
DIGITAL NAVIGATORS: 
DURHAM COUNTY LIBRARY

Presenter Notes
Presentation Notes
Good Afternoon! I'm so excited to talk with you today about the Digital Navigator Program being introduced in Durham County Library.Here are our goals today:Introduction to Digital InclusionWhat is the Digital Navigator Model?The shape of a Digital Navigator SessionAssessing your Community ContinuedI3Connectivity Explorer--Make an account for tomorrow's trainingNOW--I consider all of you experts already.



T h e  D ig it a l  
N a v ig a t o r  
M o d e l : A  
H is t o r y  

• Developed dur ing the 
pa ndem ic by 600 
pr a ct it ioner s  in  
colla bor a t ion w ith  N DIA

• One-on- one phone 
ser vice 

• Ser ve a s  a  r efer ence to 
m eet  a ll thr ee needs  to 
close the digita l divide

Presenter Notes
Presentation Notes
In 2020, The national digital inclusion alliance developed the digital navigator model as a means to provide one-on-one digital inclusion support to those who needed help accessing the internet, devices, and digital literacy training. This model was developed in collaboration with 600 practioners. Libraries were seen as an ideal place to house digital navigator programs 



A Device that 
meets the user's 

needs

DIGITAL EQUITY

Digital Literacy 
Skills

Affordable 
Broadband 

Presenter Notes
Presentation Notes
For a community to have Digital Equity it needs three things, Affordable broadband, a device that means their needs and the digital literacy skills to use these tools. Digital inclusion is the term we often use to describe the work that is done to create digital equity.



“Digital N a viga tors a d d re ss th e w h ole d igita l in c lu sion
p roc ess —h om e c on n ec t ivity, d e vic es, a n d d igita l sk il ls —w ith
c om m u n ity m e m b ers th rou gh rep ea ted in tera c t ion s. Th ese
h a n d s-on gu id e s a re fa m ilia r w ith d igita l e q u ity resou rc es
a n d c a n b e volu n teers or c ross-tra in e d sta ff w h o w ork a t
tru ste d c om m u n ity-b a se d orga n iz a t ion s su c h a s soc ia l
servic e a gen c ies, lib ra ries , or h ea lth c a re orga n iz a t ion s.”

T H E  D I G I T A L  N A V I G A T O R  
T O O L K I T

SALT LAKE CITY LIBRARY



WHAT DOES 
A DIGITAL 
NAVIGATOR 
DO? 

• ADDRESS THE WHOLE DIGITAL 
INCLUSION PROCESS

• PROVIDE ONE-ON-ONE PEER 
SUPPORT AS A REFERENCE

• BUILD RELATIONSHIPS WITH 
THE COMMUNITY

• MAKE ASSESSMENT BASED OFF 
CONVERSATIONS AND PROVIDE 
APPROPRIATE RESOURCES

• DRIVEN BY THE GOALS OF THE 
PATRON 



D ig it a l  N a v ig a t o r  M o d e l  
C o n t in u e d

SALT LAKE CITY

NORTH CAROLINA 
STATE LIBRARY

CHARLOTTE

IN THIS COUNTY

Triangle Nonprofit  and 
Volunteer Leadership 

Center



Q u e s t io n s ?



COMMUNITY 
NEEDS

What are the digital inclusion 
needs of your community? 

What kind of technology 
questions are you asked in 

the library?

Describe a typical member of 
your community? Where do 

they work? What do they need 
help with?



THE SHAPE 
OF DIGITAL 
NAVIGATOR 
SESSION

ESTABLISHING THE RELATIONSHIP. EX. NAMES.
PRONOUNS. BRIEF EXPLANATION OF HOW A
DIGITAL NAVIGATOR CAN HELP (IE WE CAN HELP
YOU ACCESS FREE/LOW COST COMPUTERS,
FREE/LOW COST INTERNET, PROVIDE GATEWAY
DIGITAL LITERACY SKILLS OR REFER THEM TO A
CLASS/PROVIDE RESOURCES

DEFINING NEED: EX. WHAT WOULD YOU LIKE TO
WORK ON TODAY? WHAT ARE YOUR TECHNOLOGY
GOALS? (SHOW THEM THE INTAKE FORM ABOUT
THREE LEGS IN THE STOOL. .

CONFIRMING THEIR QUESTIONS HAVE BEEN
ANSWERED. EX) HAVE WE ANSWERED YOUR
QUESTIONS TODAY? ANYTHING ELSE YOU WANT TO
DISCUSS

EVALUATION FORM/INVITATION TO RETURN--WOULD
YOU LIKE TO SCHEDULE ANOTHER MEETING? WE'D
LOVE YOUR FEEDBACK

COLLABORATING ON THE PROBLEM. EX.  WORK 
TOGETHER TO FILL OUT PAPERWORK FOR ACP.



