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Chapter 5: Collections 
 
On-Screen Collections 
 

On-Screen Collections Offers Multiple Features and Functions 

o Past Due List displays pertinent Customer and Account information 
o Contact/Commit window  

• Increase efficiency by allowing a Commitment and/or multiple Calls/Commitments from this window 

• Allow the ability to navigate other screens with this window remaining open, available, and moveable 
o Refresh Button will update/refresh the Collections Past Due List screen while employees are actively working  
o Mobile App allows user defined collection list to be downloaded to a mobile collections app 
o Real Time Broken Commitment Status (when a commitment time is broken, it will be reflected as a broken 

commitment on the Collections screen) 
o Chase Cards/Pick Up Receipts available to print as the call list is worked 
o Collection Letters may be selected for printing as the call list is worked 
o Spinner will display during the building of a new Account Management Work File to notify the user that 

customer records are being retrieved to create the work file 
 

Past Due List Additional Information 

By moving the mouse to a customer in the list, “Additional” information will be displayed.  
o  Account History – This section displays the following information:  

• Current Commitment and Last Contact info that used to appear in the information bar 

• # Times Past Due  

• % On Time – (Total # pmts paid - # late pmts paid / # pmts paid)  

• Days Free/Extensions  

• Term (Payment Mode) 
o Customer Details – This section contains the following information: 

• Calls Today – Total number of calls made today 

• Calls WTD – Total number of calls made from Sunday-Saturday 

• Broken Commits – Total number of broken commitments 

• Total Commits – Total number of commitments 

• Customer Address 
o Refresh Button – This button refreshes the screen (useful when multiple employees are working collections).  If 

a customer makes a payment, they will be removed from the list.  New Commitments or Call Attempts will be 
displayed and color-coded. 

o Send to Mobile Button – A column was added to make a list of customers for field visits.  The list can be sent to 

the mobile collections app (please reference the Collections App section of Chapter 13: Mobile 
Applications for more details). 

o Customer Notes – In the column titled “Nt,” a “Y” indicates that there are notes on the customer’s account. 
o Log Call – This option allows faster calling if desired (goes directly to customer/reference phone numbers). 
o Chase Card – The column titled “C/P” allows generating or printing of Chase Cards and Pick-Up Receipts.  The 

Chase Card option will print information for two Rental Agreements per page by selecting All Agreements. 
o Collection Letters – The column titled “L” may be selected for printing as the call list is worked. 
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Create a Collections Call List 
Access the On-Screen Collections feature by clicking on the Collections icon in the lower left area on the main 
cynergi|suite screen. 

 
Please Note: If this is the first time to build a collections call list, it will show the printer file. 

The Default Printer Name will be automatically set, but it may be changed if needed.  Click OK to continue. 
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Please Note: If you have previously been in the collections screen, the OPTIONS screen will appear. 

The most important option to select is “Build New Work File.” 
o Selecting YES will create a new call list using specific filter options that will be current and up-to-date. 
o Selecting NO will bring up the previous call list that was created at an earlier time.   

There are many reasons for building or not building a “New Work File.”  For example, if an employee is working from a 
call list (Work File) and they are interrupted, they may want to pick up where they left off.  If so, they may choose not to 
build a new work file.  However, if an employee leaves for lunch and several hours have passed they most likely will 
want to build a new work file to bring the call list current (up-to-date) to avoid making calls using outdated information. 

Please Note: For this example, a New Work File will be created. 

Click OK to continue. 

 
Whether building a new work file or creating a work file for the first time, the BUILD NEW ACCOUNT MANAGEMENT 
WORK FILE screen offers two main criteria forms that can be used: “Simple” form or “Advanced” form. 
 

Using the Simple Form to Create a Call List 

The Simple Form is the default.  It contains the following criteria that may be used to create a collections call list. 

 
o LIST ACCOUNTS BY:  Defines the primary sort order. 

