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To set up a new device for Multifactor Authentication, you must first remove the old device from
your Synaptic Pathways user account.

In this article, we’ll outline a few common scenarios when setting up a new device. See below:

Your org administrator can disconnect the old device
You are a sole user & therefore an Administrator. You'll use your old device to log in and
disconnect it.
You are a sole user. You no longer have access to your old device and need assistance from
the Support team.

Administrator - disconnect the old device
The administrator will need to go into Setup cog from the Synaptic Pathways homepage:

Click into Setup

Find Users in the left menu. 



Expand the area and click into Users.

In the list of users, click into your account:



Under App Registration: Salesforce Authenticator, click Disconnect:

A message will appear at the top of the browser window. Click OK



Once disconnected, you will need to logout. Click onto the profile avatar at the top right of the
screen and Log Out

This will take you to the Synaptic Pathways login screen:



To setup your new device, see article Setting up Multifactor Authentication.

Sole user - Using old device
As a sole user, you are the administrator of your account. You can follow the above instructions for
an administrator to remove the device from your user account.

Sole user - You no longer have access to your old device
As you are a sole user, you are the only person with access to you org. If you no longer have
access to you old device for MFA, you will need to contact the support team for assistance. If you
have previously granted access to our Support Team and we still have access, we can remove the
device for you. If we haven't got access to your org we will need to raise a case to reset your
password and remove the device from your account. This is classed as a high priority and the
turnaround is usually within the same day. 

http://pathways.knowledgeowl.com/help/setting-up-multifactor-authentication

