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GETTING THERE FROM HERE

Many believe that the much-hyped "digital divide" will dissolve once everyone has access to the technology--computers in this case. Of course, just having access isn't enough. For starters, there's a large pool of people who don't care whether they have access to a computer or not. They find the information they need without a computer and have no need to gain computer skills.

In addition, there is a common misconception that Community Technology Centers (CTCs) aren't used to their full capacity only because there were an insufficient number of staff members to keep the doors open and/or not enough qualified trainers to offer a variety of workshops and classes.
  

Many people have tried to address these issues and have discovered, among other things, that (a) well-thought-out workshops and classes may not be what the community wants; (b) that even community-developed classes necessarily guarantee that people will flock to the CTCs; and (c) even if you have popular and well-attended classes, that you may quickly exhaust the pool of interested students.

In addition, any project that relies on volunteers has it own set of challenges. Even the most dedicated volunteers will burn out if asked to do too much and too often.

SCN STAFF and VOLUNTEER MANUAL (www.scn.org/teched/manual.htm)

)
by Wade Englund, SCN VISTA 2000-2001 Volunteer

TRAINING COORDINATOR

Daily:

· Plan day (using MS Outlook calendar and/or a day planner) 

· Respond to individual emails and email lists (see: Email Lists Coordination and Participation) 

· Add newly discovered resources to web pages (see: web page maintenance) 

· Confirm volunteer commitments for classes for the next couple of days. 

· Fill out time sheet (see timesheet.xls file in My Document directory at work) 

· Record daily statistics (I usually use a hardcopy calendar--see document file at work)--volunteer hours, number of students taught, etc. 

· Compose and post class minutes to em-trng list and web page (see: minutes.htm file on the web or in the SCN Training subdirectory at work) 

Periodic

· Volunteer recruitment and management 

· Community outreach and collaboration 

· Train and/or assist with training where needed. 

· Design and develop curriculum and handouts (see Curriculum Design and Development) 

· Continue with strategic planning and project development (see: Strategic Plan) 

· Write articles for digital divide publications (see examples: "Seattle's Sleepy CTC's" and "SCN: an Innovative and Progressive Leader in Techno-Philanthropy, Yesterday and Today"). 

Weekly

· Keep a VISTA journal and update it on a weekly basis using records kept in MS Outlook and timesheet.xls file in SCN Training directory at work. (For an example, see: Wade's VISTA Journal ) 

Monthly

· Attend Excomm meeting (typically the first Thursday of the month) 

· Plan and hold monthly training meetings (typically held on the third Thursday of the month), post notice to em-trng list and web page (see: meetings.htm file on the web or in the SCN Training directory at work), and then record minutes following the meeting (see meetings.htm file). 

· Prepare training schedule for the next month, usually the last week of the month (see: Class Scheduling). 

· Compile training statistics (see: reports.htm and recog.htm files on the web or in the SCN Training directory), and post them to the em-trng list and web site. 

Quarterly

· Complete and turn in VISTA progress report (see WadeWR.PLN, SCN Workplan.doc, and SCN Workplan2.doc, in the My Document directory at work) 

· Assist SCN Board with Grant reports. 

Annually

· Continue to develop task descriptions as program grows. 

· Compile lessons learned (see lessons.htm on the web) 

LEAD TRAINER

Work with Lab Coordinators at assigned venue in scheduling and publicizing classes.

Attempt to ensure that at least one instructor and assistant show up for each class held (via email training list), and see that all the necessary training materials are available and the classroom is set up properly. Also notify volunteers in the event of cancellations.

Be familiar with the curriculum, and take the lead in providing class instruction on the various topics! SCN currently offers single session (tutoring), 2-hour classes on how to use SCN's PINE email system, Basic Computer and Internet and Web Email classes as well as introductory courses in Word, Excel and HTML. 

Keep current records of who instructed, who assisted, and who attended the class, and how the class went (see Class Minutes), and report this to the training team via the email training list. 

Before the close of each class, get signatures from the instructors and assistant on the Volunteer Hours form. And, submit the Volunteer Hours forms to the Tech Ed Coordinator on a monthly basis (this is critical for grant purposes).

Mentor training assistants in the hopes of developing them into lead instructors.