1) Customer Name:  Alphabetically beginning with A. 
2) Oldest Due Date:  Lists the agreements beginning with furthest past due.  
3) Payment Amount Due: Lists the agreements beginning with the largest amount due. 
4) Newest Due Date:  Lists the agreements beginning with the furthest future due date. 

o STORE:  Defines which store’s agreements will be displayed in the call list.   
The default is set to the store the user is logged into.  However, the default may be different depending on the 
system configuration. 

o ACCOUNT MANAGER/ROUTE:  Defines which Route’s customers will be displayed.   
Set to “0” to list all routes or enter the specific route number. 

o OLDEST DUE DATE TO NEWEST DUE DATE:  Allows a date range to be set. 
The Newest Due Date will always default to the current date, which combined with leaving the “Oldest Due 
Date” blank, it will create a call list from furthest past due agreements to agreements “Due Today.” 
The Oldest and Newest due date fields may be used to create very broad or very specific call lists. 
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o OLDEST COMMITMENT DATE TO NEWEST COMMITMENT DATE:  Allows a date range to be set. 
The default will be empty or blank.  These fields can be used to define agreements with commitments on or 
between specific dates.  

 
All of the criteria options can be used together or individually to create a call list. 

 
Please Note: This example is using the Simple Form with basic selections for a call list. 

 
Once the criteria has been entered, click OK to generate the call list. 

 
Please Note: The Work File/Call List will be in the same format using either Simple or Advanced.  The only difference will 
be the search results returned. 
 

Using the Advanced Form to Create a Call List 

The ADVANCED FORM button is found at the bottom left of the Build New Work File screen.  To use the Advanced Form, 
do not enter search criteria on this screen.  Click ADVANCED FORM to continue to the more detailed criteria screen. 

 
 
The Advanced Form contains the same criteria as the Simple Form, plus the following additional criteria: 

o Generate Pick-up Receipts 
o Customer Types 
o Agreement/Contract Types 
o Picked Up Past Dues 
o Oldest Picked Up Date to Newest Picked Up Date 
o Select By A/R Billing Cycle 
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o GENERATE PICK-UP RECEIPTS:  By selecting Yes, all agreements in the call list will be flagged to have a pickup 
receipt printed. 

o CUSTOMER TYPES:  Allows the option to select from specific “Customer Types” to create a call list containing a 
single customer “Type.” 

o AGREEMENT/CONTRACT TYPES:  Allows the option to select “Agreement/Contract Types.”  To create a call list 
containing a single agreement/contract type. 

o PICKED UP PAST DUES:  Allows selection to “Include” or “Exclude” past due agreements with a balance due, 
that were picked up between the OLDEST PICKED UP DATE and the NEWEST PICKED UP DATE.  There is a third 
option “Only” that will create a call list consisting of only agreements that have been picked up with a past due 
balance between the newest and oldest picked up dates.  The default is Exclude and the default Newest Picked 
Up Date will be the current date.  If not using this criterion, leave the default settings. 

 

SELECT BY A/R BILLING CYCLE:  This option is used for revolving charge billing cycles.  Selecting Yes will allow up to four 
“Cycle Types” to be entered.  If billing cycles are not used leave the default set to No. 

 

Please Note: You may click on the SIMPLE FORM button at the bottom of the screen to return to the Simple Form 
selection criteria. 

When all selections have been made for the Advanced Form, click OK to generate the collections list.   
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Build New Account Management Work File Screen 

When building a new work file (collections call list), a “Spinner” will display to notify you that customer records are being 
retrieved to create the work file. 

 

The new Work File/Call List has been created using the Simple Form.  
The list may be re-sorted by clicking in the header of any of the columns shown below.  Clicking the header a second 
time will sort the information back to the previous sort. 

o Click anywhere in the header of the column you wish to re-sort the information. 
o The numeric columns will sort by high to low or low to high. 
o The alpha columns will store A to Z or Z to A. 
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Collection Activity  

Collection Call Attempts and Commitments 

Add Contact/Commit Window 
The Add Contact/Commit window is used when making collection calls.  It contains the following information: 

o Contact Person displays the Customer name 
o Contact Information contains all related customer phone numbers and reference phone numbers in a pick list 
o Phone Number displays the phone number of the “Contact” from the pick list 
o Contact Result contains selectable “Call Codes” in a pick list (used to record the call attempt or commitment) 

The Add Contact/Commit window will remain open to allow mutiple calls to be recorded.  Click CLOSE when all calls for 
the customer have been completed. The window may be left on the screen when moving to other areas outside of the 
collections feature. 

