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What is Community Technology Centers'
Network (CTCNet)?

CTCNet supports community technology centers so that they may better serve their
constituencies. CTCNet offer resources to enhance each affiliated center’s capacity to
provide technology access and education to its community. CTCNet actively encour-
ages online and in-person communication among organizations and individuals work-
ing to expand access to technology.

CTCNet affiliate members are independent community service, social action, and/or
alternative education agencies or programs. All share a commitment to providing
technology tools for those who otherwise might lack access to them, along with a will-
ingness to be active in the CTCNet community, open to sharing expertise, success,
failure, and resources.

CTCNet is an expansion of the Playing To Win Network, which itself was an outgrowth
of Playing To Win's Harlem Community Computing Center. That Center, established in
1983, was the first public access computer facility in the country to be located in a low-
income neighborhood. Thus, CTCNet brings to the development of this manual 20
years experience in starting, operating, supporting, and sustaining neighborhood tech-
nology access programs. For more information about CTCNet, please visit the Web site
at http://wwwv.ctcnet.org.

Evolution of this manual

Early in 1996, CTCNet was asked to assist Georgetown University in preparing a
manual for the US Department of Housing and Urban Development's Neighborhood
Networks initiative. In agreeing to work with Georgetown, and recognizing that much
of the content would be coming directly from its affiliate members, CTCNet retained the




right to amend or extract text and information that could contribute to its own manual.
Georgetown was extremely cooperative and even provided CTCNet with copies of the
disks containing the text of the HUD publication with full permission to use as it saw
fit. Accordingly, a first draft of this manual was made and distributed to all CTCNet
affiliates at the June '96 All-Affiliates Conference.

Affiliates were asked specifically to critique the content, the sequence, and to identify
missing or slighted areas as well as those that could be shortened or omitted. Most
importantly, they were encouraged to offer anecdotal support from their own experi-
ence so that this final version can reflect the broadest expertise possible.

The willingness to share experience is the cornerstone of CTCNet, and this manual has
been enriched by that willingness on the part of CTCNet affiliate members and poten-
tial affiliates, so many of whom have given so generously of their time - to read and
reread, critique and offer constructive feedback, supply documentation, and, most
importantly, share their hard-won successes and even some of their mistakes so that
others may find a clearer and easier path.

CTCNet and EDC staff, too, have invested time and energy in the preparation and
countless revisions of this material. Karen Zgoda took the lead on editing and revising
the 2002 edition. To each of them, my personal thanks, and, in particular, to Stephen
Ronan without whom it simply would not have happened.

Dedication

This manual is dedicated to all Community Technology Centers, past, present, and
future, and to the people who make them happen and keep them open to serve those
who otherwise would have little or no opportunity to engage the power of technology
in service of their own life and learning goals.

(R

Antonia Stone
Founder, CTCNet
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Read It

Regardless of the needs you have to address, the state of your plans or your operation,
you'll want to have an idea of what this manual addresses and where you can go for the
information you need when you need it. So, browse through the entire manual.

You'll see that each chapter separator contains a detailed guide to that specific chapter.
In general, you'll see that each chapter addresses specific issues, that there is a section
reporting experience of affiliates relevant to these issues, and, in many cases, an appen-
dix of potentially useful materials and/or resources.

In browsing the manual, you'll also note that there is lots of white space. The manual
has been formatted to provide ample room for your notes and comments.

Use the Sections as They Become Applicable to Your
Needs

Not everyone is in the same place at the same time. While the sequence of the manual is
designed for start-up centers, there is plenty of material that is applicable to centers
already in some stage of operation. If you are in a funding crunch, Chapters 8 & 9
(Funding the CTC, and How to Prepare a Business Plan) may be helpful. If you're think-
ing of expanding your software library, Chapter 5 may give you some insights. If you
need to replace or take on additional staff, you might want to look carefully at parts of
Chapter 4, and so on. It is our intention that this manual may outlive your start-up
phase, producing guidelines for addressing operational issues as they arise.

Please note that you are welcome to photocopy part or all of the manual in order to
share material with colleagues for non-commercial purposes.




Tell CTCNet About Your Experience Using the
Manual

The success of this manual in addressing the multiplicity of issues confronting the vast
variety of CTCs depends overwhelmingly on its ability to represent the actual experi-
ences of centers. Enlarging on the experience already contained can only enrich the
content and substantially assist centers that may be using this manual in the future.
Communication is key. So let CTCNet know what is useful, what is not, what you'd like
to see in future editions, and most importantly, what your own experience has been.
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chapter

"In the world today you have to have some computer experience and I still didn't know
a thing about computers. But what could I do? I had no money for computer classes or
transportation to get them and I certainly didn't have money to buy a computer."

Nancy Farrow, as submitted by Linda Berno
CTC @ Ryal School

Why is Community Technology Needed?

The community technology movement began as a grassroots, community response to
provide access to technology resources where inequities existed. Community technol-
ogy centers, or CTCs, allow low-cost or free access to all sorts of computing technologies
in an environment supportive of learning. Those able to harness and apply the power of
technology have access to a wide variety of opportunities that span education, employ-
ment, arts & media, and communication. Community technology helps ensure that
people are not deprived of such opportunities due to a lack of personal resources while
at the same time fostering community development and connectedness.

An Annie E. Casey Foundation report found that:

e CTCs are popular with children, youth, and adults. Both the people who
come to learn about computers and the staff who run CTCs recognize that
computer proficiency is associated with success in school and in the work-
place. Mastering this complex, modern tool is a powerful, affirmative expe-
rience -- one that offers challenge as well as hope.

e CTCs address a wide variety of needs and interests, both community and
individual. These include becoming literate, learning business computer
skills, practicing math skills, creating newsletters and brochures, playing
games, performing research online, assembling a computer, and administer-
ing a computer network. Often community members create online informa-
tion systems about their neighborhoods, cultures, or families. They experi-
ence the computer as a powerful and versatile tool. ("Computer and Com-




munications Use in Low-Income Communities: Models for the Neighbor-
hood Transformation and Family Development Initiative," available at
http://www.ctcnet.org/casey)

CTCs can make a clear statement about the importance of embracing diversity by think-
ing and planning for all members of the community. This is especially true for those
organizations providing access to and training on technologies that facilitate participa-
tion and independence for people with disabilities. CTCs have an opportunity to play
an influential role in increasing access within their organizations and communities. All
people benefit from an environment in which it is easier and safer to move and func-
tion.

Disability is a universally common occurrence and characteristic of the human condi-
tion. The US Census Bureau states that in the United States there are 54 million
people with disabilities — or nearly one in five people — with a disability. People with
disabilities are the nation’s largest minority. (National Organization on Disability.
Closing the Gap — Expanding the Participation of American with Disabilities
(N.O.D./ Harris Survey of Americans with Disabilities — A Summary). A disability
is a condition caused by an accident, trauma, genetics or disease, which can affect or
limit a person’s ability. A disability can affect or limit a person’s mobility, hearing,
breathing, vision, speech or mental function. A disability can be visible, such as a
spinal cord injury necessitating wheelchair use, or invisible, such as diabetes, heart
disease, epilepsy, hearing loss, mental retardation or a learning disability (Kailes, J.1.
& Jones, D, Guide to Planning Accessible Meetings, Independent Living Research Utiliza-
tion (ILRU) Research and Training Center on Independent Living at TIRR, Houston, 1993.)

Nearly everyone has been affected by disability whether by contact with a family mem-
ber or through personal experience. There is an 80 percent chance that most people will
experience a significant temporary or permanent disability at some point in their lives.
The incidence of disability is highest in communities of color, poor and rural communi-
ties. 67% of all adults with disabilities are unemployed. Disability (seen or unseen) is a
part of every community and it is critical that everyone move toward a more accessible
environment.

Community technology has become a tool of both individual and community empower-
ment. The technology we have today enables people to take charge of their own lives,
allowing a richer experience because it does not channel what one is doing. Rather,
technology allows for greater self-expression, self-directed learning, and opens up new
pathways for community interaction. New technology will continue to develop in
response to and in anticipation of our needs, and our communities have a responsibility




to ensure that these technologies are accessible to all community members. Hence,
CTCs are a vital, community-building resource, providing opportunities for continuing
technology literacy amidst a backdrop of larger societal inequities.

What is a Community Technology Center (CTC)?

Describing the role of CTCs, Seattle City Planner, David Keyes stated:

CTCs are stepping-stones to opportunity, equality and civic participation for
youth, senior citizens, minorities, low-income people and new residents. These
centers also serve as focal points for job skill development, lifelong learning and
community building. CTCs may be stages for cultural activity, electronic hear-
ings, public events and conferencing. CTCs are often part of larger programs
and can be found in community centers, public facilities, non-profit agencies and
schools, housing communities, and libraries. CTCs provide a range of services
from general access to advanced training. They usually include access to com-
puters and the Internet and may be linked to other community network technol-
ogy services such as web or email hosting. CTCs use a range of information
technologies and applications to do their work.

In essence, a CTC is a community service, social action, and/or educational facility
where computers and related communications technologies are available to people who
otherwise might have little or no opportunity to use or learn to use these technologies.
A CTC may be an independent agency dedicated to this mission, or it may be a pro-
gram within a nonprofit organization.

Each CTC has its own unique qualities, yet all share a commitment to technology access
and a belief that a CTC can be a means for participants to increase their self-sufficiency:.
A successful CTC offers opportunities to improve education levels, gain job-related
skills, and build personal and community capacity. It can offer a place where partici-
pants gather together and link with the entire community. An important criterion for
success will be the degree to which the CTC becomes an integral part of its community.
Participants can and should take part in the planning process and have a real role in
directing and sustaining center operations.




How is a CTC Created?

The start-up process for a CTC generally moves through the following steps:

1.

Form a CTC Steering Committee to serve as the governing body for the CTC
or as an advisory committee to the agency's existing governance structure.

Engage in a process of community mapping to identify interests and needs
of prospective participants. This process should also identify assets and
strengths available through community enterprises and community mem-
bers themselves.

Form partnerships and develop commitments for assistance from members
of the community (e.g., space, volunteers, funding, equipment & furnish-
ings, etc.).

Research community technology needs. Structure program offerings in
response to identified needs and interests (e.g., adult education, afterschool
sessions, job preparation, elder services, family and pre-school programs).

Conduct a pilot program to test the planned programming structure and to
further refine conclusions relating to community interest and need.

Consider and plan for the operational needs of the CTC (e.g., space,
hardware, software, personnel, and resulting financial requirements).

Develop a business plan identifying the CTC's operational and financial
projections so interested parties and funders can buy into the effort.

