hype that surrounds it? The subdued response of many 
business leaders would lead you to conclude that this is 
indeed the case, as many enterprises continue to make 
decisions and form strategies based upon hearsay, instinct, 
guesswork – and the ubiquitous spreadsheet.

However, some rather smart and informed people are 
jumping on the anayltics bandwagon and proclaiming the 
pervasive gospel of informed insights:

“The role and importance of data analytics cannot be 
overstated. It is crucial to any business aspiring to seize and 
capitalise fully upon the information advantage. In its newly 
published worldwide business analytics services forecast, the 
International Data Corporation (IDC) forecasts that business 
analytics services spending will reach $89.6 billion in 2018 up 
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from the $51.6 billion spent in 2014, representing a 14.7% 
compound annual growth rate.” (Seizing the Information 
Advantage – PWC)

“Data and analytics are already shaking up multiple 
industries, and the effects will only become more pronounced 
as adoption reaches critical mass—and as machines gain 
unprecedented capabilities to solve problems and understand 
language. Organizations that can harness these capabilities 
effectively will be able to create significant value and 
differentiate themselves, while others will find themselves 
increasingly at a disadvantage.” (The age of analytics: 
Competing in a data-driven world – McKinsey & Company)

From the invention of digital computers, to the development 
of relational databases, data warehousing, and data mining, 
modern progress in the field of data analysis has been 
steadily ramping up. The invention and adoption of the 
internet was a game changer, which, combined with 
exponential advances in digital storage and performance, has 
completely transformed the data landscape in the 21st 
century.

What does this all mean?

The world’s most valuable resource is no longer oil, but 
data.

“…as big data sets become staggeringly large, they change 
the nature of business decisions. Historically, computation 
was performed on data samples, statistical methods were 
employed to draw inferences from those samples, and the 
inferences were in turn used to inform business decisions. Big 
data means we perform calculations on all the data; there is 
no sampling error. This enables AI—a previously 
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unattainable class of computation that uses machine and 
deep learning to develop self-learning algorithms—to 
perform precise predictive and prescriptive analytics.

The benefits are breathtaking. All value chains will be 
disrupted: defense, education, financial services, government 
services, healthcare, manufacturing, oil and gas, retail, 
telecommunications, and more.” (Why digital transformation 
is now on the CEO’s shoulders – Thomas M. Siebel)

Are we overstating the fact? Not at all. Data has an 
unprecedented potential to radically transform the very way 
we live and work. And it is doing so as you read this article.

There are five recent developments that cause me to believe 
that the data hype does not even approach the reality:

1. Big Data
This phrase has become rather cliche, but the reality is that 
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the world’s data lake is getting big — really big.
Ninety percent of the data in the world today has been 

created in the last two years alone. Our current output of data 
is roughly 2.5 quintillion bytes a day. As the world steadily 
becomes more connected with an ever-increasing number of 
electronic devices, that’s only set to grow over the coming 
years.

* * *
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* * *
Early adopters of Big Data analytics have gained a significant 
lead over the rest of the corporate world. Examining more 
than 400 large companies, a recent Bain & Company study 
found that those with the most advanced analytics 
capabilities are outperforming competitors by wide margins:

The leaders are:

1. Twice as likely to be in the top quartile of financial 
performance within their industries

2. Five times as likely to make decisions much faster 
than market peers

3. Three times as likely to execute decisions as intended
4. Twice as likely to use data very frequently when 

making decisions

Smart decisions — good decisions — are data-driven 
decisions. If you make strategic choices based upon human 
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intuition, dodgy data, or secondhand information, you’re 
headed for trouble.

By the way, remember that 90% of the data in the world 
was created in the last two years alone? Yet, less than five 
percent has been analyzed.

2. Cloud Computing
In the early 2010’s, Amazon Redshift, which is a data 

warehouse on cloud, and Google BigQuery, which processes 
a query in thousands of google servers, were released. Both 
came with a remarkable fall in cost, and lowered the hurdle to 
process big data. Nowadays, every company is able to get an 
infrastructure for big data analysis within a reasonable 
budget. Even startups, which traditionally did not have a 
budget to conduct such analysis, are now able to repeat 
PDCA cycles rapidly by using big data tools such as Amazon 
Redshift.

What is cloud computing? It is the practice of using a 
network of remote servers hosted on the Internet to store, 
manage, and process data, rather than a local server or a 
personal computer.

Cloud computing enables ubiquitous access to shared 
pools of configurable system resources and high-level 
services that can be rapidly provisioned with minimal 
management effort. Cloud computing relies on sharing of 
resources to achieve coherence and economy of scale. Third-
party clouds thus enable organizations to focus on their core 
business instead of expending resources on computer 
infrastructure and maintenance.

