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Texting Feature 
Opt-In/Out for Text Messaging 
 
Before cynergi|suite™ can send and receive texts from customers, you must subscribe to our SMS Text Messaging service, and 
customers must be opted-in. 

Opting In 
There are two ways customers can opt-in for texting: 

1) Store employees can send a “Welcome” text and the customer can respond with “Optin”, via the stores SMS phone 
number. 

2) If the customer has a valid customer record and their Secondary Phone#/Cell# phone number matches their current phone 
number, they can opt-in themselves, by texting “Optin” using the stores SMS phone number.  See the section “Home Office 
Setup and Configuration of SMS Texting” later in this document to get the stores SMS phone number. 

The opt-in function is done in the Customer Maintenance screen.  This can be accessed by clicking on the CUSTOMER CHANGE 
button while in a customer’s Rental Payment screen, or via Customer Maintenance (RCUSTMNT) directly: 
 

 

Enter the customer’s cell phone number in the Secondary Phone#/Cell# field.  Then click on the Send Opt-In Text button.  (You do 
not have to click save, if you didn’t add/change that number.)  Within a few seconds, a text message should appear on the 
customer’s phone.  
 
                                                           “[Your company name]: Reply ‘optin’ to optin to SMS text 
                                                            messages. By opting-in you agree to receive account and  
                                                            marketing alerts. Msg and data rates may apply. Reply  
                                                            STOP to opt-out.” 

If the customer responds with the ‘optin’ word, they will get this message. 
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                                                           “[Your company name]: You are now subscribed to receive 
                                                            account updates and offers.  Msg frequency varies. Reply  
                                                            #HELP for help, STOP to opt-out.” 

After reloading the Customer Maintenance screen you should see the verified information, Opt Out button, and the SMS link icon. 
 

 
 
 
 
 
Opting Out 
There are two ways customers can opt-out of texting: 

1) Store employees can opt-out customers by going to their customer record and clicking the Opt Out button next to the 
Secondary Phone#/Cell# field.  You are required to Save the record to complete the process. 

2) Customers can opt-out themselves by replying “STOP.” 

In both of these scenarios, the Secondary Phone#/Cell# will still remain in the customer’s record, but only that number has been 
opted-out of texting.  Furthermore, any texting history that has transpired while opted-in will still be retained 
 
Default Store Number on the Customer Record 
The Default Store# field is at the bottom of the Primary Customer section of the Customer Maintenance screen.  This is the store 
location that will be tied to any incoming text messages from this customer.  The store opting-in the customer for text messaging 
should verify or change the Default Store# so that it is their store number.  If Default Store# is left at 0, any text replies sent by the 
customer will only be viewable by Home Office personnel. 
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Customer Opt In/Out Report (From Yesterday) 
A new report called Optin In/Out Report will be generated daily showing customers who opted-in and opted-out from the previous 
day.  The report is split into two sections: Customers Opted-In and Customers Opted-Out.  This report is sent to The Reportal and 
also can be emailed to the Texting Administrator of your company.  This report only shows which customers have changed their opt-
in/out status.  This is not a complete list of everybody who is opted-in or out. 
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Two-Way Text Messaging 
 
Two-Way Text Messaging is a feature that allows store employees to communicate directly with their customers via text messaging. 
A customer MUST be opted in to Text Messaging to be able to send and receive texts with cynergi|suite. Please see the previous 

section, Opt-In/Out for Text Messaging, to learn how to have a customer opt-in to text messages. 
 
After having Two-Way Text Messaging set up and enabled, you will notice a new icon on the App Bar of cynergi|suite: 

 
 

 This icon will take you to the Text Messaging Queue screen (TXTQUEUE) where you can view unread text messages 
from customers. The number in the red circle indicates the number of unread text messages. 
 
The number beside the icon will indicate either the number of unread text messages for your store only, or all stores, based upon 
the employee’s security settings. 
 