Engage in whatever additional fund-raising, space and equipment acquisi-
tion, staff and volunteer recruitment is necessary to make the plan
operational.

Note -- Do not plan to start full operations until the Steering Committee is
satisfied that the CTC has sufficient backing to stay in operation for at least
12 months.

How Long Will it Take to Create a CTC?

The time required to create a CTC depends upon many variables, such as staff, comput-
ers, participants, space, and available funds for operations. For example, a CTC can be

established within a short time if a supervisor, hardware, and space is readily available.
In general, however, it is likely to take at least a year to establish a CTC. This timeframe




assumes that Steering Committee members have constraints upon their time, such as
full-time jobs and families, which means that the time given to the CTC will be limited.

The following is a suggested timeline for the creation of a CTC, beginning with the
decision to proceed:

Months 1-4

Form the CTC Steering Committee (see below).

e Conduct the first meeting of the Steering Committee; establish subcommit-
tees of the Steering Committee.

e Institute community mapping of neighborhood institutions (see Chapter 2).

e Research the creation and establishment process of other CTCs in your local
region.

e Identify agencies to partner with.

e Conduct the second meeting of the Steering Committee, including new
members identified through community mapping.

e  Gather in-depth information regarding intended constituency needs and
assets (see Chapter 2).

e Formalize Steering Committee membership to reflect constituency needs,
assets, and information obtained in community mapping process.

e Determine governance structure for the CTC and, if necessary, initiate
process for obtaining non-profit status.

e Design a fund-raising plan (see Chapter 8).

Months 5-8

e Hold Steering Committee meetings once a month.

e Determine the programmatic focus(es) of the CTC to reflect identified needs
and interests of the community (see Chapter 3).

e  Build partnerships with neighborhood institutions.

e Develop all elements of a business plan (see Chapter 9).

e Implement the fund-raising plan.

e Design a strategy for ongoing operations and conduct a pilot program.

e  Acquire physical space for the CTC.




Months 9-12

Hire a professional to run the CTC (see Chapter 4).

Identify software programs for the program needs of the residents (see
Chapter 5).

Acquire computers and software (see Chapters 5 and 6).

Develop a memorandum of understanding for each partnership, clarifying
partner roles and responsibilities.

Prepare and move into space.

Welcome the assistance of volunteers with initial orientation sessions (see
Chapter 4).

Conduct pilot program and finalize strategy for ongoing operations.

Plan a grand opening event. Be sure to conduct outreach to the local media
for coverage of this event (see Chapter 7).

Open the CTC.

How Should a CTC Steering Committee Be
Formed?

One of the most important tasks that the CTC will undertake is assembling the Steering
Committee. Assembling the Steering Committee is important because the CTC
organizer rarely has all the experience needed to establish a CTC. The CTC organizer
can marshal the expertise needed by recruiting and selecting people who possess the
necessary skills and experience to develop and grow a CTC.

Therefore, at a minimum, the Steering Committee should consist of:

CTC organizer

Representatives from the proposed CTC constituency
Representatives of the local business community
Representatives from the educational community

One or more professionals

The number of members of the Steering Committee is a function of the CTC needs. As




key neighborhood institutions, as defined in Chapter 2, are identified, their representa-
tives may be added to the Steering Committee.

This section will discuss the roles and basic tasks of each Steering Committee member.
CTC organizer

This is the prime mover/organizer whose idea it is to establish a CTC - the
agency head or an employee, a community activist, a teacher, an owner/manager
of property. The organizer pulls the pieces together and makes, or delegates, key
decisions about how to make the CTC operational.

It may be that the CTC organizer becomes the Center Director, or, when a Center
Director is hired, delegates the bulk of the operational decisions to the Director.
In the latter case, the relationship between the organizer and the Center Director
becomes collegial, similar to that between a CEO and the Board Chairperson (see
the Staffing section of Chapter 4).

Community representatives

The CTC is being designed to serve residents of the immediate and/or the sur-
rounding community. Residents must active participants on the Steering Com-
mittee from the beginning. Tenant organizations, neighborhood associations,
local religious institutions, community service agencies, PTAs, etc. are good
sources for community representatives. In addition, someone with expertise in
meeting the technology needs of people with disabilities and functional limita-
tions (for example, someone from an ATA Assisitve Technology Resource Center)
should be involved.

Community representatives serve as the liaison with the intended CTC partici-
pants. They publicize the development of the CTC in and for the community, and
their experience serves to inform the Steering Committee of the needs, interests,
and assets present in the community.

Business community representative

Representatives from the local business community can bring special skills,
expertise, and possibly other business support to CTC development. For ex-
ample, a local technology company representative may be able to offer knowl-
edge about computer hardware and software; a corporate representative from a
human resources company may offer expertise in staff development and training;
and an employment services representative could help with job preparation and
placement. Such folks are typically well-connected to other business leaders in




the community and can offer feedback on local commerce needs. Consider con-
necting with area business associations and local Chambers of Commerce.

Professionals

The CTC will need a variety of professional advice and/or service at various
stages of its development. For example, an accountant is needed to set up the
accounting system. Tracking and reporting of income and expenses is important
for several reasons. First, if federal funds are being used to start the CTC, the
CTC may have to have an independent accountant certify that the costs of the
project were what the CTC said they were. This certification will be difficult and
costly without an accounting system in place that generates regular income and
expense reports.

Second, the accounting system will assist the organization in keeping within its
budget. Third, funders will want to see the CTC’s track record. The records
generated by the accounting system are an important piece of the track record.
This accounting system should be computerized and the staff must receive train-
ing in its use.

The CTC should consider obtaining the services of an attorney to assist in the
establishment of the CTC. The kinds of activities for which a lawyer may be
needed include:

e  establishing the CTC as a nonprofit corporation under state and
federal law;

e entering into subcontracts or partnerships;

® reviewing leases and/or obtaining variances from the local planning
body as necessary for use of the proposed space as a CTC; and

® reviewing any insurance policies.

A marketing/public relations professional can also provide a valuable service to
the CTC in the creation of a marketing and community outreach plan, and as an
advisor on the issue of developing a strategy for the long-term future of the CTC.
These professionals have the following expertise: ability to write press releases
and place them in newspapers; experience writing grant proposals; and access to
local media organizations such as television, radio and cable stations. Marketing/
public relations professionals may include a public relations company executive,
a public relations specialist from a local corporation, or a professor of public
relations.




Representative of the educational community

Representatives from the educational community (local schools and their PTA's,
colleges, and universities, libraries, museums,

and adult education programs) will be valuable members of the Steering
Committee. Educators not only will know what the school system offers but also
may provide entry to the other systems as well. The educational community also
may be a valuable source of volunteer instructors, professional development
opportunities, education programs, and so forth.

Other members

After several months, the Steering committee may discover a need for adding
new members. For example, people with knowledge of equipment acquisition,
fundraising, and hiring may be valuable. In addition, as neighborhood institu-
tions with resources that the CTC can tap into are identified by the Steering
Committee (see Chapter 2), representatives of these potential partners should be
added.

What Will CTC Governance Structure Look Like?

One of the first issues the Steering Committee must address is that of governance.
Committee members must agree upon a framework under which the CTC will operate
and they must specify the nature of the decisions that are to be the responsibility of the
different components of that framework. There are multiple options. The most likely
include:

e Governance by an existing non-profit agency. If the CTC is to be an addi-
tion to offerings of an existing service agency, no separate governance struc-
ture may be needed. On the other hand, it is strongly recommended that the
agency establish a sub-committee of its existing board or a separate advi-
sory group, similar in membership to that recommended for the Steering
Committee, to assist the Center director in handling issues peculiar to CTC
operation. Such issues might include outreach and program promotion,
hardware and software donations, technology-skilled volunteers, resource
identification, and fund-raising opportunities.

e Governance by the community. Here, the Steering Committee develops
organizational documents (such as articles of incorporation, bylaws, a
mission statement) that are required for the establishment of a nonprofit
entity that is tax-exempt according to section 501(c)(3) of the Internal Rev-
enue Code. This entity would then be governed by an elected board of




directors whose primary responsibilities would be to make sure that the
CTC:

" is clear about its purpose;
" has enough money; and,
" does what it is supposed to do.

An alternative to launching a new non-profit corporation or similar entity is
for the Steering Committee to seek a collaboration with an existing non-
profit that is willing to serve as fiscal agent. Having a fiscal agent buys time
for the Steering Committee to proceed with planning and operationalizing
the CTC before becoming bogged down in the technicalities of setting up a
formal governance structure of its own. The disadvantage is that the fiscal
agent charges a fee to cover the expenses incurred, usually between 5% and
15% of the gross revenues earned by the CTC.

e Governance by the property owner or manager. If a property owner or
manager is the primary catalyst for the creation of the CTC and/or provid-
ing a majority of the financing, he or she will make the decision as to
whether the CTC will be will be under the management control of the for-
profit enterprise or independently run under the auspices of a non-profit
organization, which might either be one that is established specifically for
this purpose or, perhaps, an existing nonprofit that provides other services
to residents. In making this decision, the owner/manager must recognize
that for-profit entitities seldom qualify for donations or grants that are tax-
deductible for the donor. Property owners often find that governance by a
non-profit organization helps ensure stronger ties to the community;, in-
creasing the program's likelihood of success.

Whether the Steering Committee of the CTC is constituted as a Board of Directors or as
an Advisory Board, it should meet on a regular basis. It should consist of between 5 and
15 people to allow for orderly meetings and constructive work to be performed. Sub-
committees should be constituted to allow inclusion of non-members. The Board/
Committee's major responsibilities, both in the organization and implementation
phases, are policy development, fiscal oversight, and fund-raising. Its major CTC
contact is the Center Director.




Documentation

The process described in this chapter should result in the production of certain items
that will be necessary in formulating a business plan (see Chapter 9) and assist in the
day to day operation of the center:

e alist of Steering Committee members with their affiliations, addresses,
phone numbers and email addresses;

e  minutes of all Steering Committee meetings;

e atimeline for opening the CTC together with a preliminary list of tasks to be
addressed and the designation of those responsible for follow through (this
timeline will be added to and made more detailed as plans for the CTC
progress); and

e adescription of the proposed governance structure for the CTC, along with
any documents required for non-profit status application (should that be the
determined governance structure).




