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                            Help & Support

                                                            Expert help and advice so you'll never be stuck

                                                        
                                                                Here at Synapptic, we want to give you all the help & support you need, to ensure you’ll get the most out of your Synapptic product. Every time you order Synapptic software or a Synapptic phone or tablet package, you’ll get free lifetime technical support from one of our advisors. We also have a range of free resources, including downloads and videos, to help you on your Synapptic journey.

                            

                                                            
                                                                            
                                            FAQs                                        
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                              FAQs

            Click on the question below to reveal the answer to our most common FAQs.

                                    Skip section
          
                                      
                
                  
                    How do I contact Synapptic for help and support?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Please call us on 0191 909 7 909 or email us at help@synapptic.com

Follow this link for our full  Contact Details

                  

                

              

                                        
                
                  
                    Gmail Email Error?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Do you have a Gmail email address and receive an erorr when fetching new emails in Synapptic? If so, please see our blog post on how to solve the problem. Please follow this link for the blog post

                  

                

              

                                        
                
                  
                    How do I upgrade to the latest version of Synapptic?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    To update to the latest version of Synapptic, first select the Settings option from the Main Menu. Then select the Updates option towards the end of the Settings Menu. The Update Helper will display showing green ticks where items are up to date, orange ticks where items are installed but need updating and grey ticks where items are not yet installed. Select any item with a grey or orange tick to update that item. The status of each item is also spoken out when you slide your finger over it.

If your Support Plan or Software Updates package has expired, please follow this link to purchase a new plan.

                  

                

              

                                        
                
                  
                    Will I get free updates to the software?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Each purchase of a Synapptic tablet, phone or software comes with a free one-year Basic Support plan! This gives you instant access to new features, security updates and reduced support incident fees for extra help and support not covered by our free helpline.

If your Support Plan or Software Updates package has expired, please follow this link to purchase a new plan.

                  

                

              

                                        
                
                  
                    How do I check for the latest Synapptic updates?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    You will need to have a current Support Plan in place to access the latest updates.

To update to the latest version of Synapptic, first select the Settings option from the Main Menu. Then select the Updates option towards the end of the Settings Menu. The Update Helper will display showing green ticks where items are up to date, orange ticks where items are installed but need updating and grey ticks where items are not yet installed. Select any item with a grey or orange tick to update that item. 

Please ensure your Smartphone or tablet is connected to a Wifi internet connection before updating. 

                  

                

              

                                        
                
                  
                    How do I know what changes are in a particular update?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Synapptic includes a specific Synapptic News menu option on the Main Menu. This lists all the latest details about enhancements and additions we've made to Synapptic.

                  

                

              

                                        
                
                  
                    What if I want to use Synapptic on two devices?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    If you want to use Synapptic on two separate devices, you'll need to buy an Additional Licence. Please contact us to purchase an Additional Licence or order through our online shop. Additional licences are discounted to £149 for customers who have previously purchased Synapptic Software or a Synapptic phone or tablet.

                  

                

              

                                        
                
                  
                    Can I use Gmail with Synapptic?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Yes! 

Gmail requires you to setup a special password for Synapptic to use. Please see this blog post about how to generate an app password: Please follow this link for the blog post

                  

                

              

                                        
                
                  
                    How do I set up a different email account?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    To change the email account used within Synapptic, select the Email option from the Main Menu. From the Email menu, select Email Settings, then select the option for Basic Settings. Type in the email address and password for the email account you wish to use in future. To test it works, return to the Email Menu and select the Fetch New option. The Synapptic voice will tell you if it has logged in and how many new emails you have.

                  

                

              

                                        
                
                  
                    Will I need an internet connection to use some features in Synapptic?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Yes, this is required to use several Synapptic features, such as Digital TV, BBC iPlayer, Web Browser, Emails, Where Am I, RSS News Feeds, Voice Recognition, RNIB Audio Books, Scan and Read, etc. We recommend you setup the device to use a wireless Wifi Internet connection whenever possible. This could be your home Wifi connection or a Wifi connection in a cafe or shop. 

To setup Wifi, select the Settings option on the Main Menu. Then, on the Settings Menu, select the Wifi option. The Wifi menu has options for turning Wifi on and off and selecting a particular Wifi access point.

