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Customer/Partner 

Gleaners Food Bank 
 
Challenge 
Manage a drastic influx of call 
volume while coordinating 
food delivery in the midst of 
the Covid-19 crisis. 
 
Solution 
Implemented a text-in hotline 
(Text keyword GLEANERS to 
NNNNN) to replace costly call 
center functions that facilitate 
food requests along with geo 
targeting and volunteer 
signups. 

Results 

Advanced the interactions 
with Indiana’s hungry by 
reducing call volume, 
expanding capability and 
improving operational 
performance all with less cost 
and resources.  
 

  Case Study

Situation 

Traditional communications solution overwhelms foodbank’s ability to 
connect with the hungry during Covid-19 Crisis. 
The sudden and dramatic increase for food quickly strained Gleaner’s capacity to 
handle the high demand. Inbound call volume spiked due to those who needed food, 
along with the inspiring actions for those wanting to volunteer. In addition to long hold 
times, long lines were forming to get food even though a delivery method offered a 
safer experience. The overwhelming needs necessitated an immediate and tangible 
communications solution to improve the ability for Gleaners to effectively deliver on their 
mission: ensuring that no one goes hungry.  Gleaners turned to Kerauno to help expand 
their traditional call center, we delivered a more modern and effective solution.  
 

Challenge 

• Manage call volume while 
reducing costs 

• Improve customer identification 
and location 

 

• Expand availability beyond 9-5 

• Increase food deliver capability 

• Improve volunteer sign up 
experience 

Solution 
Managed service team crafted and deployed a fully automated, text-
based solution to solve the communications crisis in 48 hours. 

Instead of just adding more lines and more reps to fill a call center, we automated the 
entire experience using text engagements. Kerauno’s pro-services team first established 
a dedicated key word opt-in text program that would automate communications 
across a range of different needs: 1) Food delivery sign up, 2) Volunteer sign up, 3) 
General information. With this structure in place, our teams designed the 
communication workflows, crafted the necessary messaging streams, as well as stood 
up to text platform environment. Once initiated, the fully automated solution which 
offered people of Indiana the ability to text-in and complete online order forms which 
were then routed to the appropriate Gleaner’s staff. We also created geo-location 
capability to improve delivery success especially in cases of incorrect/incomplete 
address entry. The last connection point was the ability to more directly and quickly 
communicate with drivers. 

Game changing data and messaging 
interactions to help feed Indiana’s hungry  
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About Kerauno Launch 
 
Kerauno Launch brings unique value to real-time, mass-text for business 
communications. We combine a cloud-based two-way communications platform 
(SMS/MMS) with an industry first, fully managed professional service solution to deliver 
messaging and data expertise for superior results. While others focus only on the 
technology, the Kerauno Launch professional services team helps customers get the 
most out of their text engagements by offering turnkey services including; platform 
administration, subject matter expertise, engagement design, content curation, 
community management, data enrichment, and robust analytics and reporting. Only 
Kerauno Launch provides a fully-managed text engagement experience for faster, 
more powerful business outcomes. 
 
 
To learn more Text SMB to 55433, or visit Kerauno.io     

 

Results 

In the first 6 weeks following implementation, the outcomes were inspiring.  
Within hours Gleaners was consuming inbound volunteer and food delivery requests via text. Call center volume 
dropped dramatically, and no additional resources were expended to scale-up the call-center. Operations improved 
due to the clarity of online sign up, the addition of geo-location and the direct communication alerts with drivers. Most 
importantly, those in need got the food they depended on without long waits or having to go out and put themselves 
and others at risk. 
 

 

 
 

    

 
 
 
 

Reduced call volume by  
over 30%  

 

 

Expanded contact center 
availability to 24/7 with no 

additional resources. 

 

 

Improved operations and 
families benefited greatly 

with over 10,000 served and 
30,000 boxes delivered. 

-30% 24/7 10k 
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Thank you for connecting with 
Gleaners Food Pantry.  Text “1” 
for Food delivery, “2” to 
Volunteer, “3” General inquiry 

Text Message 
Today 1:02PM 
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