How has cloud computing changed the data landscape? It 
has made powerful systems and software available to even 
small businesses and startups, at a fraction of the cost of big, 
expensive on-site systems.
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3. Visualization Techniques
We are a visual society. We might operate from clunky 

charts and complex spreadsheets when we are forced to, but 
people excel when they are empowered by elegant, simple, 
and functional data visuals.

Data is beautiful — just ask David McCandless:

The ability to gather, process, interpret and visualize data is 
essential for the growth and power of data analytics. Today 
we see an unparalleled opportunity to create such intelligent 
and effective analytics through the availability of affordable 
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and intuitive data analytics visualization systems. Powerful 
analytics can even be displayed and dissected on mobile 
devices: 

* * *



A Most Unlikely Trailblazer

107



Mark Tossell

108

* * *

4. Predictive Analytics
What business leader or entrepreneur wouldn’t like a 

magic crystal ball whereby he or she can look into the future? 
Machine learning and artificial intelligence, empowered by 
big data, are creating such a digital crystal ball. Not only can 
we see what happened (descriptive), why it happened 
(diagnostic), and what we must do (prescriptive), but we can 
now see what could happen (predictive). This is the power of 
predictive analytics.

Has your company, for example, developed a customer 
lifetime value (CLTV) measure? That’s using predictive 
analytics to determine how much a customer will buy from 
the company over his or her lifetime. Do you have a “next 
best offer” or product recommendation capability? That’s an 
analytical prediction of the product or service that your 
customer is most likely to buy next. Have you made a 
forecast of next quarter’s sales? Used digital marketing 
models to determine what ad to place on what publisher’s 
site? All of these are forms of predictive analytics.

Predictive analytics uses many techniques from data 
mining, statistics, modeling, machine learning, and artificial 
intelligence to analyze current data to make predictions about 
the future. The patterns found in historical and transactional 
data can be used to identify potential risks and opportunities.

* * *
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Cloud computing is making these predictive tools available 
to the masses like never before, yet few are the visionaries 
who are taking advantage of them.
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* * *

5. Analytics Platforms
A recent development that has impacted the business 

world is the rise of intuitive analytics platforms that 
empower business analysts, not traditional data scientists, to 
gather, process, transform and interpret Big Data:

“Non-Data Scientists will perform a greater volume of fairly 
sophisticated analytics than data scientists…the reality is that 
advanced analytic platforms, blending platforms, and data 
viz platforms have simply become easier to use, specifically 
in response to the demands of this group of users. And why 
have platform developers paid so much attention? Because 
Gartner says this group will grow 5X as fast as the trained 
data scientist group, so that’s where the money is.

“There will always be a knowledge and experience gap 
between the two groups, but if you’re managing the 
advanced analytics group for your company you know about 
the drive toward ‘data democratization’ which is a synonym 
for ‘self-service’. There will always be some risk here to be 
managed but a motivated LOB manager or experienced data 
analyst who has come up the learning curve can do some 
pretty sophisticated things on these new platforms.” (William 
Vorhies)

A number of organizations, from Google to Salesforce, have 
built and deployed powerful, advanced analytics platforms 
that employ artificial intelligence. These have the potential to 
enable “data laymen” to perform sophisticated data analytics 
upon big data sets. Unfortunately, the demand for 
professionals with the business acumen and technical skills 
far outweighs the supply.
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* * *

Conclusion:
It is abundantly clear to the informed observer that the 

reality of data analytics exceeds the hype. Big Data and the 
tools that utilize it, such as machine learning and artificial 
intelligence, are partnering with advanced data analytics to 
usher in the fourth industrial revolution.

There are many areas where data analytics can be relevant, 
including: improving existing products and services, 
improving internal processes, building new product or 
service offerings, and transforming business models. 
Tragically, when it comes to data analytics, most companies 
are opportunity-rich but strategy-poor.

The question is not, “Is data analytics important for our 
business?” Rather, the question is,

“What are you doing about it?

Sources:
1. A brief history of data analysis
2. 6 predictions about Data Science, Machine Learning, 

and AI for 2018
3. Seizing the Information Advantage
4. The age of analytics: Competing in a data-driven 

world
5. The world’s most valuable resource is no longer oil, 

but data
6. Big Data: Are you ready for blast-off?
7. Big Data: The Organizational Challenge
8. Data Never Sleeps 5.0
9. How much data does the world generate every 

minute?
10. Information is beautiful
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11. What is predictive analytics?
12. A predictive analytics primer
13. Why digital transformation is now on the CEO’s 

shoulders

In 2004 Stephen Few, a data visualization expert, wrote an 
article for Intelligent Enterprise magazine that defined a 
dashboard as “a visual display of the most important 
information needed to achieve one or more objectives 
consolidated and arranged on a single screen so the 
information can be monitored at a glance.”

So – how do you design and build fabulous analytics 
dashboards?