                  

                

              

                                        
                
                  
                    Can I use apps on my Synapptic phone or tablet?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Yes, it's easy to download and use Apps on your Synapptic phone or tablet. Use the App Launcher option in the Synapptic ToolBox menu to launch a particular App. All apps installed on your device will be listed. The Synapptic Reader voice will automatically start and provide voice feedback if needed.

To install a new App, use the Play Store option from the Synapptic ToolBox menu. Search for your App by typing in keywords at the top of the Play Store screen.

                  

                

              

                                        
                
                  
                    Do I need Talkback when using apps with Synapptic?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    No! Synapptic version 7 and above includes its own screen reader, called Synapptic Reader, which automatically turns on and off as needed, so TalkBack isn't needed. 

Synapptic Reader will read out text on any App or Android screen and includes easy ways of moving about the screen, reading out each paragraph, button, etc. These features allow full access to the device with any level of sight loss.

                  

                

              

                                        
                
                  
                    Can I change the way the Main Menu is displayed?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    The Synapptic Main Menu has two display settings - it can be shown as a grid or as a list. When displayed as a grid, all Main Menu options are shown on one screen, which makes selecting any Synapptic feature even quicker! To change the Main Menu to a grid or list view, select Synapptic Settings, then Customise. From the Menu Style option, select Normal (list) or Grid. When customising the Main Menu, options can be added, deleted or re-ordered.

                  

                

              

                                        
                
                  
                    How do I use the Help Page feature within Synapptic?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Each screen within Synapptic has a Help icon in the top right-hand corner. Pressing this will take you to a page listing several topics from the user manual that are relevant to what you are trying to do. For example, accessing Help from the Voice Control page will only show you topics relevant to using voice control. When you select a topic, the Synapptic voice will read the text out to you. If you aren't sure where to go, then the Main Menu has a Help option with topics on how to navigate Synapptic and a Search feature, to help you find topics that include what you are looking for.

                  

                

              

                                        
                
                  
                    How do I save a photo someone has attached to an email?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    If someone emails you a photo and you would like to keep it, first select the email message. Then, from the Email Message Menu select the Attachments option. Pick the attachment and select the View option to view the photo or the Save option to save it. The photo will be saved with the other photos you have taken with the camera and can be viewed with the Photo Viewer. If you don't have the Save Photo option as detailed above, you will need to update your Synapptic software to the latest version. For more information, please see the above section 'How do I check for the latest Synapptic updates'.

                  

                

              

                                        
                
                  
                    How often do I need to charge my phone or tablet?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    The Synapptic voice will let you know when you are low on power. With regular usage, you should charge your device every night. The battery will be used up at a faster rate by anything that keeps the screen on for prolonged amounts of time. For example, using the Digital TV or iPlayer. In addition, watching TV will use up much more battery than making calls.

                  

                

              

                                        
                
                  
                    Will I get charged from my service provider for using the internet?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    When not connected to a Wifi Internet connection, phones (and certain tablets with a SIM card) may automatically connect to chargeable mobile phone Internet connections to keep themselves updated and synchronise contacts or check for new emails, etc. Please check with your SIM Card provider (EE, Vodafone, O2, 3, etc.) about data charges that may be incurred when using a mobile phone's internet data connection. We also recommend you ask the SIM Card provider to turn off roaming internet when travelling abroad, as this may incur extra charges. To avoid any problems with mobile Internet data charges we recommend signing up to a contract or monthly Pay as You Go deal that includes an Internet data allowance. This way, you can manage the amount of data you use in this way.

                  

                

              

                                        
                
                  
                    Can I buy Synapptic software to use on my own device?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Yes! If you are purchasing Synapptic to run on a device you already own, you should check the device is running a suitable version of Android. Synapptic requires Android version 7 or above. (Note: Most modern devices run Android 7 or above). Visit our Synapptic Software page for further details.

Note! Software discounts are available if you are a Synapptic customer already.

                  

                

              

                                        
                
                  
                    Does my phone or tablet need anti-virus software?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Anti-virus software isn't necessary for either mobile phones or tablets, because Android runs every app in its own environment, so any other form of harmful software cannot breach it. Google's chief security engineer for Android, Adrian Ludwig, spoke out recently stating that anti-virus software on Android was "Absolutely not needed".