Additional Resources

Board Cafe

http://www.boardcafe.org

BoardSource - Building Effective Nonprofit Boards
http://www.boardsource.org/main.htm

bridges.org - Guides to Runninga CTC
http://bridges.org/resources/practical. ntmI#RunCTC
Computers In Our Future Toolkit - CTC StartUp Checklist
http://wwwv.ciof.org/toolkits/startup-checklist/index.htm
Developing Your Strategic Plan
http://www.managementhelp.org/np_progs/sp_mod/str_plan.htm
Free Complete Toolkit for Boards
http://www.mapnp.org/library/boards/boards.htm

Greater Boston Broadband Network — Politics of Public Access Cable and the
Community Technology Movement; Sponsored by the CTC Vista Project and the
College of Public and Community Service at UMass-Boston, available as video on
demand

http://www.bnntv.org/gbbn/
Internal Revenue Service — Charities & Non-Profits
http://www.irs.gov/exempt/display/0,,i1%3D3%26genericld%3D15048,00.html

Neighborhood Networks Lessons Learned in Starting and Running a
Neighborhood Networks Center - June 1999

http://www.hud.gov/nnw/resourcesforcenters/nnwguide009.html
Sample of a Board of Directors Committee Work Plan

http://www.managementhelp.org/boards/brdwkpln.htm




Starting and Understanding Your Nonprofit
http://www.managementhelp.org/np_progs/np_mod/orgs_crs.htm
Twelve Guidelines for Making the Net Work for Organisations
http://www.makingthenetwork.org/tools/oguide.htm

U.S. Department of Education — Tool Kit for Bridging the Digital Divide

http://www.ed.gov/ Technology/tool_Kkit.html
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""The success of the Cyber Cafe @ Malden Center is really two stories. It's the story of
people like Sophia, Mary-Ann, and countless others who are no longer disenfranchised,
but are part of the world of technology that is redefining every facet of their lives. The
second story is about community leaders coming together in a partnership at the
grassroots level to create a new community resource, one that truly bridges the gap in
the digital divide."

Tony Abate, as submitted by George Moriarty, Executive Director of the Career Place
Community Technology Access Coalition, Cyber Cafe @ Malden Square
http.//maldensquare.org, email cybercafe@maldensquare.org

Introduction

The Steering Committee must have as much information about the community as
possible before attempting to determine the nature of the program to be offered at the
CTC. The success of that program will depend in large part on how well it complements
existing programs and addresses interests and needs currently unmet within the com-
munity. ldeally a CTC will be created in response to an unmet community need.

Inevitably, the CTC will be judged within the community according to how well it
understands and reflects community priorities, even though the community may not be
openly articulate about those priorities. Where the CTC is to be an independent pro-
gram, the Steering Committee will need information about the proposed participant
population as well as about community programs and resources. When an agency is
establishing a CTC to broaden or enlarge an existing service program, the participants’
demographics and interests may be known, but the process of identifying community
resources and potential partnerships specifically relevant to the CTC is still a worth-
while endeavor.

This chapter outlines strategies that can be used to obtain information about the
community and about the proposed participant population.




Who Will Participate? What Are Their Interests?

Every community or neighborhood is made up of many different groups of people. The
Steering Committee will need general information about the people it intends to serve
in order to make sensible choices and decisions regarding:

e space and location requirements for the CTC (including access to public
transportation)

e hardware and software

e types of workshops and/or classes to be offered

e multilingual capacity of CTC staff

e scheduling to maximize opportunity to use the CTC

e numbers and types of teachers and volunteers needed

Census data can be used to obtain information regarding:
® size and density of targeted population

e Dbreakdown of population by age range, sex, ethnic background, language of
choice, level of education, disability status, and religion

e proportion of employed to unemployed, average income level, predominant
types of employment or occupation

Other sources for this sort of information include mandatory reports filed with city,
state, or federal agencies by housing authorities or other neighborhood programs, and
any community surveys that have been conducted recently by other neighborhood
agencies.

The Steering Committee will also want to establish the level of community interest in
the CTC along with perceived need, among its targeted constituency, for education
programs, job skills development, afterschool activities, programs for young children,
recreation, elder services, and business interests.

The SC will also be interested in skills and/or talents that participants could offer in
service to the CTC:

e Isthere a plumber who might offer to fix a leaking pipe, an electrician to
help wire the center?

e  Are there people already skilled in specific skill areas or certain computer
technologies who can serve as volunteers?




® Are there unemployed or elderly community members who would contrib-
ute reception services or childcare?

e  What other skills are available as resources to the start-up and on-going
operations of the CTC?

Community residents on the Steering Committee should be good sources for this kind
of information. The Steering Committee might consider organizing and conducting a
series of community meetings or focus groups at which SC members can explore these
guestions with neighborhood residents in person.

How Do You Approach Information Sources?

Start with the positive: a general description of the proposed CTC, then ask about
interest in using or participating, inquire about skilled contributions that the individual,
family, or institution might make. Then proceed to the information needed to help
structure the center to meet those needs. [See Exhibit 2-1]

Locating the Needed Information

Among the many ways to gather information about community residents, consider
these first:

e US Census information: Census data, although incomplete, may neverthe-
less provide much of the quantitative data you need. Census data is
available through your local or regional Census office or on the World-Wide
Web (http://www.census.gov).

e Steering Committee members may, through positions they hold within
other local organizations, possess the knowledge needed or have access to
past surveys conducted by municipal or civic organizations that may
complement or enhance or update Census data.

® Representatives of local governmental agencies may have knowledge of
data sources through reports submitted to their offices. Check your state
web site by visiting http://www.state.XX.us, where XX is your state's
initials. For example, the web site for the state of New York is http://
www.state.ny.us. Federal agency resources may be accessed via the
FirstGov portal at http://www.firstgov.gov.

e Key community leaders and heads of other community service organiza-
tions may contribute previously gathered information.




e Neighborhood/block meetings, focus groups of community residents who
share common interests (e.g. seniors, business owners, family support
groups including families with kids with disabilities, unemployed people,
PTA families, tenant groups, children & families in playgrounds, etc.) may
provide more personalized data.

If, after exploring all the above methods, the Steering Committee still lacks what it
deems absolutely necessary information, it may want to consider initiating a “commu-
nity survey.” CTCNet recommends circumventing this eventuality by whatever means
possible. One such method is to postpone more detailed survey questions until commu-
nity residents start coming to the CTC (or to a pilot program). If a community resident
turns out to be a regular user, s/he should be more willing to respond to questions
regarding interests, needs, and potential contributions than would the inexperienced
community at large. (See Chapter 7 - Section on CTC assessment.)

Identifying Local Institutional Resources

“It takes a community to raise a child.” -- African Proverb

Because operating resources for CTCs are typically limited, the Steering Committee
must look to other organizations to see if their programs or assets can be useful to the
CTC. These “Institutional Resources” can be found at neighborhood agencies, public
and private.

Creating this inventory will assist the Steering Committee in developing partnerships.
Any partnership must offer benefits to both entities involved. As you think about how a
partnership with a specific agency or institution might benefit the CTC, think also of
what resources the CTC might offer to that agency or institution.

Step 1: List all the neighborhood and community institutions
most likely to relate constructively with the CTC:

e Schools (public and private) including preschools, elementary, middle and
high schools, and vocational-technical schools serving the neighborhood.
Community School Board members should be contacted, as should school
district personnel such as the local computer coordinator.

e Post Secondary Institutions - including technical, junior and community
colleges and/or university departments or extension services that may be
located in or near your neighborhood. Many departments are fertile fields
for volunteer solicitation, and many institutions today have community
liaisons or offices that coordinate volunteers.




e  Fraternities & sororities or outreach programs associated with those colleges
& universities.

° Libraries and museums.

®  Assistive technology resource centers (similar to an ATA center,
http://www.ataccess.org).

e Local business organizations: Chambers of Commerce, Kiwanis and Rotary
Clubs, BPOE, VFW, Professional Women’s Organizations, union locals.

e  Major manufacturers or business concerns in or near your neighborhood:
restaurants, travel agencies, data services, police, etc.

e Religious institutions and associated special interest groups.

e Community-based organizations: United Way, YMCA's, Boys & Girls
Clubs, 4-H, senior centers, credit unions, clinics, homeless shelters, commu-
nity action agencies, literacy programs, cultural or ethnic clubs or associa-
tions, arts councils.

e Press & media: local newspapers, cable access stations, radio stations,
magazines, circulators of advertising, billboard companies.

e Local or regional freenets or other telecommunications providers, technol-
ogy companies, additional businesses in the community.

e Nonprofit development centers or management support organizations for
nonprofits.

e  See Exhibit 2-3 for a graphical representation of "putting the community
into community technology.”

Your Steering Committee can brainstorm additions to this list based on their
knowledge of the local scene.

Step 2: List the needed CTC resources. Your list might look
something like this:

e space/facilities where the CTC could be located

e rehab for space including wiring

e equipment: hardware, furniture & furnishings, copiers, etc.

e people: potential staff and/or volunteers, people with expertise that the
CTC is likely to need (accounting, equipment maintenance, evaluation, etc.)

e distance learning programs/courses available through telecommunications




complementary programs (e.g., adult literacy, afterschool, job training and/
or placement, recreational, elder services, Head Start or Even Start)

jobs for participants who acquire new skills at the CTC

economic capability (e.g., the ability to buy in bulk, to share educational
software licenses, to offer free Internet accounts)

publicity and ways to promote the CTC
money—good old cold hard cash contributions to the CTC

other (your Steering Committee can doubtless add to this list)

Step 3: Use the information developed in Steps 1& 2 to deter-
mine those neighborhood agencies and institutions with which
partnerships might be the most beneficial to both parties.

Construct a database of community resources listing contact information for key
institutions, the potential resources from each and, if possible, the potential
benefit for that institution from collaboration or partnership with the CTC.

What Should the Steering Committee Do?

1.

Using the chart showing the institutions to be contacted and the potential
resources (Step #3 above), apportion contact tasks among Steering Commit-
tee (SC) members so that the entire list is covered.

Provide an introductory scenario for SC members to use (see Exhibit 2-1).

Provide a tabular format that SC members can use to record the results of
their conversations and meetings (see Exhibit 2-4).

Assemble the results and prepare a summary report.

Discuss this report at the next SC meeting and decide which partnerships to
pursue in the short term, and which might be more suitably pursued at a
later date.

Confirm the agreed upon partnerships, formally or informally.




Community Partnerships That Have Worked for
CTCNet Affiliates

Schools

These examples illustrate the kinds of relationships that can exist between a local
school and a CTC:

"We are in the process of finally having the school district be receptive to
our services as being an enhancement to the services they already provide.
This we credit to first forming a relationship with the PTA’s (principal in
particular), asking the principal to provide a volunteer to represent her/him
on our board. From that we let the relationship grow and annually in-
creased requested support as needed. We have found that principals are
very resourceful and have authority to make decisions in most cases for
their facilities. We suggest to start by getting a letter of support from the
school district, then a Memorandum of Understanding (MOU), without
setting any limits." (JoeAnne M. Thomas-Joseph, The J Connection, Inc.)