The following is a collection of principles that I have learned 
from others, and from experience in my dream job as an 
analytics solution engineer.

Design Philosophy
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* * *
1. Actionable Insights

a. A n a l y t i c s a r e o n l y a s g o o d a s 
t h e   i n s i g h t s   t h e y c r e a t e a n d 
the decisions they facilitate.

b. The path from visual to action must be short, 
simple, intuitive, and easy.

c. People ask for “analytics”, but what they 
really need to do their job are insights.

d. Your dashboard should be user-friendly and 
constitute a basic aid in the decision-making 
process. Users must simply enjoy using it 
and consider it an essential tool.

e. “Two of the greatest challenges in dashboard 
design are to make the most important data 
stand out from the rest, and to arrange what 
is often a great deal of disparate information 
in a way that makes sense, gives it meaning, 
and supports its efficient perception.” – 
Stephen Few

f. “Work smarter, not harder” is a common 
axiom in the business world. It is also what 
process-driven business intelligence does for 
an organization through the automation of 
decision-making. This automation is 
accomplished by embedding event-driven 
business intelligence functions into 
business processes to reduce the need for a 
physical action or increase the timeliness of a 
response. Some key business intelligence 
elements that can be embedded are data 
visualization, analytics, alerts, and reports.

2. Business understanding
a. A proper quantitative analysis starts with 
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recognizing a problem or decision and 
beginning to solve it.

b. Data analytics + business understanding = 
business insights. 

c. Wrong questions never produce right 
answers.

d. Analytics is all about a business result. It is 
never about pretty charts or clever science. 
Data analysis and visualization must lead to 
accurate insights that generate meaningful 
action.

e. Ask, “Who, what, why?” Once you have 
identified your target user base, it is 
important to know their intentions, goals, 
targets, pain points, and success criteria.

f. It is the nature of feature requests to contain 
the what, but not the why. But without 
understanding the why, you risk building an 
incoherent set of features that address very 
specific use cases or the needs of vocal 
customers, without solving the real problems 
that are common to the majority of your user 
base.

g. Self-discovery questions to ask include:
• Why does our business exist?
• What are our current pain points?
• What are our business goals for the 

next 12 months and 3 years?
• What top metrics are currently used 

in making key business decisions?
• What numbers come up regularly for 

discussion at leadership meetings?
h. Begin with the business in mind, and 

maintain this focus all the way through the 
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analytics build process. The analytics 
engineering team (whether internal or 
e x t e r n a l ) m u s t m a i n t a i n c o n s t a n t 
collaboration with the relevant managers, 
executives and team members right 
throughout the analytics project.

i. Successful analytics projects are never turn-
key builds. Rather, they are built on a 
philosophy of continuous development and 
improvement.

3. Storytelling
a. Great analytics tell a story. This story will 

contain all or some of the following:
• Characters. Who is involved?
• Plot. What is the story being told?
• Surprise. Many analytics stories 

cause surprise for the audience.
• Stress. Sometimes analytics stories 

create stress for the audience.
• Conflict. Conflict may arise over data 

accuracy; conclusions; blame; 
strategy.

• “Ah-ha” moments. This is when the 
data story results in discovery. 
Eureka!

b. Good design should tell a story with data 
that does not become overwhelming with 
way too much information, clutter or noise. 
Limit content to fit entirely on one screen.

c. The story should be able to be distilled into 
one sentence, or even 6-8 words.

d. A great analytics story will result in clear, 
actionable strategy.

e. If the user looks at a dashboard and cannot 
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identify the story being told, it’s time to 
redesign your dashboard!

4. Simplicity
a. Less is more.
b. It is often tempting to load up a dashboard 

with lots of important charts and metrics. 
But:

• Too much data on one screen 
detracts from the story.

• A busy, cluttered dashboard causes 
c o n f u s i o n a n d h i n d e r s 
comprehension.

• The user should be able to get a basic 
understanding of the data in twenty 
seconds or less.

c. It might be better to:
• Break up the dashboard into 

multiple pages.
• Add toggles that replace two or three 

charts with one.
• Simply remove charts that are not 

top priority, or add buttons that link 
to lenses.

• Be more ruthless about what stays 
and what goes!

5. Intuitiveness
a. A well -designed dashboard is sel f -

explanatory; it does not require someone to 
guide the user experience.

b. Good dashboard flow makes the user 
experience easy, pleasant and intuitive. Bad 
flow results in a confused, frustrated user, 
and that kills adoption.

c. Intuitive design means that when a user sees 
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it, they know exactly what to do.
d. Intuitive design is invisible. Intuitive designs 

direct people’s attention to tasks that are 
important. In the end, an intuitive design 
focuses on experience.

e. If a dashboard is hard to use and confusing 
to navigate, it won’t get used.

