
the challenge

With a network of branches throughout the 

UK and a National Centre in London, the 

MS Society coordinates many programmes, 

including producing numerous publications 

about MS and running a free phone 

specialist helpline. These programmes, 

in addition to direct mail and electronic 

marketing, were very e! ective, but the 

MS Society felt more could be done to 

generate goodwill among its supporter 

base, as well as to increase income levels. 

One of the ways the sta!  members wished 

to accomplish this was to communicate 

with supporters in a more personal and 

immediate manner. 

In exploring and evaluating the various communication methods available, the MS 

Society realised that text messaging, also known as Short Messaging Service (SMS), had 

quickly become a widespread form of communication. Recent " gures suggest that up to 

one billion texts are sent each week in the United Kingdom alone. With airlines, concert 

halls, and many other organisations now using SMS to manage relationships with their 

customers, the MS Society recognised that many of its supporters might now consider 

this level of engagement as standard.  

In addition, the MS Society’s events team had a particular interest in employing SMS to 

communicate with its event participants.

the solution

The MS Society implemented Blackbaud’s Text Messaging Service, which integrates fully 

with their existing Blackbaud solution, The Raiser’s Edge Enterprise. They " rst used the Text 

Messaging module to send a “good luck” message to their runners on the morning of the 

2008 London Marathon.
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The Multiple Sclerosis Society Uses 
Blackbaud’s Text Messaging Service to 
Strengthen Supporter Relations. 

The Multiple Sclerosis Society is the United Kingdom’s largest charity for 

people a! ected by Multiple Sclerosis (MS). Its mission is to enable everyone 

a! ected by MS to live life to their full potential and secure the care and sup-

port they need until a cure is found. The Society funds MS research, runs 

respite care centres, and provides an MS Helpline, grants, education, and 

training on MS. 
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¢ The Multiple Sclerosis Society 

wanted to communicate with its 

supporters in a more personal 

and immediate manner.

¢ The MS Society selected 

Blackbaud’s Text Messaging 

Service, which integrates fully 

with their existing Blackbaud 

solution, The Raiser’s Edge® 

Enterprise.

¢ Its " rst use of the service was greeted 

favourably by supporters and saved  

MS Society the expense of sending 

direct mail pieces.

Customer Summary

Blackbaud software 

and services used by 

the MS Society:
¢ The Raiser’s Edge®  Enterprise

¢ Blackbaud’s Text Messaging Service

¢ Blackbaud®  NetCommunity™
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“The aim was to motivate our marathon runners immediately before the event, as 

well as to show our appreciation of their e� orts,” explained Sam Brownlow, database 

administrator for the  MS Society.  “Rather than send out a direct mail piece that 

would arrive — at the absolute closest — the day before the event, SMS allowed us to 

communicate immediately with our supporters, demonstrating our appreciation at the 

relevant time.”

“We conducted a survey after the London Marathon asking our runners what they thought 

of the ‘good luck’ message, and out of 44 responses received, 41 said that they had liked 

receiving it,” Mr. Brownlow said. 

the results

As well as using SMS to generate goodwill among supporters, the service will also bring 

signi! cant cost savings for the  MS Society. “We have an annual event called Cake Break, 

where supporters bake cakes to raise donations for our cause,” Mr. Brownlow said. “Each 

year, we generally send out a fundraising pack to everyone who participated in the 

previous year’s event, but this year we plan to text all previous participants to ask if they 

wish to receive a pack, saving costs and con! rming commitment at the same time.” 

The MS Society believes that the primary bene! t of text messaging as a communication 

tool is its immediacy. “We can plan to send communications at a speci! c time, e� ectively 

targeting selected groups of people — as we did in texting our runners two hours before 

the Marathon,” Mr. Brownlow said. The personal nature of SMS communication is also a 

key bene! t. “Direct mail, no matter how well-personalised, is still often perceived as just 

another mail merge by recipients.” 

The MS Society plans to employ the “Text DONATE” tagline with ! ve-digit shortcode 

in future advertising campaigns and believes that the immediacy of SMS will boost 

donations. “Text DONATE allows potential donors to make a quick decision whether to 

donate or not. They can send their message, knowing that someone will contact them for 

full details, rather than having to ! nd a pen, ! ll in a form, and post it back,” Mr. Brownlow 

said. “SMS streamlines the donation process, saves us money, and aids us in establishing a 

more immediate, personal, and engaging channel of communication with our supporters.”

“SMS streamlines the donation 

process, saves us money, 

and aids us in establishing a 

more immediate, personal, 

and engaging channel of 

communication with our 

supporters.”

— Sam Brownlow, 

Database Administrator, 

The Multiple Sclerosis Society

© July 2008, Blackbaud, Inc.

This customer story is for informational purposes only. Blackbaud makes no warranties, expressed or implied, in this summary. The 

information contained in this document represents the current view of Blackbaud, Inc., on the items discussed as of the date of this 

publication.

All Blackbaud product names appearing herein are trademarks or registered trademarks of Blackbaud, Inc. The names of actual companies 

and products mentioned herein may be the trademarks of their respective owners.

About Blackbaud 

Europe, Ltd.:
Blackbaud is the leading global 

provider of software and related 

services designed speci! cally for 

not-for-pro! t organisations, enabling 

them to improve operational e#  ciency, 

build strong relationships, and raise 

more money to support their missions. 

More than 19,000 organisations use 

one or more of Blackbaud products 

and consulting services for in-house 

and online ticketing, marketing, 

website management, and fundraising. 

Blackbaud’s solutions include The 

Raiser’s Edge®, The Patron Edge®, The 

Information Edge™, Blackbaud Gift 

Aid™ and Blackbaud® NetCommunity™ 

as well as a wide range of consulting 

and educational services. Since 

1981, Blackbaud’s sole focus and 

expertise has been partnering with 

not-for-pro! ts and providing them 

the solutions they need to make a 

di� erence in their local communities 

and worldwide. For more information, 

visit www.blackbaud.co.uk.
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