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Objectives
• What is a CRM
• Why is a CRM important
• How does Scouting America use CRM 
• Question/Answers



C R M
• Constituent Relationship Management 

– a technology and strategy used by businesses to manage and analyze customer interactions 
throughout the customer lifecycle. A CRM system helps businesses track interactions, manage 
customer data, and personalize communication.

• Manage Constituents 
– Constituent can be a person, organization, group, or family 
– Personal information

• Life events 
– Relationships
– Interactions
– Events
– Communications
– Contributions



Constituent Relationship Manager
• In “for profit” world this is a sales tracking tool, and it would be 

customer-based 
• We are wanting to know as much possible information about our 

Constituents
• Who are the constituents we want to manage?

– Volunteers
– Parents
– Donors
– Employees



Constituent Personal Information
• Name, address, phone 
• Multiple addresses – seasonal, second home, etc
• Email addresses 
• Preferred contact information 
• Social media accounts
• Interests – hobbies 
• Name format
• Alternate lookup IDs
• Awards – Eagle, Silver Beaver, Training awards, etc



Constituent Relationships
• Spouse
• Parent
• Siblings
• Other Relatives
• Employee – relationship with organization
• Member – Groups – Committees 



Constituent Interactions
• Documentation – legal papers, wills, trusts, other
• Donor communications
• Grant agreement
• Meeting notes 
• Type of contact – email, event, meeting, call, social media
• Date of contact 



Constituent Events
• Sports fundraisers – golf, sporting clays, etc
• Fundraising dinners – GALA, Distinguished Person events 
• Recognition dinners
• Track information related to the event

– Event tasks
– Expenses
– Registrants – different types 
– Donors – cash or other – auction, tickets, etc.



Constituent Communications
• Acknowledgements (thank you)
• Payment reminders
• Receipts 
• Donor acquisition documents (pledge cards)
• Letters
• Other marketing materials 



Constituent Donations
• Track donor revenue or contributions

– In the BSA, we use “appeals” to track types of contributions

• Track donor intent to give – pledges 
• Feed donor information to General Ledger (PeopleSoft)

– To send information to GL, we use a process  called “Batch Entry” 
– Group transactions of different types to send to GL



BATCH ENTRY – REVIEW OF TYPES



Committed Vs. Uncommitted Batches
• Uncommitted

– Filled out but not recorded
– All batches start as uncommitted

• Committed
– After steps are completed, commit a batch
– The batch has been entered and recorded



Batch Entry



Add a Batch



Revenue Batch Templates 
• LC Cash/Check Payment Donation
• LC Credit Card Payment Donation
• LC Gift-in-kind & Service Contribution
• LC Pledge Commitment
• LC Pledge Commitment with Credit Card
• LC Pledge Payment Cash/Check
• LC Pledge Payment Credit Card
• LC Recurring Gift Commitment (monthly or other schedule)
• LC Stock & Securities Received



Constituent Reports 
• Reports for before a contribution is made

– Constituent listing (prospect list)
– Appeal donor list 
– Constituent segmentation – do they have a natural affiliation

• Reports for after a contribution is made
– Lifetime giving
– Appeal tracking by gift type, donor location, solicitor type



Constituent Reports
• Stock Reports 
• Queries 
• Data Lists 



Master ID



Master ID
• A new ID that is used to link one or more constituent records 

together
– By assigning a common Master ID value to each constituent record in 

the group of linked records
• A matching algorithm that searches for “duplicates” and 

“multiples”
– Duplicates: 2+ records for the same person within a council
– Multiples: 2+ records for the same person across councils

• Identification of a preferred record in a group of linked records
• An enhanced constituent search with a Master ID mode

– Only returns the preferred record from a group of linked records
• Consolidated views of information across a linked set of records
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Master ID Status

• Initial Release of Master ID functionality ready for release
• Additional work being done to ensure adequate 

communication, training, and job aids accompany the 
release



Viva Engage on Teams
• Workplace is gone. Facebook will no longer support it mid-year
• CRM User Forum moved to Viva Engage on February 3
• Viva Engage is part of Microsoft Teams

– Access via Teams 
– Access via web at https://engage.cloud.microsoft/ 

https://engage.cloud.microsoft/






www.scouting.org/financeimpact





Member Care

• Call 972-580-2489
• http://membercare.scouting.org or 
• http://supportcenter.scouting.org

• Create a work order directly in JIRA
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Next Forum

August 20, 2025
10:00 am & 2:00 pm CST



Questions & Answers
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