 

The Add Contact/Commit window can be moved in any direction on the screen.  Multiple Add Contact/Commit 
windows can be opened at the same time.  The window will remain open to allow mutiple calls to be recorded.  Click 
CLOSE when all calls for the customer have been completed. 
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Adding Contact/Commitment 

How to record collection calls (Contact attempts and Commitments): 
Two methods can be used to activate the Add Contact/Commit window. 

o Log Call – Click the Paper Clip icon next to the customer name. 
o Selecting the customer from the collections list – Click anywhere on the line displaying the customer name to 

open the customer payment screen. 
 

Log Call Method 
Click the Paper Clip icon next to the customer name to immediately open the Add Contact/Commit window. 

 
 

Selecting Customer Method  
Select the customer by clicking anywhere on the line displaying the customer information. 
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The Rental Payment screen will open, allowing access to customer specific information (Previous Agreements, Payment 
History, Call History, Commitment History, etc.).  This method is typically used when more information is needed before 
a collection call is made.  The potential payment may be calculated prior to the call.  If a Commitment is made, the 
calculated payment will automatically populate in the commitment amount. 

Click CALL/COMMITMENT to open the CONTACT HISTORY ADD screen. 

 

The CONTACT HISTORY ADD screen will open, allowing access to choose from the customer’s available contact phone 
numbers/references in the pick list. 

 

After selecting the phone number and making a call, the Contact Result may be selected from the pick list. 
Contact Result selections allow collection activities to be recorded in two categories.  These categories are specific to 
each cynergi|suite configuration. 

o Attempts – Allow to record an attempted contact  
o Commitments – Allow a commitment to be entered, including Date, Time, and Amount the customer has 

promised 

 

  



 
Store Manual 2020 

 

Revised 12/20/18   13 | P a g e  

Commitment Example 
Click OK to continue. 

 
Choosing a Commitment Contact Result will automatically populate the amount calculated from the rental payment 
screen, the current date, and the current time.  The fields may be edited as needed. 
Click OK to file the commitment. 
Please Note: If a Commitment Contact Result was not selected, this screen will not appear. 

 
The commitment will display in the Retention Commitment field in the rental payment screen.   
To return to the collections list, click the BACK button. 
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The collections call list is updated as the commitment and contact attempts are logged. 
o Contact Attempts will be displayed in Blue 
o Broken Commitments will be displayed in Red 
o Current/Future Commitments will be displayed in Green 
o Customers not yet attempted are displayed in Black 

 
 
Hover the mouse over the Question Mark icon in the column shown below to show the list of collection call types. 
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Additional customer specific statistics are updated as the collection call list is worked.  By placing the mouse on a 
customer in the call list, the following information is available: 

o Account History displays the most recent Commitment, # Times Past Due, % of On-Time Payments, and Free 
Time and Extension days given. 

o Customer Details displays the number of calls Today and WTD, the number of Commitments taken, and the 
number of Broken Commitments. 
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Print Collections Pick-Up Receipts 
Pick-Up receipts may be printed through the On-Screen collections application.  Specific customer agreements may be 
selected from the collections Call List. 

Pick-Up Receipts can be printed: 
o Immediately one at a time as needed  
o In a large group (“Batch” mode) 

 
Please Note: To begin a Collections Call/Work list will need to be created.  Additional detailed steps for generating a 

Collections Call/Work List are provided in On-Screen Collections under Create a Collections Call List. 

The customer’s rental agreements are listed individually one agreement per line.  To print a Pick-Up Receipt, click on the 
Printer icon in the C/P Column on the agreement line you wish to select. 

 

There are two options available for printing the Pick-Up receipt: 
o 2 - Pick Up Receipt:  Will set the Pick-Up receipt to print immediately to the printer 
o 3 - Set Pick Up Receipt Batch Flag:  Will add the Pick-Up receipt to the print batch to be printed later 

Both options will be shown in this document.   

Select option 2 or 3 and then click OK to continue. 
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Option 2 for Individual Pick-Up Receipts 

To print the Pick-Up Receipt, choose option 2 - Pick Up Receipt (for immediate Printing).  
Click OK and The Pick-Up receipt will print for the rental agreement that was selected from the call list. 