After clicking on the Envelope icon, you will be taken to the Unread Messages screen: 
 

 

The Unread Messages screen shows a list of customers who have sent text messages to cynergi|suite. From this screen, you will be 
able to view and respond to these text messages from your opted in customers. This view includes unread text messages from 
multiple customers, with their most recent message displayed, and what time and date they were sent. 
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From the Text Queue screen, there are several options available: 

o Click anywhere on the row to open a floating pop-up window of the customer’s texting conversation, and you can reply to 
them. 

o The sorting can be changed by clicking on the heading at the top of any column.  You can sort messages by Customer, 
Account Number (Acct), Store Number, Message, Date, or Time. 

o You can use the search option at the top of the screen to search by Store Number, Customer Number, 
Customer Name, or a keyword that’s part of any customer’s most-recent message. 

o In the Actions column, there are two icons: 

•  By clicking on the on the first icon, you can view the Customer Record. 

•  By clicking on the second icon, you will be taken to the Rental Payment screen. 
o The buttons at the bottom of the screen do the following: 

 Displays only new unread text messages 

 Displays all messages even those marked as read 

 Displays a list of all customers who have opted into text messaging 

 Marks all messages as being read 

   
Clicking on the CUSTOMER LIST button provides a list of opted-in (verified) customers:  

 
Please Note: Seeing only your store’s customers, or all stores’ customers, is determined by department security. 

You can also start a text conversation with a customer from this screen by clicking anywhere on their row, even if they do not have 
an unread message in the previous main screen. 

Furthermore, since this is another view in the Text Queue, all the functionailty exists to be able to sort, search, access the Customer 
record, access the Rental Payment screen, mark all texts read, as well as switch to New and All Text Messages. 



 
Texting Feature 2026 

 

Revised 3/30/26    9 | P a g e  

How to Initiate a Text Conversation or Respond to a Customer 
To initiate a conversation with a customer, simply click on the row of the customer, and a floatable pop-up conversation window will 
appear on your screen. 

o Inside the conversation box, you will be able to see previous conversations with 
the date and time of the message displayed below each message. 

 
o Click in the bottom box to type a text message, and click the SEND button (or 

press the ENTER key) to send the message.  This process will also mark unread 
messages in the conversation window as “read.” 

 

o Click on the Eye icon    at the top of the box to mark all messages in the 
conversation as read. 

 
o Click on Load more messages to load past messages from this customer.  
 
o Click on the _ button to minimize the conversation into a small bar. The button 

will then change to ^ to re-expand it back to normal view. 
 
o Click on the X button to close the conversation window. 
 
o Multiple texting conversations can be active on the screen at any time and can be 

moved anywhere on the screen. 
 
o You can also navigate to other cynergi|suite screens and menus with texting 

convsation windows open. 

 
 

Accessing Text Conversations from the Call History Screen 
Any time a text message is sent or received, an entry is made in the Call History for that customer. 

In the Call History screen, you will see one record for each day where a text message exists.  Two-Way text messages will begin with 
the prefix “Text Message.” 
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To see the entire customer conversation for the day, click on the Text icon  . 

 
 

Initiating Text Conversations from the Collections Screen 
While working collection calls for an opted in customer, if you select the cell phone number in the contact information, the Text icon 

 will appear.  By clicking this icon, you will have added functionality to start a text conversation immediately with that customer.  

Please Note: This only applies to cell phone numbers of customers that have opted in to text messaging through the Customer 
Maintenance screen. 

 

After clicking the Conversation icon, a floatable pop-up conversation window will pop-up on the screen. 

 

 

 

 

 

Initiating Text Conversations from the Customer Maintenance Screen 
By clicking the envolope icon.. 
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Text Messaging Keywords 
Customers can send short keywords to get automated information about their accounts and send commitments. Customers can also 
send #HELP to get a listing of all these keywords available for them to use. 