6. Creativity
a. An effective and efficient dashboard doesn’t 

have to be a dull and boring dashboard!
b. Employ creativity and ingenuity in the areas 

of:
• Colours
• Backgrounds
• Chart types

c. Be careful that form does not trump function.
7. Excellence (International Business Communication 

Standards)
a. S AY – Convey a message
b. U NIFY – Apply semantic notation
c. C ONDENSE – Increase information density
d. C HECK – Ensure visual integrity
e. E XPRESS – Choose proper visualization
f. S IMPLIFY – Avoid clutter
g. S TRUCTURE – Organize content

Best Practice

A. W.A.V.E. framework:
1. Who, Why and What

a. Get into your audience’s head
b. Dig deep into how your audience wins
c. Help them win more

2. Architecture
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a. Flow – A well-designed flow maps well to 
how users want to navigate within the 
analytics app. Once you have a list of 
dashboards, you need to think about how 
they all fit together.

b. Charts – Our brains are wired to interpret 
visual representations of data more 
efficiently than a list of numbers. However, 
to ensure that these visualizations display the 
right insights, you need to choose charts 
wisely. Start by asking, “What will provide 
the most important insights for a particular 
situation?”

c. Drill Paths – As you define your layouts and 
charts, it is important to think how the end 
user will interact with dashboards to act on 
the insights they see. An effective drill path 
aligns with the target user’s mental models.

3. Visual Communication
a. Layout – Layout refers to the structure of the 

dashboard.
• Layout is extremely important to 

visual communication because it 
guides information organization. We 
r e c o m m e n d q u a l i f y i n g y o u r 
dashboard with a “20-second rule”: a 
target user must be able to get key 
insights within 20 seconds of looking 
at the dashboard. This rule will help 
y o u p r i o r i t i z e a n d o r g a n i z e 
i n f o r m a t i o n p r o p e r l y o n t h e 
dashboard. To create a good layout, 
we recommend that you focus on 
sections, order, and size.
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• Users will read the dashboard from 
left to right and top to bottom. This is 
why it makes more sense to place 
action features like filters on the left 
or top of the dashboard, and results 
like charts and tables on the right or 
bottom. Similarly, if there is a 
formula or relationship between 
multiple numbers, it is best to order 
numbers in the right way to reduce 
the time required for users to infer 
and connect these numbers.

b. Graphic Design – Graphic design is the 
process of visual communication and 
problem solving through the use of 
typography, space, image, and color. Graphic 
design elements are used to communicate 
branding, visual identity, emotions, priority, 
and connections.

• Colour – Colour plays a critical role 
in graphic design. We recommend 
considering the four C’s when 
choosing colours: consistency, 
context, contrast, and constraint.

• Space – White space, by definition, is 
the space that is not occupied by text, 
numbers, charts, or other graphic 
elements. Although it is often 
neglected, white space can actually 
provide a significant aesthetic and 
usability value to your dashboards. It 
is important not to clutter your 
d a s h b o a r d s w i t h t o o m u c h 
information because high data 
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density reduces the ability to gather 
insights from the visual and data 
noise. White space provides a good 
separator between sections, columns, 
and charts, and also helps in creating 
a grid for laying out various 
dashboard elements. Additionally, 
white space can help direct a 
viewer’s eye through the intended 
flow.

• Type – Typeface or font is a key 
graphic design element that helps 
highlight important information and 
also provides a visual hierarchy for 
written content.

4. End User Engagement
a. Embedding Dashboards
b. Adding Action
c. Collaborating with Your Team
d. Collaborating with Distribution Partners
e. Sharing Externally with Partner Community

B. Ten Dashboard Design principles:
1. Use the right type of chart: It is important to 

understand what type of information you 
want to convey and choose a data 
visualization that is suited to the task.

2. Don’t try to put all information on the same 
p a g e : D o n ’ t c r e a t e o n e - s i z e - fi t s - a l l 
dashboards and don’t cram al l the 
information into the same page.

3. Choose a few colours and stick to them: You 
can choose 2-3 colours, and then play with 
gradients.
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4. Make it as easy as possible: If you make the 
charts look too complex, the users will spend 
even more time on data analysis than they 
would without the dashboard.

5. Good layout choices: If your dashboard is 
visually organized, users will easily find the 
information they need; start with the big 
picture, and ensure that the major trend is 
visible at a glance.

6. Provide context: Without comparison values, 
numbers on a dashboard are meaningless for 
the users.

7. Make it simple: Don’t try to be too clever; 
K.I.S.S. (Keep It Simple, Stupid)

8. Be fun and creative: The modern dashboard 
is minimalist and clean; flat design is really 
trendy nowadays.

9. Don’t go over the top with real-time data: In 
some cases information displayed in too 
much detail can only be a distraction.

10. Consider how your dashboard will be 
viewed: The context and device on which 
users will regularly access their dashboards 
will have direct consequences on the style in 
which the information is displayed.