Skills: Good communication and organization skills, patience, and basic understanding of computer, internet, and email concepts. Teaching experience a big plus, especially if you'd be willing/interested in volunteering as lead instructor. Specific knowledge of PINE not required (can learn it in train the trainer class!). Skills in teaching Word, Excel, HTML, basic Internet or Web Mail. 

Easy ongoing volunteer opportunities for people with crazy schedules - sign up only for the 2 hours slots you can help with.

CLASS ASSISTANT

Assists the lead instructor before, during, and after class. Students are frequently very new to computing, and assistant instructors help them keep caught up with the lead instructor's presentation. 

Key tasks include: 

· helping to set up the classroom thirty minutes prior to class starting; 

· registering students and assigning pre-authorized accounts (PA's) as needed;

· helping individual students with questions and problems encountered during class (but always in conjunction with the class lead); 

· clean up and put away equipment after class.

Qualifications: A good knowledge of the class subject matter (usually beginning SCN PINE E-mail), and a good attitude toward working with a diverse group of people.

Benefits: Training others can be rewarding unto itself. The smiles and the "thank you's" are extra.

VOLUNTEER INTAKE PROCEDURE

by Julia Hahn Gilgren, Seattle Community Network Volunteer Coordinator

Open Volunteer Positions, as listed on the SCN Website 
Board Development, Finance, Registration, IP and Web, Volunteer Placement, Training, Help Desk, SysOPS

1. Online Application – Fills out online application form indicating volunteer interest 
 This form will be revised to include items that will facilitate the screening of individuals: a question per interests (as a check list) and the legal questions--"Have you ever been convicted…" along with the note that trainers--like teachers and workshop leaders-- will be required to get a Washington State Patrol background check.

2. VolunteerCoordinator/Team Notified – Completed application form is sent to Volunteer Coordinator. 

3. Initial Interview – Volunteer Coordinator contacts person within 3-5 days to follow up.  The follow up should verify information on the application, determine when they would like to start, possibly scheduling them for an orientation (which will be on a regular monthly basis), and sending out or directing them to print/sign/send the agreement form to the appropriate address.  Provide context about next steps after signed agreement has been received.

4. Agreement – When agreement has been received, Volunteer Coordinator will send copies or communicate to the Volunteer Committee.

5. Copy to Governance – Governance sends appropriate information for the background check to occur, and then notifies the Volunteer Coordinator of the results.

6. Copy to VC/Orientation/Announcement – The Volunteer Coordinator will notify the committee of WSP clearance and will schedule the volunteer for the next scheduled organizational orientation.  Volunteer Coordinator will also send out a welcome announcement to the organization that a new volunteer has come on board.

7. Copy to Team Coordinator/Placement – The Volunteer Coordinator is responsible for arranging to contact volunteer by phone or meeting to discuss and assign a task(s), provide team orientation and training if applicable.

8. Volunteer begins assigned task – as soon as volunteer and Team Coordinator have met, volunteer can dig right in.

9. Copy to Volunteer – volunteer makes/keeps a copy of agreement, and sends original to SCN.

10. Database Updates – information regarding the new volunteer, which team they are on, etc. needs to be added to the volunteer database.

11.
Formal Volunteer Follow Up – VPC to develop survey questions, and contact volunteers to find out how things are 

going, what task they are doing, if they are happy, what they might like to do in the future.
GRIEVANCES

by Steve Guest, SCN Board Vice President

Before the Governance Committee is called upon to act on a dispute involving SCN volunteers, all parties must agree and show evidence that they have exhausted all other avenues of solving the dispute. Before starting a review, the Governance Committee would like a complete paper trail of the following procedure.

The Governance Committee would suggest the following procedure for setting disputes.

1) Discussion. Each party is asked if they would meet one another and discuss the issues.  Where appropriate this discussion should include the area coordinator(s).  The aim: calm the situation, or at least ensure that each knows why the other is aggrieved.  If this is not acceptable or does not produce a successful conclusion, then we move to stage two.

2) Meeting with the Volunteer Coordinator. We ask each party to meet with and discuss their grievance with the Volunteer Coordinator.  The aim  is to understand what the challenges are and to see if these are insurmountable or if there is another possible solution.  After gathering the details of the various complaints, We would like the Volunteer Coordinator to arrange a meeting of both parties to again see if there is a solution.  If the Volunteer Coordinator thinks that this is impossible (and both the parties agree) then the next move is for the Volunteer Coordinator to seek another position within the volunteer committees for one or both of the parties.