Please Note: The keywords are not case sensitive, meaning they will work in upper or lower case. 

o #LOOKUP – Provides the customer the Total Balance due for ALL Agreements 
o #BAL – Provides the customer the Balance Due and Due Date for each Agreement 
o #EPO – Provides the customer the Early Purchase (EPO) Amount for each Agreement 
o #REC – Provides the customer the total amount available or owed in Receivables 
o #BB – Provides the customer their Bonus Bucks/Rewards Balance 
o #WBI – Automatically creates a Commitment within the cynergi|suite store system for the date and time specified 
o #PAY – Initiates an Online Payment (only applies for customers who have enrolled in the the cynergi|suite Online Payments 

feature and have their phone number registered) 
o #PAYTODAY – Initiates an Online Payment for only the agreements due today (only applies for customers who have 

enrolled in the the cynergi|suite Online Payments feature and have their phone number registered) 
o #PAYTM – Initiates an Online Payment for only the agreements due tomorrow (only applies for customers who have 

enrolled in the the cynergi|suite Online Payments feature and have their phone number registered) 
o #PAYLATE – Initiates an Online Payment for only the late agreements (only applies for customers who have enrolled in the 

the cynergi|suite Online Payments feature and have their phone number registered) 

Inappropriate Text Messages 
o Outbound text messages sent by store employees deemed inappropriate 

based on an algorithm will be blocked and will not be sent to the customer.  
“NOTSENT” will appear in the text conversation window. 

o Inbound text messages will not be filtered and will be able to be viewed in the 
text conversation window. 
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Text Messaging Reports 
A new report called All Text Messages (From Yesterday) will be generated daily showing all incoming/outgoing text messages from 
the previous day.  The report is generated by Customer Name and then by Date/Time sequence by customer.  This report is sent to 
the Reportal and emailed to the designated Texting Administrator email address. 

 
Another new report called Inappropriate Text Messages (For Yesterday) will be generated daily showing any inapproriate inbound 
text messages.  Inappropriate outbound messages (displaying as NOTSENT in the text conversation window) will also be reported.  
This report is emailed to the desiginated Texting Administrator email address.  If there are no inappropriate words in the report, the 
subject line will be pre-fixed with “No.” 
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Home Office Setup and Configuration of SMS Texting 
Based on security, Home Office personnel will have the ability to edit some of the texting configuration settings using the Configure 

Apps (Tool) icon  . 

 
After clicking on the Configure Apps icon, you will see an SMS CONFIGURATION button at the bottom of the Configure Cynergi Apps 
screen. 

 
The Change Two Way SMS Permissions screen will appear.  There are two configuration sections within this screen. 
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1) SMS Response for “HELP”: The message your customers will receive if they text the word HELP. 
2) SMS Response “STOP” (Opt Out): The message your customers will see when they opt-out of text messaging.  The default 

message is “You have been opted out.  Changes may take up to 2 days to take effect.” 
3) SMS Error Response: The message customers receive when an error occurs when processing a text they sent.  Typically, this 

is in response to a customer not being opted-in, but if this occurs on multiple customers, or persists, please call 
cynergi|suite support at 855-CYN-ERGI. 

4) SMS Suffix (Include with every outgoing SMS): Default is “- Reply STOP to opt-out or #HELP.” 
Please Note: At this time, this text is legally required at the end of all messages and cannot be modified. 

5) Departments Allowed to Use Two Way SMS Communication: Defines which department codes (based on Department 
Maintenance [DEPTMNT]) are allowed to use Two-Way SMS communication.  Separate department codes with commas, or 
type ALL to allow all employees.  Employees belonging to the departments specified here will see the Envelope icon in the 
App Bar, and the number of unread messages only for their store.  We recommend choosing sales associates and above. 

6) Departments Allowed to view ALL Two Way SMS Communication: Defines which department codes are allowed to view 
messages from customers from ALL locations (not just their currently-logged-in location).  Employees belonging to the 
departments specified here will see the Envelope icon in the App Bar and the number of unread messages total for all 
stores.  We recommend keeping this restricted, such as company/franchise owners, executives, home office personnel, I.T. 
personnel, regional/district managers and others who work in multiple locations. 

