
 

CUSTOMER ENGAGEMENT INITIATIVE 
Most Frequently Asked Questions 

 
This year, Girl Scouts of Virginia Skyline will launch a new customer support initiative (CEI) to better 
support our girl and adult members. CEI will streamline the process to register for Girl Scouting and, 
ultimately, for programs, trainings and events, and will provide resources for troop management. This 
exciting initiative consists of three online tools: 
 

 Volunteer Systems: an all-new membership registration system will make it easier for 
members to join Girl Scouts. 

 Website: back in June 2016, our website (www.gsvsc.org) was updated to be consistent with 
the Girl Scout brand and aligned with other councils across the country. 

 Volunteer Toolkit: the Volunteer Toolkit is an online tool for leading your K-5 troop. It has 
reduced annual time commitments of volunteers by an average of 70-hours annually. 

 

1. What is CEI? 
CEI, which stands for Customer Engagement Initiative, is the umbrella term for a set of online tools 
developed by GSUSA in collaboration with technology leaders such as Adobe and Salesforce. The 
impetus for this major strategic investment was to improve the adult (parent, volunteer, member) 
administrative experience associated with Girl Scouts. Through this new technology we will provide 
improved customer service and volunteer onboarding, as well as excellent online troop management 
tools. 
 

2. Why is CEI important? 
Many of our council’s current digital tools were developed to meet a specific need, and not necessarily 
designed to interface with other databases we have added. In some cases, paper forms are still in use 
and data is manually entered into our system by staff. In addition, much of our technology was 
developed or purchased before the proliferation of mobile technology, which is how our adult 
members want to engage with us with increasing frequency. In today’s busy world, we need to adapt 
so that doing business with our council is easier and more streamlined, both for our current members, 
and to welcome new volunteers and parents into our community. 
 

3. When will CEI begin? 
The good news is it already has! Our first step was to relaunch our website, www.gsvsc.org, last 
summer in June. Our staff has been preparing for the next phase of CEI, the troop and volunteer 
opportunity catalog (think ‘Find A Troop’ or ‘Find a Volunteer Role’), the volunteer toolkit, and 
enhanced customer service, all of which will be available in June 2017. We will soon begin preparing 
families and volunteers for this transition.  
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4. What benefits will CEI offer for me and my girl(s)? 
We believe the biggest benefit will be making it easier for girls and volunteers to find and sign up for 
opportunities and to better ensure volunteers get help when and how it is needed. Another major 
enhancement is that our customer care process will provide real-time phone support (540-777-5100), 
with the option of email (info@gsvsc.org) if a volunteer or family member prefers this communication 
method. There will be a full team of Girl Scout membership experts to help with any questions or 
concerns you may have. Once CEI is fully implemented at our council, you will have one portal for 
membership, program and event registration, and for troop meeting planning. 
 

5. How will my log-in experience change and will I be able to use my current 
online account? 
When we roll out the implementation phase this spring, you will receive an email with instructions for 
creating your account. You will need to create a new log-in to use this tool (it can be the same as your 
eBiz login), but all of your account information will have been imported from our current database. 
Please make sure we have the most accurate email and account information in the eBiz site for you, 
your family, and your troop as that will be the information you find in your new account. 
 

6. Will I have to re-input all my troop information in the new database? 
As long as the information we have in eBiz is correct, our staff will have already migrated all of the 
member data from our old database. You will only need to make changes if and when your troop 
membership changes. 
 

7. Will volunteers be trained on the new system? When and how? 
Yes, we will provide initial training to volunteers via webinars, documents on our website, and in-
person workshops. We will offer ongoing coaching and support through our customer care and 
volunteer support teams. We will also update our current training to incorporate the Volunteer Toolkit. 
 

8. What is the Volunteer Toolkit? 
The Volunteer Toolkit is an online resource for our troop leaders/co-leaders and parents. Specifically, 
the toolkit is designed to support troop leaders/co-leaders by providing tools for planning troop 
meetings by level throughout the year, customizing your troop year plan, and communicating with 
girls’ families, among many varied functions. To see what the toolkit will include, visit our website at 
www.gsvsc.org/CEI to find a link to GSUSA’s Volunteer Toolkit Tutorials videos. Troop volunteers will 
be able to access the toolkit through their “My GS” log-in. 
 

9. When does the Volunteer Toolkit launch? 
The Volunteer Toolkit will be released in June of 2017. We will communicate the specific launch date 
once GSUSA has scheduled it. 
 

10. Will troop leaders be able to attach electronic copies of forms so they can 
access them that way and not have to carry paper copies? (for example, health 
histories)? 
Not at this time. Currently, we are not able to attach electronic copies of any forms to the VTK. 
 

11. Can I register for girl programs and trainings through CEI? 
Yes, but not right away. We will continue to use eBiz for program/training registrations. We anticipate 
having a new registration database online within a few years. At that time you will be able to register 
for girl programs and adult trainings via your “My GS” account. In the meantime, members will 
continue to use eBiz for these tasks, using their current account login and password. To see a 
complete listing of girl programs and trainings, please visit our Event Calendar online at: 
www.gsvsc.org/calendar  
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Got another question? 
Megan DuVall, CEI Project Manager: 540-777-5103, mduvall@gsvsc.org 