 

The following information is provided: 
o Customer name and address 
o Agreement number, unit Stock, Serial, and Model numbers, and Description 
o Total Amount Due 
o Number of Days Past Due 
o Signature lines 
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Option 3 for Batch Printing Pick-Up Receipts 

To select an agreement for “Batch Printing” a Pick-Up Receipt, click on the Printer icon in the C/P Column on the 
agreement line you wish to select. 

 

Choose option 3 - Set Pick Up Receipt Batch Flag.   
Click OK to continue. 

 

The line selected will now have a “P” next to the name to show it has be selected for printing a Pick-Up receipt. 

 



 
Store Manual 2020 

 

Revised 10/31/18   19 | P a g e  

Repeat the same steps to select additional agreements for “Batch Printing” Pick-Up receipts. 
When selections are completed, click the MAIN MENU button to leave this screen and begin the batch printing process. 

 

 
 

Printing the Preselected Batch Pick-Up Receipts 
To print the Pick-Up receipt “Batch” click the Collections icon. 
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From the Options screen, set the following options: 
o Print Pick-up Receipts: Change the setting from No to Yes 
o Number of Copies: Leave set to 1 
o Build New Work File:  Leave set to No 

 
Click OK to continue. 

 
 
The entire batch of Pick-Up receipts will print to the printer. 
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Change Customer Route 
 
In cynergi|suite, the “Route” assignment known as “Acct. Mgr.” is held in two places. 

1) Rental Agreement – To move a customer from one route to another requires the rental agreement to be 
assigned with the new route. 

2) Customer “Default” – The Customer record contains a route assignment that is used as the default when new 
agreements are created. 

 

Change Default Route on Customer Record 

Moving a customer from one route to another can be done in one step by changing the default route on the customer 
record.  When changing the customer’s default route, all of their active rental agreements will be updated with the new 
route. There is no need to update the rental agreements separately.  This will ensure any future rental agreements 
created for the customer will be assigned the same “Default” Route (Acct. Mgr.).  In-active rental agreements are not 
automatically updated with the new route. 

To update the customer record, select Miscellaneous Routines then Update Customer/Referral Info from the menu, or 
enter RCUSTMNT in the Jump-To box and press the TAB or ENTER key. 

 
 
Enter the customer’s name into the Customer Search and click the SEARCH button to continue.   

 
 
Select the customer from the search results by clicking anywhere on the customer information line. 

 

Jump-To box 
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The customer information screen will open.  Move to the Acct. Mgr field in the lower left section of the screen and 
select the new “Default” Route.  Click SAVE to complete the update. 

 
 

Change Routes on a Rental Agreement 

If you need to change the route assignment on a particular rental agreement independent of the customer, select 
Miscellaneous Routines then Update Rental Agreement from the menu, or enter RTOCSMNT in the Jump-To box and 
press the TAB or ENTER key. 

  

The Printer or File Pathname will display.  The correct printer name should be the default.  However, if it is not, enter 
the correct printer name.  Click OK to continue. 

  

Enter the customer’s name into the Customer Search and click the SEARCH button to continue.   

   

Jump-To box 
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Select the customer from the search results by clicking anywhere on the customer information line. 

  

There are two options available to select the customer’s rental agreements: 
o If the Agreement/Ticket number is known, it can be entered in the Ticket # field.   
o If the Agreement/Ticket number is not known, click BY TICKET to access all of the customer’s 

Agreements/Tickets. 

Please Note: Selecting BY TICKET is recommended.  

 

When selecting BY TICKET, the customer’s active rental agreements will be shown.  Select the agreement by clicking on 
the agreement information line. 
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The Rent to Own Agreement Details screen will open.  To change the assigned route, click on the Account Manager field 
and enter the new route number, or display the pick list of available routes by clicking on the three lines next to the 
field. 

 

If using the Account Manager pick list, select the new route by clicking anywhere on the line. 

  

The new route will be shown in the Account Manager field. 
 
Click SAVE to continue. 
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The prompt will automatically move to the Pmt Amt field.  However, no further changes are needed. 
Click SAVE to continue with the route reassignment. 