7) Departments Allowed to use One Way SMS Communication: Defines which department codes are allowed to enter one-
way SMS communication (Texting Campaigns).  Employees belonging to the departments specified here will see the Quote 
Bubble icon in the App Bar.  We recommend assistant managers and above. 

8) SMS Phone Number: This is the phone number that cynergi|suite is using for sending and receiving texts.  This phone 
number is the same for all locations in your company.  This is provided here as information only and cannot be changed.  
Customers wishing to opt-in and already have a unique, valid phone number in their Secondary Phone#/Cell# field can send 
“optin” to this number to opt-in. 

The bottom section lists each of the potential “keywords” that are possible to allow the customers to use as Keywords. 
   

 
 

o Selecting the checkbox to the left of the Keyword will make it an available keyword. 
o Having the box unselected will not allow this Keyword. 
o If a customer texts “#HELP,” only the keywords checked will be included in the reply. 

Hovering your mouse cursor over each line will provide a more detailed description: 
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Further explanations: 
#WBI: Allows customer to post commitments.  Customers can further specify dates and times by including M, T, W, TH, F, and S for 
the respective days of the week, plus a time in hh:mm format.  For example, #WBI F 5:00PM will post a commitment for Friday by 
5pm. 

#PAY: If you subscribe to cynergi|suite’s Pay-by-Text/Pay-by-Phone feature, this keyword allows a customer who has a saved and 
default payment method in their Online Payment Account to quickly and easily make a regular-amount payment to their agreements 
on rent by texting #PAY. 

#PAYTODAY: If you subscribe to cynergi|suite’s Pay-by-Text/Pay-by-Phone feature, this keyword allows a customer who has a saved 
and default payment method in their Online Payment Account to quickly and easily make a regular-amount payment to only their 
agreements that are due today on rent by texting #PAYTODAY. 

#PAYTM: If you subscribe to cynergi|suite’s Pay-by-Text/Pay-by-Phone feature, this keyword allows a customer who has a saved and 
default payment method in their Online Payment Account to quickly and easily make a regular-amount payment to only their 
agreements that are due tomorrow on rent by texting #PAYTM. 

#PAYLATE: If you subscribe to cynergi|suite’s Pay-by-Text/Pay-by-Phone feature, this keyword allows a customer who has a saved 
and default payment method in their Online Payment Account to quickly and easily make a regular-amount payment to only their 
agreements that are late on rent by texting #PAYLATE. 

optin: This allows a customer to opt-in to texting themselves.  This feature works if a correct and valid phone number is already in 
their Secondary Phone#/Cell# record in their customer record in cynergi|suite, and the phone number must not be shared among 
other customers in cynergi|suite. 
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One-Way Text Messaging 
 
One-Way Text Messaging allows select employees to set up texting campaigns that can be automatically delivered to multiple 
customers at once.  Examples of campaigns can be recurring reminders about due-tomorrow, due-today and past-due payments.  
Other examples can be to notify customers of upcoming sales events or to offer them a special for their birthday. 
 

How to Add an Autotext Campaign 

A Quote Bubble icon  will appear on cynergi|suite’s App Bar if your company is set up for text messaging, and you belong to a 
department code who allows access to managing one-way texting campaigns.  
 
Please Note: A message created in the Text Message Campaign screen can be sent to ANY customer in your company who has opted 
in for text messaging. 

After clicking on the Quote Bubble icon, the Text Message Campaign screen will appear: 
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The Enter name of Campaign field is a 12-character field to name the campaign you are creating.  This identifier needs to be unique 
and cannot be used for other campaigns. 

The campaign can be activated or deactivated any time by clicking on the ACTIVE/INACTIVE slider bar.   

