Chat & texting
software

Optimized
for helplines

Webchat, WhatsApp, SMS
A proven solution in use by 45 helplines in 15 countries



About Basechat

Basechat is a Danish company providing a software tool for chat
and texting to crisis helplines.

The tool supports texting via webchat, WhatsApp, SMS,
and other channels.

Currently, 45 helplines in 15 countries use Basechat. Helpline
partners include four national child helplines and five North
American domestic violence helplines.

Basechat's features have proven to give helplines more
conversations and better pedagogical results.

For more information, please contact us:

Maria Giménez Ribera
maria@basechat.com

Anders Both

anders@basechat.com
Counselor texting tool in
administrator mode
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Robot
Boy, 16 years old - o0 . + Frequent user + Referrals
O New message 1day (2) | Robot: Thank you for contacting us. If this is an emergency,

! please dial 911. If at any point you wish to end the + Conversation end

| conversation and erase it from all records, simply text 'STOP*
Following i and delete the conversation from your phone. A volunteer will

" + Warm start questions + Set expectations
i connect with you shortly. : i P
InstagramA4 ! Seon Lordag d. 20/8 K. 13:47 |
Anna Taylor 11 minutes (1) ey ——
Assigned Erik Smith
Erik Smith Conversation intro

Spanish. Girl.

. Start with a calm tone. Keep it simple, curious, and human.
Anna Taylor 1day (1) Thanks for texting! What do you want to chat about today? A short opening often wo,ks betterpthan a long explanation.

And if you want to, you can let me know your gender and age.

Small tip: if the user is unsure what to say, offer two easy
options: talk about what happened, or how it feels right

Waitingroom
now.

SMs Hi, 'm here with you. What feels most important to talk

about today?
IEBEEI 12 minutes (1)

If it's hard to start, we can take it one step at a time.

«+ Invite them to share a little context (school, home,
relationships)

+  Acl what lind nf ctiinnart thav want (enarrina advina



Key Features

@

Optimized for helplines
Basechat’s features are optimized for helplines and the
tool is easy to use for counselors.

Queue

Webchat has a queuing system that ensures that the total
wait is never too long and that everyone in line can chat
before the helpline closes.

The queuing system also ensures that users and
counselors are ready and available to chat, when the
conversation begins.

Frequent users
Basechat has various, optional, features to support
helping frequent users better.

This includes a unique system that only lets frequent
recurring users chat at times when the most counselors
are available.
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help

Welcome

Before the chat please answer these questions

I i n e The chat started at 20:52 End Chat

logo Answers

a

How old are you: 14 years
‘ What is your gender: Male
How are you feeling now: Great

How old are you?
What is your gender? helpline
How are you feeling now? logo

The counsellor has joined the chat.

e o L ]
—~
N Counsellor

Super Great  Medium Bad

great | am glad that you are contacting us

today. What do you want to chat
about? | can see that you are feeling
fine today.

Start Chat o0

User survey before
webchat

User webchat
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Surveys and data
Basechat has surveys before and after chat for users, and
during chat for counselors.

Response rates and data about the helpline’s efficiency
are also saved.

Security
Basechat is compliant with European data protection laws,
and the security has been audited.

Basechat includes a method for end-to-end encryption of
conversation data.

Software as a Service

Features in Basechat are optional and configurable. A
setup, in a local language and with custom design, can be
done in one week.

Basechat has had 100% uptime for four years.

Text: 116 111

Chat with a trained volunteer. We reply during opening hours.

On WhatsApp: On SMS:
Text: 116 111
@ Start chat
Chat with us Opening hours
Open now Monday:  18.00-22.00

.. . . . . Tuesday: 18.00 - 22.00
This is a confidential 1:1 conversation Wednesday: 18.00 - 22,00

between you and a qualified counsellor. Thursday:  18.00 - 22.00

Sunday: 12.00 - 18.00
Start chat

Custom-designed
WhatsApp, SMS, and
webchat entries



Screenshots

Live translation and counselor guide
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| speak Spanish. I'm a girl <
Lordag 9/8 kl. 14:39 O
USRI + Conversation intro
Spanish. Girl. Language detected: 98% Spanish (Spain) + Frequent user + Referrals
New (1) Robot\ :
{ original Translated : + Conversation end
Following i Robot: Gracias por contactarnos. Si se trata de una ' _ _ _
| emergencia, llame al 911. Si en algiin momento desea ] + Quick self-care list |+ Check-in scale
o i finalizar la conversacion y borrarla de todos los registros, H
Webchat i simplemente envie un mensaje de texto con la palabra
) i "STOP"y elimine la conversacion de su teléfono. Un e r——
Anna Taylor o i voluntario se comunicara con usted en breve.
| Seen Lordag d. 20/8 K. 1439 | Check-in scale
Use a 1-10 scale to help the user name intensity and
Waitingroom Chat transferred from Anna Taylor to Erik Smith by admin identify what might help.
v
If you want, pick a number from 1 to 10 for how you feel
| Boy, 16 years old right now.
Sleeping by agent . . .
55 minutes (1) | can see you text in in English, as well as the original and
translated versions. You can text in Spanish! What makes it that number and not lower?
Focus What could help it move one step up today?
Note: if they answer with “I don’t know”, offer choices
(sleep, safety, stress, loneliness) rather than pushing.
v

Conversations can be assigned a title and color
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Edit title
Boy, 16 years old

Choose color




Non-admin-mode, with counselor groupchat
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O New message 1 day (2)
Robot
22.11 a

Spanish. Girl.