C. Data Integration
1. Designers must consider what data to use and how to 

make it available and integrate it into a dashboard 
solution.

2. The following aspects of data integration are 
paramount to the effectiveness of dashboards:

a. Data access
b. Data quality and consistency
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c. Data consolidation
d. Data latency
e. Impact on operational systems
f. Implementation time and cost

D. Consider Your Audience:
1. Ask how a dashboard will be used and designed for 

next step actions.
2. What information does the reader need to be 

successful?
3. How much detail does the reader need?
4. What action can be taken and how?
5. How are exceptions or insights that need action 

highlighted?
6. What learned or cultural assumptions may affect 

design choices?
7. What do colors mean and can they be visually 

interpreted?
8. Which icons are familiar?
9. Don’t forget to use color blind friendly palettes or 

icons.

1. Thou shalt tell a story with thy data
Great analytics tell a story. The data speaks to the 

consumer, informing them, and empowering them to make 
smart decisions.

Here are five tips from Cole Knaflic (Story Telling With 
Data):

1. Craft a story with clear beginning (plot), middle 
(twists), and end (call to action).

2. Leverage conflict and tension to grab and maintain 
your audience’s attention.
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3. Consider the order and manner of your narrative.
4. Utilize the power of repetition to help your stories 

stick.
5. Employ tactics like vertical and horizontal logic, 

reverse storyboarding, and seeking a fresh 
perspective to ensure that your story comes across 
clearly in your communication.

Bui ld a c lear unders tanding of who you are 
communicating to, what you need them to know or do, how 
you will communicate to them, and what data you have to 
back up your case. Employ concepts like the 3-minute story, 
the Big Idea, and storyboarding to articulate your story and 
plan the desired content and flow.

2. Thou shalt not overload thy dashboard
It is often tempting to load up a dashboard with lots of 

important charts and metrics. This is especially true when 
users are given free reign regarding content choice! But:

— Too much data on one screen detracts from the story.
— A busy, cluttered dashboard causes confusion and 

hinders comprehension.
In my opinion, the user should be able to get a basic 

understanding of the data in about twenty seconds.
Great analytics are simple. Your goal is to inform, not 

impress!
1. Good design tells a story with data that does not 

overwhelm. Limit content to fit entirely on one 
screen. In many cases, it might be wise to:

2. Break up the dashboard into multiple pages.
3. Add toggles that replace two or three charts with one.
4. Simply remove charts that are not a top priority, or 

add buttons that link to lenses.
5. Be ruthless about what stays and what goes!
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6. Antoine de Saint-Exupery famously said, “You know 
you’ve achieved perfection, not when you have 
nothing more to add, but when you have nothing to 
take away” .

7. Identify elements that don’t add informative value 
and remove them from your visuals. Leverage the 
Gestalt principles to understand how people see and 
identify candidates for elimination, including:
⁃ The Law of Closure
⁃ The Law of Common Region
⁃ The Law of Proximity
⁃ The Law of Similarity
⁃ The Law of Symmetry

8. Use contrast strategically. Employ alignment of 
elements and maintain white space to help make the 
interpretation of your visuals a comfortable 
experience for your audience.

Remember: “A dashboard is a visual display of the most 
important information needed to achieve one or more 
objectives that has been consolidated on a single computer 
screen so it can be monitored at a glance.” – Stephen Few

3. Thou shalt combine form and function
Is form important? Yes. Is function important? Yes. A great 

analytics dashboard will combine both form and function to 
produce a result that is practically useful and aesthetically 
pleasing.

We live in a day where people are extremely visual in their 
consumption of information. We are bombarded daily with 
visuals — signs, icons, videos, images, etc. Therefore, if your 
data analytics are poorly designed, they will not have the 
desired impact.

How do you combine form and function?
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1. Be smart with colour. The use of colour should 
always be intentional and strategic; use colour 
sparingly and strategically to highlight the important 
parts of your visual; use it consistently; be thoughtful 
of the tone that colours convey; when appropriate, 
leverage brand colours.

2. Pay attention to alignment. Arrange elements on the 
page to create clean vertical and horizontal lines to 
establish a sense of unity and cohesion.

3. Leverage white space. Preserve margins; don’t 
stretch your graphics to fill the space, or add things 
simply because you have extra space.

4. Provide visual cues for how to interact with your 
communication. Highlight the important stuff, 
eliminate distractions, and create a visual hierarchy 
of information.

5. M a k e y o u r d e s i g n s a c c e s s i b l e b y n o t 
overcomplicating and leveraging text to label and 
explain. Increase your audience’s tolerance of design 
issues by making your visuals aesthetically pleasing. 
Work to gain audience acceptance of your visual 
designs.