The Schedule section allows customization of how often to run the text message campaign, and on which days or what times. You 
can set up the campaign Frequency as a One-Time Campaign or as a Recurring Campaign. With a Recurring Campaign, there are 
multiple scheduling choices including a start and ending date range. Options below: 

Daily: 

 

Weekly: 

 

Monthly: 

 

Opted-in customers can be filtered to receive the message based on: 
o A specific number of days late 
o A range of number of days late 
o Due tomorrow 
o Due today 
o Have birthdays in the month at the time the campaign is running 

Upon selecting a filter criterion, two more options appear. Clicking the checkbox will do the following: 
o Ignore Customers with Commitments – this will not send a customer a text message if they have a commitment recorded 

in cynergi|suite. 
o Only send 1 text messge per Customer – this will limit the text messages to only one per customer so customers will only 

receive one text message regardless of how many agreements they have. 

Please Note: Exercise caution when setting up a range and filter to ensure they make sense. For example, creating a campaign for 
customers who have birthdays in the current month to tell them “Happy Birthday” but having it set to Daily would then send daily 
texts to these customers every day witnin the month of their birthday. 

 



 
Texting Feature 2026 

 

Revised 3/30/26    18 | P a g e  

The final part to creating the campaign is creating the body of the message to be sent. Text messages are limited to a total of 160 
characters and are required to have the phrase “– Reply STOP to Opt-out or HELP” included at the end of each message. This leaves 
128 characters for the body of your message. 

In creating the text message, there are buttons available to help personalize the text message by including certain aspects of the 
customer record such as their Name and Customer Account Number. If filtering by due dates, other personalization button options 
for the Rental Agreement/Ticket info will also become available. 

   

The SEND TEST TEXT button can be used to send a test text to a cell phone number of your choice. Simply click the button and the 
system will prompt you for a phone number to send the test text message. 

Any time a text message campaign is created or edited, an email is sent to the desginated Texting Administrator email address. 
 

How to Edit an Autotext Campaign 
At the bottom half of the main Text Message Campaign screen, all the previous active and inactive campaigns are listed.  To edit an 
existing campaign, just click on the row containing the campaign to be edited, and its settings will display. You may also easily turn a 
campaign on or off by clicking the ON/OFF slider bar on the left side of this screen. 

 

Autotext Campaign Result Screens 
Results of recently-ran One-Way Texting Campaigns can be viewed by clicking on either of the two buttons that are located at the 
bottom left of the the Create/Edit Text Message Campaign screen: 

 
 
 
 
 
 
 
 
 
 

Autotext Campaign Parameters. 
Only allow campaigns to run between these two 24 hour times.   If a campaign is running when the Stop Processing hour is reached 
or the machine is rebooted.  It stops the campagin and restarts where it left-off, on the next day at 8:00 am.   
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Campaign Results 
Clicking the CAMPAIGN RESULTS button will display the completed campaigns along with their ID, Name, Date Sent, Message, and 
the Number (#) of customers to whom the text was sent. 

 
If one of the Completed Campaigns are selected, the Campaign Details screen will appear.  This will show each person to whom the 
text was sent, including their Name, Account Number, Phone Number, Date Sent, and Message. 

 

Campaign Detailed Search 
Clicking the CAMPAIGN DETAILED SEARCH button will display a screen of All Detailed Texts that were sent.  This is basically the 
Campaign Details screen.  However, the texts are not split out by specific campaigns.  Clicking within the search bar and typing in 
words for a search will narrow the listing of this All Detailed Texts screen. 

 



 
Texting Feature 2026 

 

Revised 5/3/22    21 | P a g e  

Text Message Integration FAQ 
 

Texting Feature 
o Will I be able to see text messages for all stores or just my store? 

• Both are possible, but is set by security.  Based on which department employees belong to, text messages can be 
viewed for only their store or the entire company. 

o What happens when someone who is not a customer texts our company text phone number? 
• Nothing happens.  Cynergi|suite simply ignores the message and nothing is sent back to the person who sent the 

text since it is illegal to text (even reply to) anyone who is not opted-in. 
o Will I get unsolicited spam text messages?   