"Community Technology Centers here in Zanesville, Ohio are working with
pre-school and kindergarten children 4 days a week on a software program
called aerobics. The children are learning skills like the differences in the
letter sounds. The software allows them to learn rhyming words and what
sounds an object makes along with a follow up step 2 that shows them math
skills and letter reconciliation.” (Tricia Dupler, tlush13@yahoo.com)

"I coordinate 4 CTCs in Connecticut with funds from the U.S. Department of
Education. Two of our Regional Access for Technology (RAFT) Centers are
in public schools (elementary) and one is in a child care facility. The two
things that stand out in my mind are 1) the hesitancy of schools to be open
to the public regarding the traffic a CTC would generate & the general
safety of the children, 2) payment and availability of a custodian to be on
site at all times as required by the public schools. Once you work out these
two issues things are all set to start up. The best way to go for #1 is to
choose a location (if available) within the school where you can have a
dedicated entrance/exit separate from the main entrance of the school. This
makes parents and school districts much happier. We also did a lot of
reassuring folks in the beginning that the public would not disrupt the
public school. We work hard at respectfully voicing this issue to the public
on a regular basis." (Paula M. Cymbala, RAFT Regional Access for Technol-

ogy)




"Our work with schools has developed over the past 3 years beginning with
summer workshops for teachers in basic skills. From that we
springboarded into working on-site at schools with teacher-student teams
using computers to complete academic tasks. We affiliated with two local
colleges to offer degree credits and worked the program into a 3 credit
graduate class. We have offered this opportunity multiple times at a fee
with success.” (Harold Smith, CyberSkills/Vermont)

"Keep in mind when working with teachers that you don’t have to be a
techie to work with technology. Learning how to troubleshoot computers
doesn’t necessarily come from memorizing an overwhelming amount of
computer facts. Understanding how to identify that something is wrong, to
record observations, and knowing where to find information that provides
potential solutions is at the heart of being able to troubleshoot. The only
way to learn how to solve computer complications is through practice and
hands-on experience. Students who have learned basic computer applica-
tions, such as the word processing and graphics programs, can become
basic troubleshooters, as long as they have confidence in themselves and
they learn the process of observation and information gathering that helps
them find answers." (Rahsaan Harris, Playing2Win)

Colleges

The following examples illustrate the relationships that can exist between a local
college and a CTC:

Graduate students from a local college serve as volunteers at Playing to Win
(New York, New York) and many other CTCs.

The Media Lab at the Massachusetts Institute of Technology contributed
equipment and its staff donated its time in developing the program philoso-
phy and concept for The Clubhouse at the Computer Museum (Boston, Ma).

Bristol (CT) Family Center and the Somerville (MA) Community Comput-
ing Center have served as test sites for program development of the Hands-
On Universe—a project of Lawrence Berkeley Laboratories in California.

The Community Literacy Center is a community/university collaborative of
Pittsburgh’s 80-year-old Community House and the Center for the Study of
Writing at Carnegie Mellon University.

Libraries

The following examples illustrate the relationships that can exist between a local
library and a CTC:




Brooklyn Public Library operates 5 learning centers with over 150 volunteer
tutors to facilitate learning among 850 low-income adult learners.

Most public libraries now offer at least limited Internet access.

Washington, D.C. Public Library offers adult literacy courses using comput-
ers.

Local businesses

The following examples illustrate the kinds of partnerships that can be estab-
lished between local businesses and a CTC:

Local corporations contribute funds to many CTCs.

Somerville Cable Access Television (SCAT) asked a local restaurant owner
to serve on its Board. In turn, the restaurant owner provided low-cost cater-
ing for SCAT functions.

Plugged In obtained the support of corporations and their staff in the fol-
lowing different roles:

" as corporate sponsors. All the computer equipment was do-
nated by companies such as Bay Networks, Apple Computer,
Inc., and Hewlett Packard. Corporate support also accounts for
approximately one-third of Plugged In’s budget.

n on the Board of Directors.

" on the Executive Advisory Council (East Palo Alto, California).

Specific government agencies

The following examples illustrate the types of partnerships a local government
can have or facilitate with a CTC:

The City of East Palo Alto’s Community Services Department has sent nine
different groups of students to Plugged In as part of their Summer program.
Students learn basic computer skills.

The City Manager of the City of East Palo Alto sits on the Board of Directors
of Plugged In.

The Lansing Housing Commission in Michigan received funding through
HUD's Drug Elimination Program to institute a computer program along
with community policing, with police officers establishing rapport with




youngsters while helping them learn computer skills.

Out of the City of Waco's Community Development Block Grants (CDBG),
$75,000 has been awarded to Mission Waco to develop adjacent commercial
properties that had been boarded up for years due to crime, blight and
social dilemmas. At the site, Mission Waco is preparing a Community and
Youth Development Program, including a computer lab.

Religious institutions

Religious organizations have started community technology centers in communi-
ties throughout the United States. As just a few of the many examples that can be
found among CTCNet members:

El Centrito De La Colonia is a bilingual bicultural community center located
in the Mexican American community of Oxnard, California, known as La
Colonia. Sponsored by Sisters of St. Joseph Ministerial Services (SSIMS), it
operates a free After School Drop-In Computer Program.

In 1960, Friendship Community Church was placed by Pittsburgh
Presbytery in the heart of a densely populated urban area, adjacent to the
Pittsburgh's largest housing development. The Church has emphasized
youth programs, starting the New Beginnings Learning Center in 1989 to
enhance, encourage and support the academic performance of community
youth.

The Jewish Community Center of the St. Paul Area serves the social,
cultural, educational and recreational needs of more than 15,000 persons of
all ages in the St. Paul area. To support the community surrounding the
Center, it will be offering computer classes in several languages including
Spanish, Laotian, Viethamese and Russian.

The Association of Christian Community Computing Centers (AC4,
http://www.ac4.org) was formed in 2000 to support Christian community
computer centers across the world in their effort to provide access, skills
and relationships needed to succeed in the information age. The initiative
grew out of PREP Community Computer Center of Bruce Wall Ministries in
Boston.

Community-based organizations

The following examples illustrate the relationships that can exist between com-
munity-based organizations and a CTC:

The East TN Technology Access Center is providing training to CTCs in the




Knoxville area on using basic assistive technology tools with a broad range
of students.

e Plugged In has developed partnerships with a wide range of community-
based organizations. For example, Next Generation Daycare is a child care
program in the Palo Alto area. A group of 5 and 6 year old children in the
program went to Plugged In to learn basic computer skills.

Documentation

The work outlined in this chapter should result in the following records:

e Adatabase of community resources including individuals, service agencies,
and institutions. You will expect to update this database periodically and to
use it to research new partnerships and/or potential collaborations, new
board/steering committee members, and other resources as the need arises.

e  Avreport or spreadsheet giving community demographics and tabulating
expressed interests and needs of community residents. This record, too, will
be updated from time to time, and will continue to be useful as you frame
grant proposals and requests for funding.

Additional Contact Information

Paula M. Cymbala, LEARN Project Coordinator, RAFT Regional Access for
Technology, http://www.learn.k12.ct.us

Rahsaan Harris, Executive Director, Playing2Win, 1330 5th Avenue, New York,
NY, 10026, http://www.playing2win.org, rharris@playing2win.org, 212-
369-4077

JoeAnne M. Thomas-Joseph, The J Connection Inc. Southwest Florida Commu-
nity Technology Centers, 31108- 6th Street W, Lehigh Acres, Fl 33971,
http://thejconnection.freewebspace.com, (239) 368-8167,
jconnect@strato.net or thejconnectionlcitt@yahoo.com

Harold Smith, Co-Director, CyberSkills/Vermont, Old North End Community
Technology Center, 279 North Winooski Avenue, Burlington, VT, 802-860-
4057







Additional Resources

. ABCD Training Group (Asset-Based Community Development)
http://www.abcdtraininggroup.org/

. Introduction to Creating Partnerships
http://www.partnerships.org.uk/AZP/part.html

. IPR Research Asset-Based Community Development Institute
http://www.nwu.edu/IPR/abcd.html

. Making the Net Work Toolkit — Involving the Community
http://www.makingthenetwork.org/tools/involve.htm

. Making the Net Work Toolkit — Local Resources Checklist
http://www.makingthenetwork.org/tools/findhelp.htm

. Neighborhood Technology Resource Center
http://www.northwesttower.com/mainpage.html

. Randal D. Pinkett Papers et al.

http://www.media.mit.edu/~rpinkett/papers/index.html







Exhibit 2-1

Community Partnership Interview Scenario:

1.

Follow-up:
1.
2.
3.

Introduce yourself and mention the name of the person who gave you the
contact information.

Make an appointment to meet with the person, if possible. If the CTC is
operational, or in its pilot phase, invite the person to visit. If a meeting is
inappropriate, ask if the person has time now or if there’s a more convenient
time when you could call back.

Describe very briefly the plan to develop the CTC. The Steering Committee
can formulate this statement to be used by everyone making these contacts.

Describe very briefly the prime reason you are making this contact (i.e. to
explore possible available space, complementary programs, etc. - whatever
you think the most likely shareable asset from this institution might be).

Explore what interest the contact may have in assisting you.
List briefly other resources the CTC is interested in identifying.

Ask for referrals to other people and institutions that might be interested in
helping.

Thank the contact for time and for whatever assistance has been suggested
or pledged.

Fill in the information on the contact sheet.
Follow through with any referrals you may have been given.

Write a short note to the contact, saying thank you and describing steps that
you have taken as a result of that conversation.

Make sure the contact receives an invitation to the next CTC open house.







Exhibit 2-2: CTC Resource Worksheet

Resource

What do we have already?
What do we need? Where
could these resources come
from?

Who will
coordinate
this?

What issues or
questions do we
have to resolve?

Community Involvement
(Advisory committee and ongoing
participation)

Mission Statement, Needs and
Audience ldentification (W hat is
driving the center and for whom)

Programs (Classes, Open Lab
Time)

Oversight and M anagement
(Who will advise? Who will make
decisions? Who will implement?)

Staff for program coordination,
training, etc. (paid volunteers)

Volunteers

Technical Support (who will
provide ongoing equipment
maintenance?)