4. Thou shalt always make thy analytics actionable
“A dashboard must be able to quickly point out that 

something deserves attention and might require action.” – 
Stephen Few

Analytics are only as good as the insights they create and 
the decisions they facilitate. Therefore, the path from visual to 
action must be short, simple, intuitive, and easy.

People want “analytics”, but what they really need to do 
their job are insights — data visualisation that facilitates 
comprehension, understanding, discernment and judgment.
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Your dashboard should be user-friendly and constitute a 
basic aid in the decision-making process. Users must simply 
enjoy using it and consider it an essential tool.

“Two of the greatest challenges in dashboard design are to 
make the most important data stand out from the rest, and to 
arrange what is often a great deal of disparate information in 
a way that makes sense, gives it meaning, and supports its 
efficient perception.” – Stephen Few

Embed event-driven business intelligence functions into 
business processes to reduce the need for a physical action or 
increase the timeliness of a response.

5. Thou shalt understand the consumers of thy 
analytics

Get into your audience’s head. Dig deep into how your 
audience wins and help them win more! Understanding the 
business users and how they will consume your analytics is a 
non-negotiable step in the design process.

Be an expert at asking the right questions, such as:
1. How will the dashboard will be used for next step 

actions by the user?
2. What information does the reader need to be 

successful?
3. How much detail does the reader need?
4. What action can be taken and how?
5. How are exceptions or insights that need action 

highlighted?
6. What learned or cultural assumptions may affect 

design choices?
7. What do colours mean to the user and can they be 

visually interpreted?
8. Which icons are familiar to the consumer?
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Define the various personas who will consume the 
analytics and design your dashboards accordingly. When it 
comes to analytics, one size does not fit all!

6. Thou shalt make thy dashboard easy and intuitive 
to use

If a dashboard is complicated, hard to use, and confusing 
to navigate, it will not get used. On the other hand, a well-
designed dashboard is self-explanatory; it does not require 
someone to guide the user experience, and people will be 
quick to use it.

A great dashboard is intuitive — when a user sees it, they 
know exactly what to do. Intuitive design is invisible. 
Intuitive designs direct people’s attention to tasks that are 
important. In the end, an intuitive design focuses on 
experience.

Some features of a dashboard that influence intuitiveness 
are:

1. Flow — A well-designed flow maps well to how 
users want to navigate within the analytics app. Once 
you have a list of dashboards, you need to think 
about how they all fit together. Bad flow results in a 
confused, frustrated user, and that kills adoption.

2. Charts — Other than using the appropriate chart 
type for the metric in question (see point 9 below), 
charts should be easy to understand and digest.

3. Drill Paths — As you define your layouts and charts, 
it is important to think how the end user will interact 
with dashboards to act on the insights they see. An 
effective drill path aligns with the target user’s 
mental models.

4. Familiarity — The above aspect of intuitive design 
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should be aligned, as much as possible, to familiar 
design cues from their present environment — for 
example, the internet browser or operating system 
that they use.

“Focus attention where you want it. Employ the power of 
pre-attentive attributes like color, size, and position to signal 
what’s important. Use these strategic attributes to draw 
attention to where you want your audience to look and guide 
your audience through your visual. Evaluate the effectiveness 
of pre-attentive attributes in your visual by applying the 
‘where are your eyes drawn?’ test.” – Cole Knaflic

7. Thou shalt not distract the user
One of the cardinal sins of dashboard design is providing 

analytics and visualitions that draw attention to the design 
and not to the data. Examples of this include:

1. Excessive, complex or perplexing use of colour
2. Confusing flow
3. Unnecessary dashboard elements
4. Distracting lines, borders boxes, etc.
5. A lack of strategic white space
6. Drawing attention to metrics or charts that are 

secondary or complementary
7. Background images
8. Pie or donut charts that have more than 5 segments/

dimensions

8. Thou shalt provide benchmarks and comparisons
To be meaningful and useful, metrics must be understood 

in context, which often comes in the forms of comparisons 
and benchmarks.
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Examples of useful benchmarks and comparisons include:
1. The same metric from the previous period/s. E.g. 

Compare this QTD to last QTD.
2. The average of this metric over time. E.g. How does 

this month compare to the average monthly figure for 
the last twelve months?

3. The same metric at the same point in the past. E.g. 
How much did we sell of this product month last 
year?

4. Someone else’s values for the same metric. E.g. What 
did the main competitor score for the same period?

5. The present target for this metric. E.g. How are sales 
doing compared to target for this financial year?

6. A separate but related metric. E.g. Amount and count 
of deals won over a period.

9. Thou shalt use appropriate visualisations
Our brains are wired to interpret visual representations of 

data more efficiently than a list of numbers. However, to 
ensure that these visualizations display the right insights, you 
need to choose charts wisely. Start by asking, “What will 
provide the most important insights for a particular 
situation?”