• This coincides with the question above.  Unsolicited messages sent to cynergi|suite from numbers who do not 
match any of your customers’ opted-in cell phone numbers will be rejected and not delivered. However, if you 
receive problematic text messages from opted-in customers, you can opt them out. 

o While having a text message conversation with a customer, I started received messages in RED stating, “Customer is not 
opted in.”   

• The customer has opted him/herself out during the text conversation by sending STOP.  You will not be able to 
continue the conversation with this customer anymore until they are opted back in.  The customer is ultimately in 
control of opting-in and opting-out to texting. 

 

Customer Opting In/Opting Out 
o Do I have to opt-in a customer to both One-Way Texting and Two-Way Texting separately? 

• No.  When a customer opts-in to texting, they are opted-in to both One-Way and Two-Way texting. 
o If a customer opts-out of text messaging by sending STOP, how long does it take for the system to opt them out? 

• If the customer is within their cell phone provider’s service area, it generally will be within minutes. 
o How can I tell if a customer has opted out of text messaging? Do I get a notice? 

• You will not receive a notice unless you have an open text message conversation and the customer opted-out 
during the conversation.  When a customer is opted-out, they will no longer show up in the verified Customer List.  
Their prior texting history still displays, but the button to send a text will no longer be accessible.  Furthermore, on 
the customer record, there will no longer be a Verified label or Opt Out button next to the customer cell phone 
field.  Only the Send Verification Code button will show.  However, a Text Messaging Opt-In/Out Report is 
available in The Reportal every morning that shows who opted-out (and opted-in) from the previous day. 

o The customer shows opted out but they said they never opted-out. 
• Either someone at the store clicked the Opt Out button on the customer record, or the word “STOP” was texted 

from the customer’s phone to the store.  You will have to go through the opt-in process with the customer again.  
Cynergi|suite will not automatically opt-out a customer on its own. 

• Another possible scenario is the customer’s cell phone number was changed.  The customer will need to go 
through the opt-in process again. 

o I have a customer who has opted-in and opted-out several times.  What happens to texts in between opted-in and opted-
out periods? 

• During the periods while the customer was considered opted-out, the store will not be able to send any text 
messages to the customer via cynergi|suite, and any text messages sent by the customer to the store will be 
discarded by cynergi|suite and not delivered.  However, any prior text messaging history that occurred during 
periods while the customer was considered opted-in will still be available in the customer’s history and does not 
clear while being opted-out. 

Return Messages 
Below are examples of automatic return messages customers might receive: 
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Customer opting-in themselves: 
o Cell phone number is in customer record, optin keyword is enabled, customer texted optin: 

• “You’re opted-in to receive texts on acct info and promo texts from Company Name.  Std msg and data rates apply 
– Reply STOP to opt-out or #HELP.” 

o Cell phone number is not in customer record: 
• “Your phone is not in the system, please call store.” 

o optin keyword is not enabled: 
• No return message. 

o Cell phone number is already opted-in: 
• No return message. 

o Cell phone number exists on multiple accounts: 
• “Cannot optin, your phone number is on multiple customers, please call store.” 

Opting out: 
o Customer texted “STOP” to opt-out: 

• “You have been opted out. Changes may take up to 2 days to take effect.” 
o Customer texted “#HELP”: 

• Whichever keywords are enabled in SMS Configuration will appear in the reply message. 
• Example: “#BAL = Balance due each agreement, #BB = Bonus Bucks, #REC - Receivable balance, #EPO = EPO 

amount for each agreement, #WBI+MTWTHFS+HH:MMam = Make a commitment, #PIN = Return your pin number, 
#LOOKUP - Your total balance due, #PAY = Make online payment” 

Please Note: The customer no longer needs a PIN to use any texting keywords. 
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