Robot: Thank you for contacting us. If this is an emergency, Erik has joined

1 day (1) i please dial 911. If at any point you wish to end the i i
i conversation and erase it from all records, simply text 'STOP' Erik Smith has left
i and delete the conversation from your phone. A volunteer will Erik has ioined
i connect with you shortly. H Mk has joine:
Focus @ H i
| Seen Lordag d. 20/8 kI. 13:47 | 22.16
Erik Smith has left
fesined Ersmin Erik Smith has left
Erik Smith
22.36
Thanks for texting! What do you want to chat about today? Erik has joined
And if you want to, you can let me know your gender and age.
Seen Lordag d. 29/8 K. 13:48 I am here !
€
v Anna has joined
Anna
Great to see you Erik, let me know if
you need any advice gg & .
Dashboard
v @ Basechat Demo Dashboard x  + = [m] X
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a
Basechat Demo Dashboard
Dashboard filters
Date range Agent Location
gr;omose date range All agents v Outside the UK v
01/01/2026 O 08/29/2026 =] All locations
(7] England
[ Northern Ireland
Helpline activity Outside the UK
(] Scotland
Export data
[J Wales
Download filtered CSV Download all CSV
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12 300
10 250
8
200
6
150
4
100
2
0 50
N Qv QA S > o> Q2 Vv 2 N > & L L o
@,@g S qﬁs) ﬁ,@’\ h,@'\ @@’\ @,@'\ @,@w b,&@@w@é’b’ @9“’9 ﬁ’s @,@p @,@"\ @,é”N 0 | —
R R Anxiety / stress Lonsliness  isolation - o Someuhat EEEEN Yes



Automated responses and other settings
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Automated messages
9 Automated messages

General

The first two or four automated messages depend on the chosen
»Conversation start mode« under General. Current mode is » Start
Sleep immediately« and the two messages for this mode is shown here.

The texting line is considered open if agents are signed in, or if
admin are signed in and have their status set to available. If open
automatic messages for open are sent, if closed automatic
messages for closed are sent.

Holiday

Subjects If open. First message when new user text

Robot: Thank you for contacting us. If this is an emergency,
Evaluation please dial 911. If at any point you wish to end the conversation
and erase it from all records, simply text 'STOP' and delete the
conversation from your phone. A volunteer will connect with you
Archive shortly.

(CERmE REFsEs If closed. First message when new user text

Robot: Thank you for contacting us. If this is an emergency,
Alert by phone please dial 911. If you wish to end the conversation and erase it
from all records, simply text 'STOP' and delete the conversation
from your phone. A volunteer will respond to you as soon as
Regional they are online.

Statistics

If archive is enabled, admins can see and search in ended conversations
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WA 24/8 2026 Anna Taylor Lambda08 mwQMUDTH New (2) Show
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Tuesday 18/8 2026

Chat 18/82026 Anna Taylor  Chat 10809 omin G2 Show .

Monday 2418 2026 4 C 18/82026 AnnaTaylor  Chat 10809 omin G2 Show [ 1 montn v
Start End
| Lambda08 i Thursday 13/8 2026
Maria Giménez Ribera /8 | 2 days (1) I 07/30/2026 n] [ 08/30/2026 D]
Chat 13/8 2026 Anna Taylor  Chat 11615 168 min G2  Show
Lambda08
Maria Giménez Ribera 24/8 | New (2) Webchat
Tuesday 4/8 2026 Texting
Tuesday 18/8 2026
Chat 4/8 2026  Erik Smith ulla 11615 23 min G1  Show O Only tagged
Chat @ (O only blocked
Maria Giménez Ribera 18/8 | 0 min Anna Taylor Include new users (new / G1)
Include mid-group (new+/ G1+G2)
Chat
. i Include regular users (regular / G4)
Maria Giménez Ribera 18/8 | 1 min N
O Include same user outside the search
Thursday 13/8 2026 (J Hide conversations with other users
() show ChatID
| Chat ) [ Include not answered webchat
Maria Giménez Ribera 13/8 | 169 min
Tuesday 4/8 2026 Tag | v ‘ o
ulla [v] Nickname | V‘ 2
Erik Smith+1 4/8 | 24 min .
Advisor | Anna Taylor V‘ )
RetUserlD | V‘ )
Text v
v

Thank you for taking the time to read. For more information, or if you have
questions, just reach out to maria@basechat.com or anders@basechat.com