                  

                

              

                                        
                
                  
                    How do I find the IMEI number on my phone?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Each phone has a unique IMEI identification number. The number is both printed on the outside of the box that the phone came in, and also located inside the device. A spoken and large print version is also available by selecting the About Phone or About Tablet option from the Phone or Tablet Information menu in Synapptic.

                  

                

              

                                        
                
                  
                    How do I send text messages to premium rate numbers?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Premium rate text message numbers are short numbers like 86080. You can text numbers like this to enter competitions and subscribe to chargeable information. The cost of entering the competition or subscribing to the information is deducted from your bill or balance.

The first time you text a premium rate number a popup message will display confirming that this message will cost extra. If you don't press Yes, this and future messages may not send.

A special Android setting turns access to premium rate numbers on and off. Go to Android settings and Apps. Select the 3 dots in top right, then select Special Access and Use Premium Text Message Services. Finally, tap on Synapptic and select Ask Always, Never Allow or Always Allow.

                  

                

              

                                        
                
                  
                    What version of Android does my device need?
                    
                      
                    
                    
                      
                    
                  
                

                
                  
                    Synapptic requires Android version 7 or above. 

Note: If you wish to use the Screen Mirroring feature or Web Browser Dark Mode feature your device will need to be running Android 10 or above.

                  

                

              

                                    

          

              

    


    
      
                              Downloads

            Please explore our range of user manuals, brochures and prices lists, which are free to download.
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                    Phone/Tablet User Manual
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                    Phone/Tablet User Manual
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                    Phone/Tablet User Manual
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                    Phone/Tablet User Manual
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                    Basic Printer - Getting Started
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                    Basic Printer - Getting Started
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                    Basic Printer - Getting Started
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                    Basic Printer - Full Manual
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                    USB Speaker V1 - Instructions
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                    USB Speaker V2 - Instructions
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						  				Training videos

				Explore our range of training videos, which have been designed to help you get the most out of your Synapptic software or device.
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                        Synapptic

                        50 minute video demonstrating the main features of Synapptic
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                                                How to use Synapptic Reader

                                                
                                                    
                                                
                                            

                                            
                                                
                                                    
                                                    
                                                

                                                
                                            

                                        

                                    

                                

                                                    

                                        
                        How to use Synapptic Reader

                        How to use Synapptic Reader for speaking out text on Android apps and menus.

                    

                

            

                                        
                Load More Videos
                There are no more videos available.

            

            

		  

		

	
    
      
                              
              
                Book a training session

                All our UK customers are eligible to receive a free one-hour telephone training session with one of our dedicated trainers. 

If you would like to arrange a date for your free training session, please contact us or complete the form below. Once we have received your request, our dedicated  training provider will be in touch with you to arrange a convenient date for your training session.


              

            

                          
          

 














  Full Name*

  

  Email Address*

  

  Contact Number*

  
 


  Preferred Dates/Times for Training*

  
 


  Tick the box to be the first to receive exclusive offers, updates and news.
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            Any personal data you supply will be held securely on our internal company database. For more information on how we use your personal data, please read our Privacy Policy.

          

        

      

    


          
        
          Tech news

          Click on one of the articles below, to read our latest tech news.
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                        Blog                      

                      9th June 2022
                      Gmail Email Error?

                      
Google has recently tightened their security for products like Synapptic, that access Gmail emails. You now have to create a...
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                        News                      

                      25th March 2022
                      Synapptic – RNIB Highly Commended!

                      
The RNIB See Differently Awards celebrate the people and organisations dedicated to improving the lives of blind and partially sighted...
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                        News                      

                      1st December 2021
                      Synapptic Version 8 Released!

                      
Here at Synapptic, we know how important it is to be able to access a world of entertainment, at your...
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                        Case Study                      

                      25th February 2022
                      Eric

                      
‘As a visually impaired person I have for years found aspects of using a mobile phone extremely frustrating. My visual...
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                        Testimonials

                        Read our testimonials to learn how Synapptic has changed the lives of our customers.

                    

                    
                        
                            
                        
                        
                            
                        
                    

                

                                        
                
                                            
                            

                            I would like to congratulate you and the whole team on how fantaistic Synaptic is, by far the best system that has ever been available for visually impaired and totally blind people in my opinion (and I have been round a long time)!!!