As this is a source of frequent debate, and as there are no 
real hard-and-fast rules, this will get you started:
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10. Thou shalt never subordinate the business 
application

Analytics is all about a business result. It is never about 
pretty charts or clever science. Data analysis and visualization 
must lead to accurate insights that generate meaningful 
action.

I remember one time that I designed a dashboard for a 
client in financial services. I was very pleased with my work 
— it was a beautiful dashboard! However, when I shared it 
with the client, he was not impressed. Why? The dashboard 
did not solve his problems, or answer his questions. It was 
not focused upon the right business outcome. Needless to say, 
I redesigned the analytics, and ended up with a happy 
client…

How do you ensure that the business result remains 
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constantly front-of-mind?
1. Daily review the business problem you set out to 

solve
2. Review draft designs of the dashboard with users 

and get feedback
3. Put yourself in the shoes of the users and ask yourself 

if it answers your questions about business data, 
processes, and results

4. Regularly review your discovery notes and make 
sure that the design aligns with the business 
requirements

5. Be brutally honest with yourself — is this just a pretty 
design, or does it tell a story that is insightful and 
actionable?

In closing, remember the K.I.S.S. Principle (Keep It Simple, 
Stupid):

“You have to really know your stuff—know what the most 
important pieces are as well as what isn’t essential in the most 
stripped-down version. While it sounds easy, being concise is 
often more challenging than being verbose. Mathematician 
and philosopher Blaise Pascal recognized this in his native 
French, with a statement that translates roughly to ‘I would 
have written a shorter letter, but I did not have the time.’ (a 
sentiment often attributed to Mark Twain).” – Cole Knaflic
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CHAPTER ELEVEN
I am an entreprenerd

As a bonafide member of the #datatribe, passionately 
exploring and exploiting the transformational potential of 
business intelligence, my direction was clearly fixed. Of all 
the fascinating segments of the Salesforce platform and 
ecosystem, my groove was found in the world of data 
analytics and business insights. Opportunities opened up for 
me – truly amazing openings for someone who had recently 
been hopelessly unemployed – in the world of B.I. (business 
intelligence or insights, depending who you ask). What to do!

Neil and I had kicked around the idea of founding a 
business that focused upon building solutions using Einstein 
Analytics and Discovery. In order to sanity check this idea, 
we decided to travel to Dreamforce, the incredible annual 
Salesforce tech conference in San Francisco. This was 
November of 2017. 

* * *
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We managed to arrange a meeting with Ketan Kharkanis, 
Global GM of Analytics with Salesforce. He was familiar with 
our work, and encouraged us to start an Einstein business 
and become Salesforce partners. That push was all we 
needed. 

In January of 2018, Visioneer360 was founded. We became 
Salesforce partners in July of that year. Suddenly, I was a 
founding partner in a tech startup – an entreprenerd! What 
has that journey been like? I think this quote sums it up: 

“Opportunity is missed by most people because it is 
dressed in overalls and looks like work.” – Thomas Edison

Founding and building Visioneer360 has been tough – 
really tough. Rewarding? Yes. Exciting? Definitely. 
Challenging? Absolutely! 

For the four of us in our leadership team, it has been a wild 
ride indeed:

* * *
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What is it like starting a business from scratch? 
Terrifying! 
It was easy to form a business plan; prepare marketing 

slides; design a web site; print business cards; etc. …
I could well use one term, one analogy, to describe the 

process of starting and building a business: rollercoaster. 

* * *
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The highs and lows, ups and downs, valleys and 
mountaintops, victories and defeats – these are part and 
parcel of the entrepreneurial experience. This is not a book 
about being an entrepreneur, as far more experienced and 
qualified people have written excellent works on this subject. 
Rather, in light of my rather unusual trailblazer experience, I 
think it bears some reflection and consideration. 

There are two roles that I have always said I never wanted 
to embrace – business ownership, and sales. Now I find 
myself as the partner, co-founder and practice lead of a 
professional services business. How did that happen? 
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CHAPTER TWELVE
What I did, you can do

What I did, you can do:

1.  Take courage and make the break
They say that you don’t leave something, or someone, until 

the pain of staying is greater than the pain of leaving. That 
said, major changes are just plain hard. There is comfort in 
the status quo.

If you don’t make the break, your situation will not 
magically improve just because you want it to. Albert 
Einstein defined insanity as “doing the same thing over and 
over again and expecting different result.”

How do you find the courage to make the break? I can’t 
speak for you, but I know what works for me. I have gained 
courage from some pretty amazing family and friends, 
especially my wife, Christina. I also have a few trusted 
counsellors who I turn to for advice, and they helped me to 
make the break. 

I don’t know how you will find the courage to reinvent 
yourself, but remember this: courage is not the absence of 
fear; it is doing what you must while you are afraid.