Facilities (space, electricity, air,
entry)

Furnishings (desks, lights)

Hardware (equipment)

Software (computer programs
appropriate to your needs)

N etworking (i.e. for sharing
printers)

Internet (connection and services)

M arketing (for classes and
volunteers)

Resource-raising(How are you
going to continue your program?)

Evaluation (How will we know if
we're successful: for each individual
for our organization, for our
community. W hat specific measure

will we use to check this?)

Submitted by David Keyes; Produced by the City of Seattle Department of Information

Technology (206) 684-0600; http.//www.cityofseattle.net/tech







Exhibit 2-I|3

Housing &
Homeless

Putting the Community

Workforce
Training

Youth, Seniors,
Immigrants

Aurts & Cultural
Orgs.

Government
(Programs, planners
& policymakers)

Planning the CTC
Who's at your table?

Business Sector
{incl. IT Industry)

Meighborhood

Developers

Orgs & Community

Education
(K-12,
Higgher Ed)

Other

{i.e, Health, Law, Foundations
Labaor...)
: Human Services
; Housimg & 3 Workforce Arts & Cultural
Y 2
Library Homeless c;umtmlgstzr;lgs. Training Orgs.
Govemment y
(Programs, ng Elg Ed CTC S Business Sector
lannars & % incl. IT Indust
el oaaleia) Are you at their table? i "
MNeighborhood Other Education
Orgs & Community (i.e. Health, Law, Foundations (K-12,
Developers Labor. ..} Higher Ed)

City of Seattle Dep't of Information Technology
www_cityofseattle nettech! 22002






Exhibit 2-4
Partnerships with Local Institutions

Institution name and Notes on contacts made: Resources available to CTC (including
address: estimated value):

Contact name, phone, fax, Resources CTC can offer to institution:
email:

Institution name and Notes on contacts made: Resources available to CTC (including
address: estimated value):

Contact name, phone, fax, Resources CTC can offer to institution:
email:
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chapter

""He wants nothing more than a job. Times have been rough . . . with the recession and
the attacks on September 11th, jobs are scarce. He comes in 2 to 3 days out of the work
week to search for jobs online. He searches for, and corresponds with, potential em-
ployers via the Internet. He entered our community center with no knowledge of how
to do so. We showed him how to set up an email account, how to read, compose, reply
and forward emails, and search the Internet. He does not hesitate to ask any member of
staff for assistance.”

As submitted by Amanda Hartt, Program Coordinator
Korean American Community Services, Chicago

Introduction

Providing opportunity to use and/or learn to use computer technology is of course the
fundamental rationale for a Community Technology Center. Learning to use a computer
without some sort of constructive purpose in mind would be like learning to use a
hammer without something to pound. Having access to computer technology means
having access to a new set of tools—tools that can be used in myriad ways to help
achieve work, life, and learning goals. Because computer applications range over such a
vast area, it is useful for a start-up CTC to identify specific areas in which to concentrate
its programming activities. This remains the case even if the CTC is being created in a
larger agency amid a backdrop of other services.

This chapter will discuss likely focus areas for CTC programming and the process that
the Steering Committee should follow in planning CTC offerings. The data gathered
through Mapping Community Resources (Chapter 2) will guide the Steering Committee
in making decisions about programming in general and will determine specific offer-
ings or concentrations, and hence, what software will be needed.

The area(s) of program focus chosen by a CTC will also help with accessibility planning.
While certain standards need to be met regardless of age range or program activities, a




youth program might indicate a different organization of space or prioritization of
assistive technology.

While establishing an initial focus for the CTC and engaging in preliminary program
planning are essential steps, the results must not be regarded as set in stone. It is more
than likely that, as the CTC grows, focus areas may change or broaden. It is probably
wise, in the beginning, not to try to accommodate every need or interest, but to leave
room for constructive response once usage patterns emerge and active participant needs
can be identified. Itis most important to learn about your target population, what
content is important to members, and develop criteria and content in response to that
need. In the long run, this is better than choosing a particular product. As far as cur-
riculum is concerned, this chapter will help fine-tune your evolving content develop-
ment strategy.

What are Likely Program Areas for a CTC?

Most CTCs will plan program offerings in two or more of the following areas:
®  Public Access or Open Lab Time, Basic Internet Access
® Pre-school and Family Activities
e  Afterschool Activities, Youth Education, and Youth Development
e  Adult Education, Literacy, and ESL
e  Elder Services
e  Career Development, Job Preparation, and Workforce Development
e  Technical Assistance, Financial Literacy, and eCommerce
e  Electronic Publishing (including print, video or multi-media)
e  Social Services and Advocacy

e Computer Recycling or Refurbishing

A description of each type of program area follows. Please note that none is exclusive of
others; overlap in terms of program focus area and required software is anticipated.




Public Access, Open Lab Time, or Basic Internet Access

Although the media touts Internet access as a route to information, most centers offer-
ing Internet access have found that self-publishing and email for initiating and main-
taining contact with friends, colleagues, and relations in distant areas are just as impor-
tant for many participants. Self-publishing encompasses the development of personal
web pages, publishing stories, recollections, poetry, music, still pictures, and video to a
world-wide audience. Internet chat and instant messaging tend to be instant attractions
for youth.

Some people may need a degree of computer comfort with a variety of applications
before they are willing to launch themselves into cyberspace; others may want to start
browsing the web on day one. Hence, a CTC with Internet access as its focus should
still plan on offering introductory courses aimed at equipping its participants with basic
computer skills. Most centers will want to include some public access and/or open lab
time.

e  Public Access offers members of the community the opportunity to use
computer and communications technologies to explore their own interests,
to develop skills, and to discover what the technology can do.

e Open Lab Time provides those otherwise involved through structured
classes with opportunities to practice what they are learning or to branch
out into further explorations.

e Some centers ask for a small voluntary contribution from participants in
open labs. This sum can help to defray the costs of printer paper and car-
tridges, and disks.

e Consider asking participants to volunteer in exchange for open access.

Important considerations

® It may be necessary to designate some times specifically for children and
other times for older teens and adults.

e Itisimportant to schedule some times during the day and some in the
evening.

e  Special rules limiting one person's access time may need to be instituted for
CTCs with a large volume of users.

e Itisadvisable to have introduction programs for the most popular software
(see Chapter 5). These are available both as on-screen tutorials and in audio
form (if you use the audio versions, get earphones for the users).




e At least one staff person or volunteer should be experienced with customiz-
ing the computer setup for participants with diverse physical, sensory or
cognitive requirements.

e This will normally be a heavy usage time with a variety of individuals each
doing different things. Thus it is advisable to have a high concentration of
staff or volunteers present: at least one for every ten users.

e If public access is to include Internet access, more than one phone line or a
high-capacity access line may be needed. Many CTCs have migrated to
broadband and wireless connectivity options. While requiring greater costs,
these options typically allow for very high bandwidth usage.

e Itisimperative to set ground rules for the CTC during open access time.
These rules should explicitly cover policies on headphones or speakers,
downloading materials, saving material (on floppy disks, hard drives, CD-
ROMs, etc.), printing, chatting and meeting with strangers from the
Internet, email and attachments, and pornographic materials. Penalties for
abuse should be clearly specified. With children and teenagers it may be
helpful to quiz them on ground rules from time to time or prohibit access
until they understand the guidelines on their behavior in the CTC. Using a
guiding phrase and corresponding philosophy such as "You can do what-
ever you want in the CTC except break the rules" is one way to positively
redirect negative behavior. If possible, cover this information with CTC
participants before they begin their activities.

e Some CTCs have found it helpful to involve youth in establishing center
rules, helping to foster a sense of ownership for participants. In addition,
these sites may prefer to reframe their rules in terms of expectations. The
guiding philosophy of such a site might be "While rules may be made to be
broken, Expectations are made to be met: Respect yourself, Respect others,
and Respect our tools and equipment."” Center staff can have some really
interesting discussions with youth about what respect means to them and
how they know when someone respects or disrespects them. Youth should
also be engaged in the process of determining what happens when expecta-
tions are not met. Generally, kids will be more harsh when meting out
consequences than adults would be, so they will need guidance. It is also
important to be consistent and apply the consequences evenly and fairly.
(Mercedes Soto, IT Resource Center)

Examples of successful public access/open lab programs

e PTW/Harlem CCC was founded in 1983 on the concept of public access but
quickly learned that free availability did not guarantee participation. Talk-




ing to children and family members in playgrounds, distributing invita-
tional map-cards, and outreach through other community organizations
were some of the strategies employed to inform the community of the
opportunities available.

At the Family Learning Center's Computer Center (Marietta, OH), commu-
nity members use the resources to perform job hunts on the Internet, write
and print resumes, research school projects, research for personal satisfac-
tion, improve keyboarding skills, design quilts, and play games. When the
computer center is not open for public access, the Adult Basic and Literacy
Education and Literacy Volunteers of America participants use the equip-
ment in their work to improve their basic skills in reading, math, writing,
and computer skills.

In partnership with other local organizations, the Austin Free-Net
(http://www.austinfree.net) in Texas has developed the East Austin Media
Lab, a multimedia development center for disadvantaged youth. The design
elements of the project include: open access periods at each lab; basic train-
ing on Internet/Web page development; intensive training and mentor/
protege relationships for small groups of teens; and internships with local
companies.

Pre-School and Family Activities

Pre-school and family programs include:

Times when parents can bring young children and work together with them
to explore appropriate software such as drawing, animation, and learning
games.

Opportunity to partner with a local Even Start, Head Start, or day care
program that may not have access to computers.

Important considerations

The attention span of young children is limited, so such sessions should be
short—a half hour or 45 minutes at most.

Young children may not be able to reach the mouse or keyboard comfort-
ably from ordinary chair height. If you don’t have adjustable chairs, stock
plenty of telephone books or pillows.

Children with disabilities will provide a great opportunity for the use of
creativity in making appropriate use of assistive technologies, e.g. picture-
based keyboards, switch activated toys, cause and effect software.




Parents may need prior guidance in using the software to enable them to
work effectively with their children. Plan on an introductory session or two
for the parents.