  

The Print Agreement prompt will appear.   
o Click YES to reprint the agreement (if needed). 
o Click NO to continue without reprinting the agreement. 

 

The process to reassign a route for the rental agreement is now complete. 
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View Past Due Inquiry 
 
The Past Due Inquiry will display the number of BOR/Rental Agreements in each past due category per route. 
To view the Past Due Inquiry, type VIEWPDRS into the Jump-To box and press the TAB or ENTER key.  You may also 
select it from your company’s cynergi|suite menu. 
Please Note: Your menu option may be different from what is shown below. 
The Store number will default to the store you are logged into and display the current business date.  Press OK. 

 

The Past Due Summary default screen displays the number of past due BOR/Agreements by Store divided by Route, then 
broken down by four groups of past due categories.  The total number of BOR/Agreements is displayed as well as the 
percent past due. 

 
 

Open, Current, and Future View 

The primary display is OPEN/CURRENT, which displays todays “Open” numbers and todays “Current” numbers.   
o OPEN:  Represents the number of past due BOR/Agreements that store opened with at the beginning of the 

business day. 
o CURRENT:  Represents the current number of past due BOR/Agreements at the time the inquiry was made. 

Click on the CURRENT/FUTURE button to display “Tomorrows Open” numbers. 

 

Jump-To box 
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The primary purpose of the CURRENT/FUTURE view is to compare how many BOR/Agreements are currently past due 
compared to how many may become past due at tomorrow’s opening. 

To return to the previous view, click the OPEN/CURRENT button again to go back to the CURRENT view. 
 

Float Dollars View 

Another feature of the Past Due Summary is to “toggle” from the primary format (number of past due BOR/Agreements) 
to FLOAT DOLLARS (the Amount of past due rent). 

To change the display to view the past due rent click on the FLOAT DOLLARS button.  

 

The FLOAT DOLLARS view will display the amount of past due rent instead of number of past due BOR/Agreements. 

The Past Due Rent will be displayed per route broken down by past due categories and show the total percentages of 
past due rent. 

Click on the CURRENT/FUTURE button to display Current Float and Tomorrows Open Float. 

 



 
Store Manual 2020 

 

Revised 11/1/18   28 | P a g e  

The primary purpose of the CURRENT/FUTURE view is to compare how many dollars of rent are currently past due to as 
compared to how many may become past due at tomorrow’s opening. 

o To return to the previous view, click on the OPEN/CURRENT button. 
o To return to the primary default view (OPEN/CURRENT number of BOR/Agreements) click the COUNT button. 

 

 

Additional Information 

The default is today’s date.  However, a future date may be entered to display the number of BOR/Agreements that may 
become past due from today to the future date.  The CURRENT/FUTURE view must be used for this feature. 

Below is an example:  To display the number of agreements due for the remainder of the week, enter the upcoming 
Saturday’s date. 

 

 



 
Store Manual 2020 

 

Revised 12/3/18    29 | P a g e  

Exit Collections Call List and Return to Same Page 
 
It is possible to exit from the collections screen and reenter later to the same page.  By exiting out of the Collections 
screen in one of the following three ways, you will be able to successfully go back into the Collections screen and pick 
back up where you left off. 
 

Example: 
An employee is currently in the Collections screen working on page 8 (eight).  If they should need to stop working and 
leave the collections screen, they will be able to return to page 8 (eight) by following one of the three exit methods.  

Click the MAIN MENU button, Home button, or Logout button as shown under How to Exit the Collections Screen 
(below).  When the employee reenters the Collections screen (without rebuilding the work file), they will be returned to 
the same screen they were on when they exited.   

 

How to Exit the Collections Screen  
1) From the main Collections screen, click the MAIN MENU button at the bottom of the screen.  This is the 

preferred and recommended way to exit the screen. 
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2) Click the Home button on the main tool bar at the top of the screen. 

 

3) Click the Logout button on the main tool bar at the top of the screen. 

 
 

The employee can reenter the Collections screen again by clicking on the Collections icon.   

 

Leave Build New Work File? set to No and click OK. 
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The Collections screen will reopen to the same page they were last working before they exited.   
It is recommended to click the REFRESH button to update the screen before continuing. 

 