A great many of the choices that make life worth living and 



A Most Unlikely Trailblazer

137

define who we are require some amount of courage. Asking 
someone out. Getting married. Starting a family. Moving 
home.  Overcoming adversity. Ending toxic relationships. 
Changing careers. Those timid souls who shy away from the 
scary choices of life seldom make more than a ripple in the 
fabric of time - they just simply were…

2.  Find your passion and make it your work
What do you love to do? What lights your fire? Where do 

your talents lie? If you could do anything for work, what 
would it be?

Only you can answer this question, and answer it you 
must, if you would break free from the painful present and 
embrace a fantastic future!

Life is too short to endure the misery of a stifling and 
painful vocation. You may have to do without financially, or 
burn the candle at both ends for a while, but it is worth it.

3.  Be teachable
It takes patience and humility to put yourself back into the 

student’s chair when you have been teaching others for two 
decades, but that is what it took for me to reinvent myself, 
and I believe you will need to do the same.

I could not count how many hours I have spent reading, 
researching and learning online since May of last year. In my 
case, I have invested hundreds of hours in the free Salesforce 
online learning tool, Salesforce Trailhead online. Was it worth 
it? I think the results speak for themselves.

4.  Work!
Thomas Alva Edison famously said, “There is no substitute 

for hard work.” A dream without a plan is a wish, and a plan 
without labour is a joke! Nothing worthwhile was ever 
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achieved without consistent, persistent effort.
It is not unusual for me to begin my work day before 6:30, 

opening up the offices at dawn, and sometimes I am the last 
to “close up shop” at the end of a long and arduous day. You 
don’t teach yourself a totally new platform, then implement 
that platform as the key business system, without putting in 
the hours.

If you are lazy and unmotivated, do yourself a favour – 
stay where you are.

5.  Embed yourself in a community
Whatever field of endeavour you choose to pursue, don’t 

do it alone!

No man is an island, entire of itself;
Every man is a piece of the continent, a part of the main.

– John Donne

Join a community, embrace it’s culture, and contribute. 
Receive from the membership, and give back in return. I 
never would have made it this far without the amazing 
Ohana of the Trailblazer Community.

The most relevant observation I have made is encapsulated 
in a quote by Eleanor Roosevelt:

“You gain strength, courage, and confidence by every 
experience in which you really stop to look fear in the face. 
You must do the thing which you think you cannot do.”

You cannot experience the incredible until you attempt the 
impossible. Ever since the day that I agreed to implement 
Financial Services Cloud when I had never even seen 
Salesforce, I have been continually pushing the envelope 
from a personal skills and experience perspective. I find 
myself repeatedly diving into a new system, solving a new 
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problem, or making a new application. It just never ends! It 
could, though, if I refused to move forward and launch out 
into the deep. All I have to do is say “no”, right? If I did, the 
craziness would stop – but so would the awesomeness! So, I 
just keep saying, “yes”, and here I am.

No one ever grew in their comfort zone. Forgive me for 
being blunt, but why would you expect to grow and progress 
when you won’t take a leap of faith and try something new, 
something difficult? After all, it has been said that the 
definition of insanity is “doing the same thing over and over 
again and expecting different results.” Keep doing what you 
have been doing and you will keep getting what you have 
been getting.

I cannot tell you how many times I have been just 
moments from running away. How desperately I wanted to 
throw in the towel and tell our CEO to hire an experienced 
consultant, and let me get some boring job where I had a 
vague idea what I was doing! I was unqualified, 
inexperienced, untrained and overwhelmed. What right did I 
have to build a custom Salesforce org, Pardot marketing 
automation and Einstein Analytics for a growing wealth 
management business when I had no expertise in any of these 
systems or in wealth management? Yet, that is exactly what I 
did. 

It takes courage, persistence, belief, support, and a little bit 
of insanity to do what I have done since June of 2016. It isn’t 
for everybody! As terrifying and stressful as it has been at 
times, I wouldn’t exchange it for the world. What a fantastic 
journey!

It all started with saying yes to a great opportunity that 
seemed impossible at the time.

“If somebody offers you an amazing opportunity but you 
are not sure you can do it, say yes – then learn how to do it 
later!” — Richard Branson
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By the way, I am incredibly thankful for those who have 
supported me and helped me along the way. No man is an 
island! This long list of supporters includes:
◦ My amazing, patient and saintly wife!
◦ My supportive and encouraging parents.
◦ My God. 
◦ Reg and Neil Moodley at InFusion360 who were 

crazy enough top take a chance on me!
◦ The Salesforce family, or #Ohana, who have been 

incredibly helpful and supportive.
◦ My church family.

Remember:

“Twenty years from now you will be more disappointed by 
the things you didn’t do than by the ones you did do. So 
throw off the bowlines! Sail away from safe harbor. Catch 
the trade winds in your sails. Explore. Dream. Discover!” – 
Mark Twain
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