Examples of pre-school and family programs

The Durham County Literacy Council offers a computer-assisted reading
program, Parents’ Part, that teaches parents to use computers to help their
children learn to read. This project, funded by the Triangle United Way,
Bank of America, Verizon, and IBM, provides a new approach to family
literacy. In Parent’s Part, pairs consisting of a parent and a child, aged 4-7,
work together at computers over 16 sessions to accomplish several goals.
Parents master basic word-processing and “parent as teacher” skills. At the
same time, their children use multimedia, phonics-based software to de-
velop reading readiness. Reading “offline” is stressed through homework
assignments and a “free” bookstore providing participants a chance to
develop a home library of age-appropriate, high-quality children’s books.
Parents Part workshops are held at many community sites including the
YMCA, day care centers, the public library and various public schools.
Teaching materials are presented in easy-to-read, bilingual format. Reader’s
Powered Up, developed with grants from the CISCO and AOL Foundations,
provides a second option for Parents Part graduates and children in 2nd-3rd
grades. Using the Internet, parents and children access online reading and
writing sites that provide useful information to parents and literacy practice
to children. (Lucy Haagen, Durham County Literacy Council)

Established in October of 2000, the RAFT center in Stonington, CT enjoys
strong community support, actively engaged partnerships, and a diverse
client base from Connecticut as well as Rhode Island residents. In addition
to RAFT’s involvement with the West Broad Street’s families, they also offer
classes to all of the preschoolers housed at West Broad Street School. This
not only includes the district’s preschoolers, but also the Family Resource
Center’s preschoolers and Head Start program. (Paula M. Cymbala, RAFT
Regional Access for Technology)

"Our most successful Department of Education CTC programs thus far at
CyberSkills/Vermont has been the distribution of refurbished computers to
parents and children from low-income areas. They have a local job training
agency working with technicians refurbishing computers. The computers
are then sold to the program as a part of the U.S. Department of Education
CTC grant. Parents and Parent/Child teams sign up for a 6 hour training in
Windows, Internet use and Internet Safety, how to set up and maintain the
computer, and how to access the Internet. They receive a free 6 month ISP




subscription. After training they take their computers home. Cyberskills/
Vermont did this two years ago and received local recognition for it and
have now set up 10 sessions this year for a total of 100 participating fami-
lies." (Harold Smith, CyberSkills/Vermont)

Afterschool Activities, Youth Education, and Youth
Development

These can be structured for different age groups or offered as open lab time for children.
It may be helpful to contact and/or partner with national youth service organizations
for assistance with activities, curriculum, and possibly financial assistance. Some possi-
bilities include the Boys & Girls Clubs of America, YMCA, National Urban League, and
the Intel Computer Clubhouse. In addition to giving children an opportunity to acquire
skill with basic computer applications, some will enjoy:

Subject-Area Activities. Commercial software that offers homework help,
tutorials, and other activities covering subjects, such as reading, writing,
math, sciences, and other subjects, is readily available (see Chapter 5 for
evaluation guidelines.)

Games. Games can be effective tools for getting children and young adults
interested in learning more about computer technology. Exercise caution in
choosing games—some are violent, others are mindless (see Chapter 5 for
evaluation guidelines). Encourage children to play two-player games
together. Children may be excited about a game of the week contest; be
mindful about selecting games for different age levels of children. Do not
be surprised if most children want to play games much of the time and
consider the environment the child is coming from; there is nothing wrong
with enjoying the luxury of recreation from time to time. Indeed, this may
be one of the few sources of regular fun a child has access to enjoy. Con-
sider developing a curriculum around gaming, especially in light of the
increasing workforce opportunities for game developers.

Exploring the Internet. Once children are equipped with basic computer
skills, they may wish to test and improve them by “surfing” the Internet,
using the World Wide Web (WWW) as a research tool, or communicating
with far-flung peers through electronic mail.

Multimedia Publishing: designing personal web pages, constructing
family or neighborhood profiles, creating project reports for school.

Music-making: learning about and/or writing music and songs (may
require additional hardware and software).




Important considerations

Know every child. Enforce sign-in and sign-out procedures. Be sure you can
notify an appropriate person if special circumstances arise.

Make sure all children know the rules of the center and where to find what
they need.

Young people working alone need frequent attention. To facilitate peer
tutoring and collaborative learning, encourage two or more to work
together at a single computer.

There is an opportunity here for staff to help kids explore assistive technol-
ogy options that they might not have available in the school, and also help
them and families advocate for access in the schools if appropriate.

Assign more knowledgeable children to work with the less knowledgeable.
Provide ample space to move around, stow bookbags, coats, etc.

Successful youth programs often engage youth in program planning and
design. Consider starting a rotating member, youth advisory board.

Examples of successful afterschool activities

In the January 2002 a new program, “The DISKovery Hour,” was imple-
mented through collaborative efforts among the West Broad Street School,
Family Resource Center, Stonington High School and the RAFT Center in
Stonington. The “DISKovery Hour” targets 12 children at risk and provides
them with an extended opportunity to learn by offering homework and
reading support in a safe and educational environment. The goals of the
DISKovery Hour is to offer enrichment activities that are specifically de-
signed to assist third and fourth grade students to develop competency in a
technologically rich environment while providing homework assistance.
This program was created in order to decrease students after school isola-
tion through fostering teamwork, friendships and strengthening group
dynamics. The program also incorporates mentoring opportunities for
Stonington High School Honor Society students thus enhancing learning
opportunities for young children through the integration of community
service and technology. (Paula M. Cymbala, RAFT Regional Access for
Technology)

Malden Access Television Studio (Malden, MA) has offered a program for
children brought to the studio by the local YMCA to learn animation soft-
ware using Fractal Design, Dabbler, and D-Paint.




The Intel Clubhouse at the Museum of Science provides a place where
young people ages 10 to 15 can use computers to create their own
computer-based projects. Computer-using professionals and graduate
students serve as mentors, offering educational guidance and inspiration to
participating youth.

See Exhibit 3-1 for additional information on curriculum and resources for youth.

Adult Education, Literacy, and ESL

Establishing a comprehensive adult education program will involve far more than
computer access. There will need to be classroom or tutorial space for non-computer-
based learning and instructors with the experience and qualifications needed to teach
these classes. Rather than developing an adult education program from the ground up,
a collaboration or partnership with an existing program in the community may serve
the goals of both. Adult education generally includes:

General Equivalency Degree (GED) training. Participants are taught cer-
tain skills to prepare them to take a test to obtain the equivalent of a high
school diploma.

English as a Second Language (ESL) courses. These programs teach the
basic skills to speak and understand English. The class concludes with a test
measuring students progress towards fluency in the English language.

Adult Basic Education (ABE) classes. These classes enable residents to
develop the ability to read, write, and perform basic math. Learners
progress to GED classes.

Life-long Learning Opportunities: Extension courses, distance learning, or
online learning opportunities.

Basic computer comfort and introduction to technology. These workshops
introduce people to the keyboard, the mouse, how to turn the machine on
and off, and some basic applications which will enable them to use the
computer without supervision and prepare them for more advanced com-
puter training in the future.

Important considerations

Many adults must bring their children with them. The CTC should establish
simultaneous classes for the children and/or a play area.




e Some adults prefer to learn among other adults rather than in a class inte-
grated with children. The CTC should, if possible, set aside teaching time
specifically for adult instruction.

e Many adults work; accommodate these schedules.

e It may be possible to locate the CTC within a local school equipped with
computing facilities as most schools are available in the evenings.

e  Many of the tools designed for individuals with reading related disabilities
are also great tools for those learning English as a second language.

e Computers are good tools for practicing memorization skills.

Examples of successful adult education programs

e The Marietta Area Community Computing Center (Marietta, OH) offers
ABE classes 4 hours per day on 10 computers in their Apple/Macintosh
Center. The adults often return during public access hours to learn other
software applications such as word processing, spreadsheets and graphics
design.

e The Henry Street Settlement (New York, NY) offers programs for mentally
challenged adults aimed at building their self-esteem, teaching them to
work and play with other people, and helping them learn problem-solving
tools.

e Atthe Brooklyn Public Library in New York, adult learners work together in
collaborative, learner-centered projects using wordprocessing and other
productivity tools to develop a foundation of knowledge of writing, read-
ing, problem solving, and information and literacy skills.

Elder Services

Some older persons particularly enjoy:
e Connecting to other older adults
e Mentoring younger people
e Exploring their hobbies and interests
e  Games such as chess, go, or backgammon
e Telecommunications contact with relatives and friends

e Telecommunications and CD-ROM-based travel explorations




Financial planning assistance
Family tree programs and family history productions
Health care and other services information

Just “being part of” the communications age

Holly Harrison of the Alamo Area Community Information System (AACIS) recom-
mends the following for working with Seniors:

Use Youth Mentors - At a neighborhood senior center we successfully
tested an intergenerational training strategy that it will use throughout our
work with 50 senior centers. In this strategy, students from an alternative
high school serve as tech mentors to senior citizens. Results: Seniors appre-
ciate the time to spend with youth and respect their mastery of the technol-
ogy. Youth improve their self-esteem and benefit from seeing seniors
struggle to learn new things, receive stay-in-school support, and develop
positive relationships with adults.

Recognize that it takes insight and time to create a culture among senior
citizens that appreciates the value of technology and what it can do. AACIS
uses “project-based learning” for seniors and for each of its targeted cus-
tomer groups. Project-based learning is really a simple concept that says
that learners learn best and sustain interest in learning when their instruc-
tion focuses around things of interest to them. A coordinator surveys
seniors and provide feedback to mentor-trainers. These results are inte-
grated into handouts as well as informal instruction sessions. Our survey
results from a pilot site on most popular technology uses among seniors are:
1. email; 2. beauty web sites; 3. health information; 4. 1 don’t know what it
can do — show me! Actually, we try to incorporate “show me” into all of
our work.

We start with where users are, what their interests are, and then broaden
and deepen the topic. Often our new users may have no idea what you can
do on a PC or with the Internet. We have to show them the potential. We
have to be patient with them watching other users be successful and giving
them time to come around. How we measure success and the time frame
for getting to *““success” must accommodate time for this shift. Having the
right tools is equally essential: large font, big screens, and easy-to-use mice
with trackballs.

Important considerations

Seniors often prefer to learn about computers in classes made up of other
seniors. Offering “seniors only” courses may go a long way to making them




pleased to be at the CTC and likely to return. In addition, like any other
population, seniors learn better in smaller classes and need to be listened to.

e Some seniors truly enjoy working with young people. Consider forming a
senior volunteer corps to assist during lab times open to children. Young
people may also be eager to staff senior classes.

e Some seniors have a hard time trying to get the mouse to stay put; some are
afraid of the mouse. A wheel mouse may facilitate scrolling.

e  Seniors often prefer activities during daytime or normal business hours.
This may allow for more efficient use of the CTC if it would otherwise be
empty when children are at school and adults are working.