THE DIGITAL NAVIGATOR 
HANDBOOK

THE SHAPE OF A SESSION

PRACTICE



Th e  Digit a l  N a v iga t or  
H a n dbook



THE DIGITAL 
NAVIGATOR 

SESSION



THE DIGITAL 
NAVIGATOR 

SESSION

Digital Navigators don't solve 
technology problems, 

Digital Navigators make better 
technology problem solvers through 
sustained one-on-one interactions.



W e  h a v e  t h e s e  r e s o u r c e  g u id e s  t o  h e lp  in  s e s s io n s , b u t  a  
la r g e  p a r t  o f  b e in g  a  d ig it a l  n a v ig a t o r  is  f in d in g  a n d  
s e le c t in g  t h e  r ig h t  r e s o u r c e s  t h a t  f i t s  t h e  p a t r o n s ' n e e d s . T h e  
b e s t  r e s o u r c e  w i l l  n o t  a lw a y s  b e  o n  t h e  g u id e  s h e e t . Y o u  a r e  
e m p o w e r e d  t o  p r o v id e  a n y  r e s o u r c e  t h a t  w o u ld  h e lp  a  
p a t r o n  in  a  s e s s io n . 

F o r  t h e  n e x t  7  m in u t e s  o r  s o  a n d  f in d  d ig it a l  l i t e r a c y  
r e s o u r c e s  f o r :

• S o m e o n e  s e e k in g  t o  im p r o v e  t h e ir  w o r k p la c e  c o m p u t e r  
s k i l l s  f o r  a  jo b

• In t e r n e t  s a f e t y  r e s o u r c e s  f o r  k id  in  e le m e n t a r y  s c h o o l

• A n  o ld e r  a d u lt  w h o  w a n t s  t o  le a r n  m o r e  a b o u t  s o c ia l  
m e d ia  

N O T E : F o r  t h e  s a k e  o f  p r a c t ic e , t r y  t o  f in d  a t  le a s t  o n e  
r e s o u r c e  y o u  h a v e n 't  u s e d  b e f o r e . S h a r e  l in k s  t o   y o u r  
r e s o u r c e s  in t o  t h e  c h a t .



We are going to look at three different
digital navigator sessions. These
conversations are based on real
problems patrons brought to CWS
volunteers teaching computer classes
in the library, but we modified to fit DN
and to hide their identity. In these
practice sessions. I would like us to:

• List all the questions we would ask
to find out more about their needs.

• List all the resources we might
provide depending on all the
possible answers.

• Go to and explore the forms/
websites we might need to fill out
with the patrons to get their needs
meet,

PRACTICE 



S a n d r a h a s b e e n t a k in g c om p u t e r c la s s e s a t t h e l ib r a r y a c ou p le
of S a t u r d a y s a m on t h . S h e c om e s u p t o y ou a f t e r c la s s on e d a y
a n d t e l ls y ou s h e c a n ’t p r a c t ic e a t h om e b e c a u s e s h e d oe s n ’t
ow n a c om p u t e r . T h e c om p u t e r s a t t h e s t o r e c os t t oo m u c h . Y ou
k n ow s h e w or k s lon g s p or a d ic s h if t s a t t h e h os p it a l a s a C N A
b e c a u s e s h e t old y ou t h is a f e w w e e k s a go. Y ou ’v e m e n t ion e d a
p r ogr a m t h a t of f e r s f r e e c om p u t e r s f or p e op le w h o a r e w il l in g
t o t a k e a f ou r -w e e k c la s s , b u t s h e ’s t o ld y ou t h is is n ot a n op t ion
f or h e r b e c a u s e s h e c a n ’t gu a r a n t e e s h e w il l b e a b le t o s h o w u p
t o c la s s a t t h e t im e it is of f e r e d .

W h a t d o y ou d o? D e s c r ib e y ou r p r oc e s s f or h e lp in g S a n d r a f r om
b e gin n in g t o e n d . W h a t a r e h e r op t ion s f or ge t t in g a d e v ic e ?
H ow c a n y ou h e lp h e r ?