3) Review by Governance Committee. If all this fails and there is a documented paper trail, then Governance will accept the complaint or the appeal made by one or both parties.  Governance will convene a working group of three members of its committee, if possible their selection will be with the agreement of the parties involved.  They will review the paper trail, hear from the parties involved, seek other input where appropriate and make formal recommendations to the Board.

4) Final Appeal. After this stage, if one or both parties are still in dispute, they can make a final appeal, regarding the Board's initial decision, to the Board via the President.  The result of this appeal will be final.

Please remember that the aim is to ensure that all parties, regardless of their purported actions, receive (and are publicly seen to receive) a fair chance to express their views.

TRAIN-THE-TRAINER

The most valuable community trainers are those with skills that are hard to teach--that is: connections with--and the trust of--the community that they work with.  The technical expertise can be learned, but community trust is earned.

We have been sending our trainers to the workshops offered by the Seattle Public Library. (Currently on hiatus as the Central Library settles into it's temporary quarters.)

SAMPLE LESSONS

PINE E-MAIL

http://www.scn.org/classes/files/outline.html
WEB-BASED EMAIL

{url to come}

EXPLORING THE WEB

For introducing people quickly to the power of the web, have them look up an old friend via Switchboard or USWest Dex.

http://www.switchboard.com/
http://www.qwestdex.com/cgi/search.fcg?

BASIC WORD PROCESSING

{Seventeen lessons to go online--print examples available upon request.}

BASIC EXCEL

{Five lessons to go online--print examples available upon request.}

COMMUNITY CLASSES: LESSONS LEARNED

by Wade Englund, SCN VISTA Volunteer 2000-2001

LACK OF STUDENTS

As one might expect, during the summer months and holidays, there is typically a decline in student enrollment and attendance. Understandably, vacations, family time and so forth take precedence over learning to use email and other computer/internet subjects. Allow for breaks in scheduling, and above all, be flexible.
Example: too much, too soon. In November of 2000, following the opening of the Garfield and South Park CTC's, the lab coordinators and I scheduled the month packed full of classes--thinking that if we built an intelligent and comprehensive training program, the students would sign up. However, we cancelled most of the classes because of low enrollments.

· Pace yourself. Don't try to do too much too soon. It takes time for the word to get out, and for people in the community to accept and acclimate themselves to new programs. It may help to start with just a few basic classes as seeds to generate interest, and wait to see what classes the community wants.

Example: advertising that didn't reach the community. Many of the library classes
 were advertised in the library's monthly catalogue, several of the CTC classes were added to the Parks Department catalogue, and fliers for other classes were posted around the communities.  However, there were still a number of people in the community that were unaware of the classes.

· Try an outreach program to religious and community organizations, and use them as a referral service (for example, have organizations working with the homeless and the unemployed inform their patrons of relevant classes). 

· Try organizing community-specific open houses and tech fairs, utilizing the local libraries and CTC, with booths advertising the classes.

Example: only a few registrants come to class. Regardless of the venue, and even during the fall and winter months, it was not uncommon to have only a fraction of the registrants show up for class.

· Firm up commitment with the students during the registration process, and to give them a call-back reminder about the class where possible. 

· When there is a fee for the class (even a nominal amount), attendance is typically higher than where there is no charge. In circumstances where even a nominal fee may be somewhat prohibitive, there is the possibility of a sliding scale tuition, or even a tuition rebate program for those who actively attend.

· Example: the student pool dries out. Logically, the number of people who could use your services will diminish, sometimes to almost nothing. Even where the classes have been well-paced and heavily-advertised, there has still a problem with attendance. This, I believe, is partly due to a lack of need and interest on the part of the potential students. 

· With 86% of Seattle's population already having access to computers (as of December 2000), and given that 33% of those who did not have access were disinterested in getting it, we should have expected the low levels of need and interest. 

· However, the lack of need and interest among those without access may be a matter of false perception, or ignorance about the value and beneficial uses of technology. In such cases, perhaps a needs awareness program could be initiated in the various communities. 

· Lack of interest may also be a function of classes that aren't designed to fit the needs and interests of the students. This can be overcome, in part, through purpose-based training, where instead of just teaching about how to use a computer or the internet, to have classes on how to use computer and the internet in searching and applying for jobs, paying taxes online, publishing newsletters for community organizations, lobbying congressmen, developing sister-city relationships with foreign communities, social advocacy and mobilization, Christmas shopping, and so forth.

