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Background

• Employees can text a specific word (as seen in the inventory list) 
to Fidelity at the number 343-898

• Fidelity will return a short message, containing a link to online 
help

• This link is mobile optimized web page to ensure that it is a great 
user experience while being on-the-go 

• This will minimize the pinching and zooming in on a small 
hand-held device



Benefits of SMS Keywords

• Keywords are advantageous for clients with mobile workforces 
(hospitality, retail, manufacturing)

• Quick method of obtaining specific resources on topic that 
the user desires

• Creating bundles is fast and easy – resources have already been 
created for ease of use

• PSW page
• Digital signage
• QR codes available
• OFT email with link to PSW page

• Quarterly SMS marketing bundles for select keywords will be 
made available on PSW page



Resources available: PSW Page

PSW: Engaging mobile workforces: SMS/QR code toolkit

Updated toolkit going live Nov 2025

• This pre-login PSW page provides 
background on SMS Keywords, an 
inventory of available keywords and QR 
Codes, and supports plan sponsor 
utilization of codes

• Since 2020, QR codes were especially 
relevant due to COVID-19 and social 
distancing, so QR codes are also 
incorporated within the toolkits for 
select keywords which had the most use 
and can be created for keywords if the 
MO chooses



Resources available: Keyword inventory

Link to SharePoint

https://sp.fmrcloud.com/:b:/r/sites/WI_Marketing_Best_Practices/SiteAssets/SitePages/DRAFT---Resources/3457710742SMS-Inventory_Sept-2025.pdf?csf=1&web=1&e=AGqp6Z


Resources available: Digital signage

• Templated signage has already been created by FCA

• Content is variable so the marketing owner may update the text 
with information specific to their new keyword

• Various sizes of signage available 4 x 3, 9 x 16 and16 x 9 

• Space for QR code if you are creating one



New keyword creation

• If you are looking to create a net new 
piece, reach out to Summer Eastman and 
she will share with you the process 
document and template

• Be sure to meet with her as she will cross-
check the inventory to ensure there are no 
duplicates to keywords and confirm that are 
no words too similar and that the correct 
template is used

• The reply should start with Fidelity:

Step 1: eReview of this template 



Updates to SMS Keywords
Creating a new keyword and updates follow the same process

• Reach out to Summer Eastman for the 
step-by-step guide of how to create or 
update a keyword

• She will provide you a template to 
complete step 2: the XTRAC which will 
activate the keyword

• The steps of submitting an XTRAC to 
finalize the word are shown and explained 
within this how to guide

Step 2: Submitting the XTRAC 



Governance

Keyword Type Keyword Messaging & Criteria Approval Required Additional Notes Contacts

Global Keywords (Cross-
Client)

Existing inventory available on COE Sharepoint), 
includes messaging on:
Enrollment & Onboarding, Guidance & 
Education, Webcasts, Account Security and Products 
(SPS, HSA, PP&A)

• None

**EXCEPTION: If  using
MEETFIDELITY for appointment
scheduling, contact: Mike Haubin, If
using ADVISOR, contact Wealth Mgmt
Team, for appt capacity planning

• Plug-and-play option. For any existing
global keyword, additional CRG or RP approval 
is NOT required** Simply promote the keyword 
in your existing
print plan materials

• Tori Cardenas (primary)

New Global Keyword
Net new requests for cross-client keywords, outside 
of what is already existing on the Global Keyword 
Inventory

• Set up meeting with contact Tori 
Cardenas

• New Global Keyword recommendations 
will be escalated to Marketing for review, 
approval (2- 3-week lead time required)

• Tori Cardenas (primary)

Custom Keywords (Client-
Specific) for Plan 
Implementations only

Custom/client specific keywords related to Plan 
Implementations AND linking to a Plan Transition 
site

• eReview RP Approval only (if 
linking to a new Plan Transition 
site)

• If your custom keyword does not link to a 
Plan Transition website, follow the 
"Custom Keywords (Client-Specific" 
exceptions process below

• Erin Ralston (for 
questions on the self-
serve custom keyword 
process)

Custom Keywords (Client-
Specific) Exceptions

Any custom/client-specific keyword NOT linking to a 
Plan Transition site • Submit request to Erin Ralston • Erin Ralston

https://sp.fmrcloud.com/sites/WI_Marketing_Best_Practices/SitePages/Communications%20Overview.aspx
https://sp.fmrcloud.com/sites/WI_Marketing_Best_Practices/SitePages/Communications%20Overview.aspx
https://sp.fmrcloud.com/:p:/r/sites/WI_Marketing_Best_Practices/_layouts/15/Doc.aspx?sourcedoc=%7B5E4BEA20-E005-48D0-99CD-6C46D4934AC6%7D&file=CC_SMSInventory.pptx&action=edit&mobileredirect=true
https://sp.fmrcloud.com/:p:/r/sites/WI_Marketing_Best_Practices/_layouts/15/Doc.aspx?sourcedoc=%7B5E4BEA20-E005-48D0-99CD-6C46D4934AC6%7D&file=CC_SMSInventory.pptx&action=edit&mobileredirect=true


Questions? Contact Summer Eastman
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