Also the whole team give such great support and help, nothing is ever too difficult and assistance with technical issues and queries is fantastic.

Thank you and the whole team for a great system.

                            Rob, Bath

                        

                                            
                            

                            I have been using my Synapptic phone for a couple of months now and I love it. Synapptic software has opened up a whole new world to me. I am now even exploring taking photos with the camera. Just think - 6 months ago I could not even do text messages let alone think about attaching photos! I hope everyone else is getting as much pleasure from their Synapptic phone as I am.

                            Sandra, Chester

                        

                                            
                            

                            I just wanted to thank you all for the wonderful service you provide to people with sight loss. I have just bought my second synapptic phone and everybody has been so very patient and helpful. The service you provide is fantastic and your patience endless! You do a brilliant job.

                            Cathy, Portsmouth

                        

                                            
                            

                            If I did not have my Synapptic tablet, I would be lost without it. I can keep in touch with all my friends on email and Facebook. The speech recognition is the icing on the cake – wonderful!

                            Joseph, Somerset

                        

                                            
                            

                            I was not a mobile phone user previously but now use it for calls, sending e-mails and texts. Also, I frequently use YouTube, Internet radio and talking books! Although I have a little sight, I feel I could use it without any sight.

                            John, Sight Cymru, Wales

                        

                                            
                            

                            Your Synapptic devices are the best things I have used in the ten years I have been blind!

                            Gary, Bedale

                        

                                            
                            

                            Your little machine has changed my life.

                            Susie, Hampshire

                        

                                            
                            

                            I have been using your product for a few weeks. I would just like to say what a wonderful bit of software; I can actually use the phone easily!

                            Neill, Staffordshire

                        

                                            
                            

                            This is the first email I have ever done in my life! Thank you everyone at Synapptic…I love my new phone.

                            Theresa, Blackpool

                        

                                            
                            

                            Synapptic is the best thing since sliced bread!

                            Mike, Gloucester

                        

                                            
                            

                            Now I can connect with the outside world. 

                            Alan, Lincolnshire

                        

                                            
                            

                            Now the thought of being without my Synapptic tablet doesn't bear thinking about!

                            Mary, Powys

                        

                                            
                            

                            In the course of my work helping vulnerable adults to use computers, I have found Synapptic gives the user the very best opportunity to feel part of - and contribute to - the modern world, despite any level of sight loss. 

                            Wanda Skelham, Leicestershire CareOnline Training Officer

                        

                                            
                            

                            I really would not like to be without my Synapptic tablet...I would be lost without it. I can keep in touch with all my friends on email and Facebook. The speech recognition is the icing on the cake – wonderful!

                            Margaret, Somerset

                        

                                            
                            

                            [Synapptic is] excellent for people with poor or no eyesight...It is so innovative…Excellent features include the links to Google Contacts, audiobooks (including RNIB) and speaking emails...This company should be thanked and supported for helping people with poor eyesight.

                            Peter, Devon

                        

                                            
                            

                            Although I have been registered blind since 1978, Synapptic has become an increasing integral part of my daily life.

                            Bryn, Wales

                        

                                            
                            

                            I honestly wouldn’t have believed it possible for an audiobook selection and download to be so quick and straightforward - very impressed. It will make a huge difference to me for one, as I get through books like nobody’s business.

                            Di, Blackpool

                        

                                            
                            

                            I lost my sight 6 years ago and my phone, with its Synapptic software, plays a significant part in me being able to enjoy a fairly independent lifestyle.

                            Andy, Somerset
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                Company Info

                
                    
                        0191 909 7909                    
                

                
                    
                        info@synapptic.com                    
                

                
                    
                    
                        Synapptic Ltd, Adelaide House,

Belmont Business Park, Durham, 

DH1 1TW                    

                

                
                    
                    
                        9:00am - 5:00pm

Monday - Friday

                    

                

            

            
                
                    Quick Links

                                            	FAQs
	Free Trial
	Partners
	Help & Support
	Ways To Pay
	Contact
	Delivery & Tracking
	Refund and Returns Policy
	VAT Information
	Terms & Conditions
	Privacy Policy
	Cookie Policy
	Reviews


                                    

            

            
                Keep Up To Date

                Sign up for our monthly newsletter and receive our latest news, tips and offers
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