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Important Support Links and Trailheads 

 
 

 

 

Navigating Salesforce 

Navigate to User Administration  

1. Click on ‘Home’ 

2. Open the ‘Users’ menu 

3. Click on ‘Users’ 

 

  

• https://trailhead.salesforce.com/en/content/learn/modules/lex_implementati
on_user_setup_mgmt 

• https://trailhead.salesforce.com/en/content/learn/trails/force_com_admin_beg

inner 

• https://help.salesforce.com/support 

https://trailhead.salesforce.com/en/content/learn/modules/lex_implementation_user_setup_mgmt
https://trailhead.salesforce.com/en/content/learn/modules/lex_implementation_user_setup_mgmt
https://trailhead.salesforce.com/en/content/learn/trails/force_com_admin_beginner
https://trailhead.salesforce.com/en/content/learn/trails/force_com_admin_beginner
https://help.salesforce.com/support


 

 

 

Navigate to a User Record 

1. After navigating to User Administration, Select the first letter of the user’s last name to find their 

record. 

 

 

 

User Administration  

Reset Password 

1. Navigate to the User Record 

2. At the top of the User Record click the ‘Reset Password’ button 

 

 



 

 

 

Add User to a Queue 

1. Navigate to the User Administration Menu 

2. Open the Users Menu 

3. Select Queues 

 

 

 

 

 

 

 

 

 

 

Note: The Queues 

align to the jurisdictions. 



 

 

 

4. Click ‘Edit’ on the Queue 

 

5. Select the User to be added to the queue 

6. Click the add arrow, verify the name is in the ‘Selected Members’ list 

7. Click Save 

 

 

 



 

 

 

Create New User 

1. Click on ‘New User’ 

 

2. Enter a First Name 

3. Enter a Last Name 

4. Enter an Email address and username (add a suffix “.moct” to the end of the username) 

5. Select the role LPHA or Administration depending on if they are at the state or LPHA level 

6. Select ‘Salesforce’ for license 

7. Select the ‘Contact Tracer’ profile 

7.1  Populate the primary jurisdiction 

 

 

 



 

 

 

 

8. Enter local time zone information 
9. Uncheck the ‘Generate new password and notify user immediately’ box 
10. Click Save 

 
 
 
 
 
 

 

11. Scroll down on the newly created user record and click ‘Edit Assignments’ on the Permission Set 
Assignments section 
 

 

Important: Do not forget to 

uncheck this box! 



 

 

 

12. Select AC_Agent’ from the list of Available Permission Sets and add it to Enabled Permission 
Sets 

13. Click Save 
14. Add the user to the proper queues 
15. After creating the user and adding them to permission sets, scroll to the top of the user record 

and reset the user password 
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Add User to a Public Group 

Public groups allow users to access multiple jurisdictions 

1. Go to setup and select users 

2. Select public groups 

 

 

3. Select the public group 

 

4. Press Edit 
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5. Select users, search for your name 

6. Select the user and move over to selected members, press save 

 

 

User Login Troubleshooting 

1. View the user in setup 
2. Scroll down the Login History related list: 

a. Invalid Password: Incorrect Password, click the reset password button at the top to 
prompt them for a new password 

b. Password Lockout: They tried the password too many times. Either reset their 
password or click the unlock button at the top 

c. Failed: Computer activation required: they need to find the validation email and enter the 
code 

d. Success: They successfully logged in 
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Deactivate User 

1. Open up the user record 
2. Unselect the active checkbox 
3. Save Record 
4. Remove them from any queues 

 

 

Record Visibility Troubleshooting and 
Considerations 

1.  Salesforce is built on a private sharing model. This means that users will not be able to see a 

record unless  

a. they are the owner  

b. a member of the queue assigned to the case owner  

c. same role as the owner  

d. above the owner in the role hierarchy 

2. When you change the case owner to a queue outside of that user's jurisdiction, the original owner 

will lose read access.  

3. When a user takes ownership of a case, the related account ownership is updated to that user 

4. When a jurisdictional queue is assigned to a case, a member of that queue is assigned to the 

related account owner 

a. If the jurisdictional queue does not have a member, the owner of the related account will 

stay the same until a user takes ownership  

5. A top-level administration role sits above the jurisdictional roles in the hierarchy 

a. Any users in this role will have access to all cases 



 

 

 

b. If a case comes in without a valid jurisdiction, it will be assigned to the administration 

queue and role  

 

Reporting 

https://trailhead.salesforce.com/en/content/learn/modules/lex_implementation_reports_dashboa

rds?trail_id=force_com_admin_beginner 

 

 

 

 
 

 

https://trailhead.salesforce.com/en/content/learn/modules/lex_implementation_reports_dashboards?trail_id=force_com_admin_beginner
https://trailhead.salesforce.com/en/content/learn/modules/lex_implementation_reports_dashboards?trail_id=force_com_admin_beginner