A f a t h e r c a l l s y o u o n t h e p h o n e a t t h e l ib r a r y b e c a u s e h e
h a s h e a r d t h a t y o u a r e t h e d ig it a l n a v ig a t o r . H is d a u g h t e r
(a g e 9 ) r e c e n t ly r e c e iv e d a C h r o m e b o o k a s p a r t of a o n e t o
o n e d e v ic e p r o g r a m a t h e r s c h oo l s o t h a t s h e c a n f in is h h e r
c la s s a s s ig n m e n t s o n l in e . H e d e s c r ib e s h is d a u g h t e r “a s
v e r y g o od w it h a c o m p u t e r ,” b u t h e f e e ls o v e r w h e lm e d
w it h h e r c la s s e s ' in c r e a s e d u s e of t e c h n o lo g y . T e a c h e r s a r e
n o w p o s t in g h e r g r a d e s a n d w r it in g c om m e n t s o n h e r
w or k on l in e . H e w a n t s t o h e l p h e r w it h h e r h om e w o r k , b u t
h e d oe s n ’t a l w a y s u n d e r s t a n d w h a t t o d o . H e w a n t s t o
u n d e r s t a n d m o r e a b ou t u s in g t h e in t e r n e t a n d c om p u t e r s
s o h e c a n p a r t ic ip a t e in h is d a u g h t e r ’s le a r n in g .



Y o u r c o l le a g u e o v e r h e a r d a p a t r on p a r t ic ip a t in g in
t h e ir p r o gr a m m in g t h a t t h e y h a d b e e n u s in g t h e ir
p h o n e a s t h e ir h o t s p ot in t h e ir h om e . It w or k e d o k a y
f or ju s t o n e p e r s o n , b u t it w a s a lw a y s h a r d w h e n t h e ir
k id s n e e d e d t o c om p le t e h om e w or k . Y o u r c o l le a g u e
m e n t ion e d t h e D ig it a l N a v ig a t or p r o gr a m a n d h ow
t h e y c ou ld h e lp p e op l e s ig n u p f o r t h e in t e r n e t . N ow
t h is p a t r o n is c o m in g t o y o u .



GOALS:
• UNDERSTANDING COMMUNITY 

NEEDS
• PRACTICING FLEXIABLITY
• MAPPING RESOURCES
• DEFINING DCL'S PROGRAM



REVIEW: THE SHAPE OF 
DIGITAL NAVIGATOR 
SESSION



I3 
CONNECTIVITY 
EXPLORER

W H A T  D O E S  T H E  
D I G I T A L  D I V I D E  
L O O K  L I K E  I N  
D U R H A M  C O U N T Y ?



I3 CONNECTIVTIY EXPLORER

Data is never the whole story--It's one snap shot of a larger narrative. Our 
goal with using the I3 Connectivity Explorer it to begin to collect a few 
puzzle pieces about digital equity in Durham County. It won't put together 
the whole puzzle or give us the whole picture of one family or one person's 
needs. But here's one entry point of what we want to investigate...

How many households are without a computer?

How many households are without an internet subscription?

I 3C o n n e c t iv it y  E x p lo r e r : 

https://internet-is-infrastructure.org/i3-connectivity-explorer/





N e t w o r k  M a p p in g



N e t w o r k  M a p p in g

W h o  e ls e  in  D u r h a m  c o u n t y  is  
w o r k in g  o n  d ig it a l  In c lu s io n ?
W h a t  a r e  t h e ir  s e r v ic e s ? 
W h o  a r e  t h e y  p a r t n e r e d  w it h ? D o  
t h e ir  p a r t n e r s  o f f e r  a  s e r v ic e  t h a t  
c o u ld  b e  u s e d  b y  p a t r o n s  t o o ?



BUT WHAT ABOUT 
DURHAM COUNTY 
LIBRARY? 

N o w t h a t y o u 'v e h e a r d a b o u t d ig it a l
n a v ig a t o r p r o g r a m s , w h a t d o t h in k
D u r h a m C o u n t y L ib r a r y 's D ig it a l
N a v ig a t o r p r o g r a m c o u ld lo o k lik e ?
W h a t c o u ld b e c h a lle n g e s w e
e x p e r ie n c e a s w e la u n c h a d ig it a l
n a v ig a t o r p r o g r a m ?



N e t w o r k  M a p p in g

W h o  e ls e  in  D u r h a m  c o u n t y  is  
w o r k in g  o n  d ig it a l  In c lu s io n ?
W h a t  a r e  t h e ir  s e r v ic e s ? 
W h o  a r e  t h e y  p a r t n e r e d  w it h ? D o  
t h e ir  p a r t n e r s  o f f e r  a  s e r v ic e  t h a t  
c o u ld  b e  u s e d  b y  p a t r o n s  t o o ?



TH A N K  Y O U  N DI A  
&  Sa lt  L a k e  Cit y  Pu blic  

L ibr a r y
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