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In this resource kit, you will learn more about some of the more nuanced details and issues that can 
help you set up and manage a texting helpline.  
 
Section I will give you essential information around legal concerns, cost, and setup.  
 
In Section II, starting on page 4, you can find detailed information on how the setup works, how to 
send texts, and how SextEd saves answers and user feedback. 
 
Starting on page 11, Section III describes our best practices for writing accessible, supportive, 
informative, and inclusive texts. 
 
Finally, as an appendix, we’ve included our Inclusive Sex Ed Language Checklist, which we use to 
ensure that our texts don’t make assumptions on people’s body parts, gender, or sexuality. 
 
For questions and concerns, please contact AIDS Community Care Montreal’s SextEd 
Coordinator at SextEd@accmontreal.org. 

Section I: Software and Legal Considerations 

Potential legal issues 

When you’re establishing a service, it can help to detail how any information will be collected or 
used, like for gathering statistics to apply for grants. It is especially relevant now as the boundaries of 
what is considered private and confidential are shifting because of technology so it’s helpful for you 
to be transparent to your funders and let potential users know what will and won’t be shared and 
with who.  
 
Also know that many areas require services that work with youth to report more serious issues to 
authorities. These may include cases of physical or sexual abuse of children, or when people may be 
in imminent danger to themselves or others.  
 
As these are legally required in many cases, it can help to talk to a lawyer and create terms and 
conditions or an official privacy policy, each detailing when you’d disclose certain information.  
 
You can also check to see what privacy policies are already in place for programming that is similar 
to yours. You can find some examples of privacy policies for online or texting-based sexual health 
programming at… 
 
http://sexted.org/terms-conditions/  
http://teenhealthsource.com/legal-privacy-policy/  
http://files.appcnc.gethifi.com/projects-services/brdsnbz-text-message-warm-
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line/BrdsNBz_Terms_and_Conditions.pdf  
https://www.plannedparenthood.org/all-access/chat/program-information-for-774636  
 

Softwares SextEd Uses 

SextEd uses Twilio, Slack, and Smooch to answer texts, save common responses, and record user 
feedback. You can learn how to quickly connect the three with this handy guide from Smooch: 
http://blog.smooch.io/how-to-sms-anyone-using-slack/  
 

Twilio 

● Choose an online phone number to accept texts, calls, and MMS (i.e. images). 
● Reliable, we haven't had any delays or errors. 
● Includes a basic setup for seeing a history of incoming and outgoing texts exported to Excel. 
● Many other integrations like Smooch are available, letting you receive and send through 

Twilio. 
● Cost 

○ $1 per month for a number 
○ $.0075 for each text 
○ 25% discount on all fees and $500 credit for registered charities by applying for the 

A Billion Messages for Good  program 

Smooch 

● Redirects texts from Twilio, Facebook messenger, website messaging, and other places to 
apps like Slack. 

● Lets you answer messages from any of these platforms through email, or programs like 
Slack. 

● Sign up for an account, then connect to Twilio and Slack (see link below). 
● Free for up to 500 users a month, $60 for 501 - 3,000 users. Lets you get messages from up 

to 3 sources. 
 

Slack 

● Popular coworking system. 
● Easy to customize with JavaScript integrations, and many free or inexpensive pre-made 

integrations are available. 
● Lets you save and search past answers. 
● Built-in coworker messaging, which we use to share and edit drafts. 
● Cost 
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○ Free for 5GB and saving the 10,000 most recent messages 
○ The Slack for NonProfits grant is for a standard Slack plan, which includes 10GB of 

data and unlimited recent message history 
○ Standard plan includes additional security integrations like two-factor authentication 

or Google OAuth 
○ Grant includes an 85% discount on plans for larger teams 

Comments on these platforms 

SextEd chose these programs largely based on the experience and expertise of volunteer 
programmers who helped us establish the system and through consulting community members. We 
chose the setup largely because it is inexpensive, reliable, and allows us to save and search for 
previous answers. 
 
We also recognize its limitations. It requires us to manually move URLs from our Wordpress site 
into Slack. There is also no simple way to monitor information such as user feedback without 
programming knowledge for how to clean data. Smooch’s recent limit of 500 users a month for the 
free service can also cause some difficulties. 
 
We should also note that, while the answering system in Slack doesn’t show any numbers for people 
that text in, they are accessible through Twilio. As such, this setup may not be ideal for helplines 
aimed at health or well-being interventions for activities that may be considered illegal, such as drug 
use or sex work. It also complicates legal issues with situations you may be obligated to report. 
Unfortunately, we have not found an alternative service that masks users’ numbers, despite 
considerable research.  


