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Text & Call Back 

Why use Text & Call Back? 
Text & Call Back Service delivers the following benefits 

Increased Reach 
After nearly 5 years of experience, we have found that people that respond by text when 
compared to people that respond by calling a call centre tend to be first time donors, 
younger, less confident and from socio demographic groups C2DE 

Immediacy 
More people have a mobile phone in their pocket or near them on the sofa at home than 
have a credit card. Text is an immediate response mechanism that works well for media like 
TV and radio, but also media with high dwell time like Tube campaigns and magazine 
articles 

Call Centre Efficiency 
Text and call back make call centre efficiency rise as operatives no longer have to wait for 
calls in periods between adverts, they can make outbound calls to text respondents  

 

What is Text & Call Back? 
In a Text & Call Back Service the charity advertises a keyword and short code, in the 
ActionAid example above potential donors respond by texting IF to 84424 

A text from a member of the public to our system is known as a mobile originated (or MO) 
text. Upon receipt of the MO text the Vir2 system replies with a text message (known as an MT 
or Mobile Terminated text message). The purpose of the MT message is to tell the potential 
donor when to expect a call from the charity. The content of the message changes by day 
of week and time of day. The MT message is free to the user to receive and costs just a few 
pence to the charity to send.  
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The importance of this first MT message is that it sets the potential donors expectations, it 
makes the donor feel that they have made a commitment and it lets the donor know their 
message has been received. 

The callers numbers are then queued for a call centre to make an outbound call to at the 
appropriate time. The call centre operator can trigger different free to the donor MT SMS 
messages depending on the outcome of the call 

 Thank you for your donation 
 There is a problem with your donation payment please contact... 
 We were unable to contact you we will call again on... 
 We were unable to contact you please call ... 

Gift Aid 
We are able to follow up donors who have not given Gift Aid permissions due to call length 
or, perhaps have given incorrect details by sending them a text containing a link to a mobile 
internet Gift Aid site. The site recognises the type of phone an presents the correct type of 
website purposed for the device. The user is able to enter data and we collect the 
information and present it back to the charity via a secure website from which it can be 
downloaded. 

Which types of charity can benefit from Text & Call Back? 
We have two “flavours” of Text & Call Back service  

 Text & Call Back Pro is the service for large charities with their own existing call centres 
that we integrate with (we already integrate with NTT Fundraising and are working 
with Valldata at the time of publishing)    

 Text & Call Back Lite a service for small charities using staff or volunteers working from 
home is currently under development 

Next Steps 
To enquire about Text & Call Back services please text Vir2 to 84424 and we’ll call you back 
or email web@vir2.co.uk 

  

 

 

 

About Us 
We are professional fundraisers. We are a private limited company Vir2 Ltd (number 0546 
4025).  We specialise in providing mobile phone fundraising and campaigning services to 
third sector organisations.  