Examples of successful elder service

® The Seattle Human Service Department and the Mayor’s Office for Senior
Citizens has a volunteer program entitled “Seniors Training Seniors”. Com-
puter literate volunteers (50+) receive 14-16 hours of training in a very
unique and special curriculum specifically designed to teach older people
computer basics, email and the Internet. Four, 2-hour classes are taught
each month at various senior and community centers in a relaxed and non-
intimidating atmosphere where elders learn to expand their horizons with
new technology. (Patti-Lyn Bell, City of Seattle, Mayor's Office for Senior
Citizens)

®  CyberSkills/Vermont works with seniors in training seniors from the local
senior centers in the use of email and the Internet. This is one of the parts
of a U.S. Department of Education CTC grant. The staff run short, 1.5 hour
workshops for up to 6 participants over a 4 week training time. They will
train approximately 60 seniors this year, providing access to computers
when the senior center is full. They have worked in developing meaningful
curriculum for seniors through the senior center for over 2 years. (Harold
Smith, CyberSkills/Vermont)

See Exhibit 3-2 for additional tips on working with senior citizens.

Career Development, Job Preparation and Workforce
Development

As with Adult Education (see above), a comprehensive job preparation focus will entail
additional, non-computer classroom space along with instructors who have the experi-
ence and qualifications needed to conduct the classes. Job preparation generally
includes both job skills training and job search activities. Job skills training includes




classes teaching basic computer literacy, keyboarding skills, word processing, graphics
applications, spreadsheets, databases and other office skills classes. Job search activities
include resume writing workshops; classes teaching interviewing skills such as what
guestions to ask and what is likely to be asked; how to dress; workplace behavior
training; and, how and where to look for a job. A focus on job training cries out for
collaborative relationships with existing community services (e.g., those that perform
job placement). If a CTC offers job placement to complement its job training program,
such activities may replicate services available at employment agencies.

Important considerations

The factor most likely to produce a successful job preparation program is
the availability of real jobs to those who complete the program. If Job Prepa-
ration is to be a CTC focus, the Steering Committee should form an Em-
ployer Advisory Council that will match the types of training offered, soft-
ware selection, and program emphasis to the types of jobs actually available
in the community.

A technique proven to be particularly motivating in engaging young people
in job preparation courses is to present them with promised employment
after successful completion of the CTC course. An Employer Advisory
Council can take the lead in lining up these jobs.

Staff should be able to refer participants with disabilities pursuing a voca-
tional goal to their state department of vocational rehabilitation (different
name in each state) for services as appropriate.

It is imperative to research the main types of jobs that are available in your
community to get a better sense of what local employment needs are. It
may be helpful to work with other workforce development programs to
ensure that the CTC fills a niche in the community.

It will be helpful to develop a database of how to find available jobs in the
community. Jobs can be researched through the Steering Committee and/or
through neighborhood partnerships. Other sources include newspapers
(and their respective web sites), trade journals, local magazines, web sites
(may be local, statewide, national, or international in scope of job offerings),
and electronic bulletin boards. Idealist.org (http://www.idealist.org) may
be particularly useful as a listing of nonprofit jobs and regional career fairs.
Note that databases require regular maintenance to remain up-to-date.

Job Preparation students, as an activity, may wish to prepare a database of
available local jobs and a second database of their own skills and desired
types of employment. Note that databases require regular maintenance to
remain up-to-date.




e The Employer Advisory Council (see Job Preparation) can recruit local
businesses to notify the CTC of vacant or soon-to-be vacant positions
together with advance notice on the skills required for those positions.

e Job openings can be posted on a bulletin board, a community electronic
bulletin board, and/or published in a CTC Job Listings Newsletter. Per-
forming these tasks can be assigned to participants in the program.

e The CTC can organize and/or host a “Job Fair” with participants doing the
research and implementation as a project. Alternatively, participants can be
encouraged, and prepared, to attend job fairs sponsored by other agencies
in the community.

Examples of successful job preparation programs

e Jobs for Youth (Boston, MA). Industries, such as environmental technology
and biotechnology development companies, send representatives to the
CTC to establish computer classes for skills that are needed by the compa-
nies. Persons trained at the CTC in these classes are later hired by the com-
panies.

e The Seward Adult Learning Center in partnership with AVTEC (Alaska
Vocational Technical Education Center) is an adult basic education program
serving local citizens plus students who arrive from all over Alaska to
acquire computer literacy, basic reading, math and language skills.

e SER Jobs for Progress, Inc. was formed in 1972 as a joint effort by the two
oldest and largest U.S. Hispanic volunteer organizations, the American G.I.
Forum and the League of United Latin American Citizens (LULAC) to
provide better opportunities to disenfranchised Austin residents. The orga-
nization is developing an Internet-Based Interactive Career Center.

e The NOVA Private Industry Council of Sunnyvale, California and its part-
ners unveiled Youth@Work, an on-line community service connecting em-
ployers with youth seeking work in Santa Clara and San Mateo Counties.
NOVA supports school staff in the use of the system and also maintains
public access sites throughout the two counties where out-of-school youth
who don't have home Internet access can use terminals free of charge.

Technical Assistance, Financial Literacy, and
eCommerce

Electronic commerce is a term used to describe a variety of business activities that can
be conducted at the CTC. These types of business activities include outsourcing, small




business support, self-employment, and entrepreneurship. It is imperative that the CTC
is cognizant of the local business community as both a resource and as competition for

services.

Outsourcing is an activity in which the CTC is hired by an organization or
business to undertake a task it usually performs itself, such as payroll pro-
cessing, data processing, and inventory. The CTC might be able to perform
tasks for local businesses, certain government agencies, community-based
organizations and schools for a fee, thereby employing CTC participants to
do the work and earn revenue they share with the CTC.

Small business support is an activity where the CTC is made available to
CTC users to support their business operations, such as by using computers
for accounting, tracking inventory, billing, advertising and so forth.

Self-employment is an activity for which a CTC participant uses CTC
facilities to perform work for a fee, such as designing fax sheets, producing
brochures, providing technical assistance to establish a computer system,
and/or creating homepages on the Internet. Individuals who use the CTC in
this way should expect to recompense the center from their earnings.

Entrepreneurship is a business activity created by a CTC member or former
member in which the person establishes a business at home or at another
location using skills learned at the CTC.

Important considerations

The CTC is likely to need new or additional equipment and the latest soft-
ware in order to compete in the marketplace.

Teenagers and young adults could work with the CTC in fulfilling business
contracts, learning business skills, and developing relationships with the
business community.

Both the CTC and individuals would make money.
The CTC must develop a system for sharing profits.

Written contracts are extremely helpful for clarifying responsibility, quantity
and quality of work to be completed, timeline obligations, and appropriate
recourse in the event of a problem.

It may take significant time for profit to defray start-up costs; plan accord-
ingly!




Examples of successful programs

At the Owerri Digital Village, a community technology center in Nigeria
created and managed by Youth for Technology Foundation (YTF), a rev-
enue-sustaining model that has been established is in the area of communi-
cations technologies. The center has one general mailbox where mails are
received from individuals in urban areas of Nigeria or abroad. The indi-
viduals sending these e-mail messages are account holders at the Owerri
Digital Village where they pay a nominal fee every month for up to ten e-
mail deliveries each month. Owerri Digital Village staff members then sort
through the e-mails and twice a week deliver the e-mail messages to loved
ones, family members or friends in the rural communities. This approach
ensures that the lack of access (at the grassroots level) doesn’t exclude
underserved community members from communicating with the outside
world. (Njideka Ugwuegbu, Youth for Technology Foundation)

At Plugged In, students learn technical skills, such as mastering multimedia
programs and hypertext mark-up language (HTML), which enable them to
offer a service. The students also learn business skills, including how to
meet with clients, bid on contracts, negotiate agreements, and develop
business plans. In the first two months of operation, Plugged In Enterprises
grossed approximately $3,000.

A “friends of RAFT” campaign has been crafted for individuals as well as
corporations to make donations to our program. Along these lines it is
important to stress community outreach. For example, after a presentation
to recruit interns from a group of graduate students enrolled in a program
in Workforce Education & Development, staff from RAFT =was approached
by an engineer who wanted to know if they were interested in “corporate
giving.” This person was impressed by the presentation and the project and
felt his pharmaceutical corporation would be interested in making a dona-
tion to RAFT. In other words you never know who is in an audience.
(Paula M. Cymbala, RAFT Regional Access for Technology)

Over the past 3 years CyberSkills/Vermont has deliberately worked to
create revenue streams to keep this CTC alive. Without sources of money
from places other than the government the organization would have been
out of business long ago. Staff work diligently in setting up relationships
with other NPOs as well as social serving government agencies such as
DET, PATH, and VR. They sit on the local Adult Ed Council and attend
meeting with each of these agencies. Their full program of public enroll-
ment classes provides some opportunities to DET and PATH participants to
gain computer skills. Their other work has been in developing a full ladder
of opportunity for individuals to progress from no computer skills to job
skills involving technology. Over the last 3 years they have developed




programs called Getting Ready To Work, Making It Work 1, Making It
Work 2, and most recently STEP-IT UP. The STEP-IT UP program provides
qualified individuals with over 100 hours of training from the very basics to
the level of work in web development programs such as Dreamweaver,
Fireworks, and Front Page. CyberSkills/Vermont recently ran this program
at Dale Correctional Facility for Women with great success. Revenue is
where you find it and you can only find it if you are looking for it through a
variety of channels including other NPO needs, government channels, and
through advertising. Most significantly, the CTC does this with a full-time
staff of 6, work experience people from DET and PATH, interns from the
local college, and volunteers from other NPOs. (Harold Smith, CyberSkills/
Vermont)

Computer Centers in Faith-Based Organizations

The following content was submitted by Andrew Sears from the Association of Chris-
tian Community Computer Centers.

"A Christian Community Computer Center is any ministry using computers as an
outreach to serve the community and address the Digital Divide, which is the gap that
separates those with access to and skills with computers to those without such benefits.
Some of the way Christians are addressing the Digital Divide include:

After school programs which integrate technology into their activities

Computer classes offered either at low cost to unemployed adults and at-
risk youth

Adult basic education classes using computers
Job training and placement programs which offer computer training

Walk-in computer centers that offer free computer access in low-income
areas

Technology entrepreneurship programs where youth do Web page design,
graphic design or other work

Computer refurbishing that takes used computers from companies and
individuals and refurbishes them to provide low cost computers to indi-
viduals

Computer ministries in churches of teams of volunteers to support com-
puter centers




"Part of what makes Christian community computer centers unique is that they are
trying to address spiritual needs in addition to physical, economic and educational
needs. We believe that learning computer skills is one of the best ways for people to be
able to make a living. We also believe that a good spiritual foundation is the best way
for people to make a life and find happiness.