LACK OF VOLUNTEERS

As with many organizations, it seems that much of the workload tends to be shouldered by an active few (the "core" volunteers). And, for those shouldering the majority of the workload, there is the high vulnerability towards quick burn-out. This problem stems from a variety of things, and must be addressed at the sources. 

Example: "pie-in-the-sky", or "out-to-save-the-world" perceptions. It is not uncommon for new volunteers who are anxious to lend a helping hand to quickly lose interest and initiative, and drop off the volunteer radar screen. 

· Be sure goals and expectations are clearly stated at the volunteer orientation.

· Create volunteer development programs which enhance the volunteer's career potential, and/or which enrich the volunteer's life.

Example: a perceived lack of organization, communication, significant impact; or a lack of appreciation for the volunteer work that is done.

· Set appropriate expectations, be organized, have open communication and feedback channels, and assurances that there are people to serve.

· In your volunteer recruitment, it may help to set expectation and extract commitments for hours to be served from all the potential volunteers. 

· Where possible, play the numbers game: the more volunteers you are able to recruit, the greater the potential for a larger core of active volunteers.

Example: diversity and training. The further a venue is away from the city center; the earlier classes are scheduled in the day or on weekends; the less diverse the culture of the community; and the more that English as a second language comes into play; the more difficult it is to find volunteer trainers. 

· Focus your volunteer recruitment efforts on a community-specific basis and in collaboration with other community organizations. Share responsibilities in volunteer recruitment, orientation, development, and management of a common volunteer pool. Groom local class participants into potential volunteers (invoking the principle of giving back after receiving). Expand your volunteer recruitment across a broad range of demographics.

LACK OF COMMUNITY INTERACTION

Even with the cooperation of the lab coordinators at the CTC and the libraries, we felt that we were weathering the process alone, and that our best efforts were not yielding much in the way of positive results. 

For there to be any chance of substantive success, the community needs to be put back into the community technology centers. It is critical that community organizations interact with one another, share resources and constituents, and work together synergistically (where the sum of the whole is greater than the sum of the parts) in resolving all the social issues in the community. When designing workshops, remember that:

· Technology training should be viewed as a component in the process, a tool for better meeting certain ends. 

· Technology is an effective tool forgetting a better job, improving health, empowering advocacy, and increasing democratization.
ORGANIZATIONAL INERTIA

Even with the best of organizations there are internal politics that gum up the works, people don't follow through on their commitments, non-responsive supervisors, limited and stretched resources, and so forth. I

· Work autonomously as if it all depends upon you, though interact collaboratively as though it all depends upon everyone else. 

· Pace yourself and look for the joy and good in every experience. Run no faster than you are able, and be thoroughly satisfied in your best efforts. 

· Do not focus solely on results, but always keep in mind the immense value of the shared experience in doing good for mankind. Allow yourself to stop and smell the roses.

REINVENTING THE WHEEL (again and again and again)
How many technology training organizations have gone through, and will go through, building a training program from ground up ? 

· Mine the internet and library for existing resources and materials, and share your findings with others in the form of a and indexed or searchable database. (see: Resources),

· And, it does no one any good besides your organization if your database is not accessible to others, and/or if others are not aware of its existence. 
RESOURCES

Sleepy CTC's in Seattle 

(Assuring that there will be a training venue for your classes.)

SCN Tech Ed Class Minutes 

(Lessons learned on a class-by-class basis) 

CTC Work Session 

(Community-wide brainstorming sessions for improving viability of local CTC's) 

CIOF's lessons learned 

(Lessons learned from a CTC consortium in California) 

Computer classes: Seattle Public Libraries

http://www.spl.org/calendar/NLclasses.html
� � HYPERLINK http://www.scn.org/teched/ctcarticle.htm ��http://www.scn.org/teched/ctcarticle.htm�


� � HYPERLINK http://www.scn.org/scna/volunteers/volform.html ��http://www.scn.org/scna/volunteers/volform.html�)





� � HYPERLINK http://www.scn.org/teched/lessons.htm ��http://www.scn.org/teched/lessons.htm�


� � HYPERLINK http://www.scn.org/teched/minutes.htm ��http://www.scn.org/teched/minutes.htm�


� � HYPERLINK http://www.spl.org/calendar/NLclasses.html ��http://www.spl.org/calendar/NLclasses.html�
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