"There are currently over 200 Christian community computer centers on our list across
the USA and many developing in other countries. The key goal of AC4 is to assist
churches and Christian organizations to become a major driving force behind computer
literacy just as they were with basic literacy.

Social Service and Advocacy

Many CTCs are increasingly partnering with social service agencies in their communi-
ties to address a broad range of needed services. Often technology programs are an
added benefit to such programs and may help with sustainability. While there is no set
formula for creating such a CTC, the following examples may prove helpful:

e Philadelphians Concerned About Housing (PCAH) was founded in 1981 to
be a “next step” for homeless families coming from shelters. Its mission is to
help low income, single parent, formerly homeless families reach true, long-
term self-sufficiency by providing these families with comprehensive,
intensive, integrative, supportive social services in tandem with housing. It
has developed 148 mostly scattered site housing units and continues to
manage 129 of these. In December 1999, PCAH opened its computer center
that focuses on assisting clients with their education and employment goals.
Aside from computer and multimedia equipment and broadband Internet
connectivity, the center provides computer training and activities, intensive
individual and group tutoring for parents and children, after school and
summer activities, education and career assessment, counseling, planning
and placement, child care subsidies and transportation subsidies. Each
PCAMH client family has a social worker that helps integrate computer center
services with other PCAH services such as case management, drug and
alcohol counseling, life skills workshops, psychological counseling, family
recreational and cultural enrichment activities, leadership development
activities, housing and home-ownership counseling. (Terry Guerra, Phila-
delphians Concerned About Housing)

e  DePaul University and the Association House of Chicago, a non-profit
community-based social service agency, collaborated to create the DePaul
Learning By Association CTCs. They are located in the West Town and
Humboldt Park areas of Chicago. University students provide technical
expertise, academic tutoring assistance, and general lab support. They




work with the various departments of the agency to create targeted work-
shops and programs. Examples include: the inquiry-based project in which
children in the after school program team up with university education
majors to work on research projects; Los Monstros del High Tech in which
youth in the alternative high school learn hardware and software skills to
support various departments within the agency; and the Senior Memoirs
Project in which senior citizens learn to use various technological resources
to create their memoirs. (Roxanne F. Owens, Ph.D., DePaul University)

The broad goal of the Morehouse School of Medicine Community Technol-
ogy Centers project is to lessen the “digital divide” by making educational
technology available to indigent populations. A narrower goal is to demon-
strate to both the indigent consumers and publicly-funded health care
systems that hospital-based Community Technology Centers can enable
populations to better educate themselves about their own health and the
health of their children. Facilitating the ability of low-income populations
to educate themselves about their own health and the health of their chil-
dren will meet national and local needs by: a) Increasing people's under-
standing of the important ways in which such technology can facilitate their
learning and functioning; and b) Providing skill-building to enable them to
use the technology. The Morehouse School of Medicine Prevention Re-
search Center (PRC) in cooperation with the Emory University School of
Medicine, Grady Health System, and the City of Atlanta Parks and Recre-
ation Department has established a health-focused Community Technology
Center dispersed in three sites: (1) Grady Memorial Hospital, (in particular,
the Teen Services Clinic), (2) Hughes Spalding Children’s Hospital (in
particular, the Young Men’s Clinic), (3) Thomasville Recreation Center, a
neighborhood center in the area targeted by the Prevention Research Center.
The two hospitals serve the indigent population in Atlanta. Their catch-
ment area encompasses the area served by the neighborhood recreation
center enabling hospital clients to continue to learn about their health and
develop computer skills without having to return to the hospital. A mini-
site in the PRC’s offices (1 computer) has also been set up for use by com-
munity board members. The computer is equipped with foundation infor-
mation and Internet access to enable them to find information helpful in
writing their own grant proposals for the benefit of the community. (Marion
Howard, Ph.D., Morehouse School of Medicine Community Technology
Centers Project)




How Does the Steering Committee Determine a
Program Focus?

The Steering Committee must now use the data obtained through the processes de-
scribed in Chapter 2 together with the material presented above to determine the pro-
gram focus for the CTC. It will be helpful to have a summary report of findings related
to interests and needs of neighborhood residents together with a report summarizing
complementary programs already available in the community.

The data will likely provide good indication of what initial offerings a CTC should
provide and which populations need to be served. Decisions should certainly be made
in light of the data, but should not be regarded necessarily as final or “cast in concrete”.

Suppose that the data relating to neighborhood residents’ interests and needs indicates
that a large percentage have only a grade school education or less, and have not had any
experience using computer technologies. It would seem reasonable to rank “Adult
Education” high on your focus list. If, however, the Steering Committee is not ready to
commit to a full-fledged Adult Education program, it might be possible to collaborate
with an existing agency, providing computer accessibility to them in return for other
services.

A CTC, established as part of an existing program, may be presented with an opportu-
nity or a need to expand, and thus have recourse to the community mapping data. It
may be that the focus of the CTC parent agency dictates the general focus of the pro-
gram but that the data can be used to determine other aspects of the offering.

e The Somerville CCC was given space by the Somerville Center for Adult
Learning Experiences (SCALE) so that SCALE students could acquire com-
puter skills. It was agreed that when SCALE students and teachers were not
using the center, it could serve other groups as well as the general public.
This partnership led to the very comprehensive program now run by the
SCCC including pre- and after- school groups, elder services, and public
hours in addition to SCALE access.

e At The Bridge (Jacksonville, FL), the CTC was introduced to enhance the job
skills of pregnant and parenting teens. No community mapping process was
undertaken until more recently when the opportunity to expand the pro-
gram arose. The recent data indicated that a partnership with one of the
local schools would provide access to students afterschool and would give
The Bridge access to school services such as software licenses, technical
expertise, and volunteers.




See Exhibit 3-3 for a CTC programming worksheet, Exhibit 3-4 for policies and regula-
tions, and Exhibit 3-5 for a lab policy violation letter.

Documentation

Reports generated by work specified in this chapter will include:
e Asummary of community interests and needs;

e Asummary of partnership building efforts and results (Exhibit 2-2 provides
a useful model);

e Astatement of program focus areas determined by the Steering Committee;
and

e  Minutes of Steering Committee deliberations on the above issues.

Additional Contact Information

Patti-Lyn Bell, City of Seattle, Mayor's Office for Senior Citizens, Human Services
Department, 618 -- 2nd Avenue, Suite 250, Seattle, WA, 98104,
http://wwvwv.cityofseattle.net/tech, patricia.bell@ci.seattle.wa.us, 206-684-
0639

Paula M. Cymbala, LEARN Project Coordinator, RAFT Regional Access for
Technology, http://www.learn.k12.ct.us




Terry Guerra, Philadelphians Concerned About Housing, http://www.pcah.org,
pcah@pcah.org, 215-748-8750

Lucy Haagen, Durham County Literacy Council, http://www.durhamlit.org,
DURHAMLIT@aol.com, 919-489-8383

Holly Harrison, Community Networking Project Manager, Alamo Area Commu-
nity Information System (AACIS), http://www.aacis.net,
hollyh@sanantonio.gov, 210-826-0154

Marion Howard, Ph.D., Director, Morehouse School of Medicine Community
Technology Centers Project, Atlanta, Georgia,
http://www.msm.edu/prc/index.htm, mhowa02@emory.edu

Roxanne F. Owens, Ph.D., DePaul University, School of Education, 2320 N.
Kenmore, Chicago, IL, 60614, rowens@depaul.edu, 773-325-4329

Andrew Sears, Association of Christian Community Computer Centers, 670
Washington Street, Dorchester, MA, 02124, http://www.ac4.org,
Andrew@ac4.org, 617-436-7052

Harold Smith, Co-Director, CyberSkills/Vermont, Old North End Community
Technology Center, 279 North Winooski Avenue, Burlington, VT, 802-860-
4057

Mercedes Soto, IT Resource Center, CTC Accelerator Project Director, 29 E. Madi-
son Street, 10th floor, Chicago, IL, 60602, http://itresourcecenter.org/home,
msoto@itresourcecenter.org, 312-372-4872

Njideka Ugwuegbu, Executive Director, Youth for Technology Foundation,
http://www.youthfortechnology.org, njidekau@youthfortechnology.org,
425-681-3920




Additional Resources

ACC-Resources-Program Design
http://www.americaconnects.net/resources/default.asp?topicid=42
Alliance for Technology Access Resources Library
http://www.ataccess.org/resources/default.html

AsSkERIC — Education Information

http://ericir.syredu/

AskEric — Educational Technology
http://ericir.syr.edu/cgi-bin/res.cgi/Educational_Technology
Association of Christian Community Computer Centers
http://www.ac4.org/

Discussion logs for EDTECH Email List
http://h-net.msu.edu/cgi-bin/logbrowse.pl?trx=Im&list=EDTECH
edtech — Technology Foundations Knowledge and Skills K-12 Matrix
http://edtech.sandi.net/tech/matrix/matrixoverview.htmi

Getting Involved in Seattle Community Technology - Info Age Campaign
http://www.cityofseattle.net/tech/get_involved/infoage.htm
Technology Literacy Benchmarks for Nonprofit Organizations

http://www.benton.org/Library/Stratcom/TechLit.pdf







Exhibit 3-1
The Best

of Curriculum and Resources for Youth
by Mary Margaret Pavan, AmeriCorps *VISTA Member

Introduction

“The Best” is a quick-reference for the longer report, “Curriculum and Resources for Youth.” The full
report contains more sections, including ones on projects others have actually done and software and is available at
http://www.prephosting.ay/acccc/curricula/report.html

For Curriculum

YouthLearn is the best general site for lesson plans and help in making your own curriculum at a
Community Technology Center. This web site by the Morino Instihitp:(/www.morino.og) addresses issues
related to working with youth and technology, specifically in out-of-school settings. This site offers adviee on
to plan as well as actual lesson plans. You can also subscribe to their list dettpicévwwyouthlearn.ay

A good web site for fairly academic lesson planEisimy’s Technology Tips for Teachers This page
includes curriculum plans for computer projects, including Word Processing/Drawing, Spreadsheets/Databases,
Internet Projects, and Multimedia. These projects seem appropriate for a school-like setting. Most projects are for
4"-8h graders. This site also offers presentations about teaching technologhtipeliwwwessdack.ay/tips/
pagel.htm.

In addition there are significant curriculum resources for youth at the Association of Christian Community
Computer Centers Websitevatvw.ac4.0g. For digital art curriculum, see thaces of Tomorrowweb site. Not
only will you see some results of this project, but you will also find a nice pdf-format manual about the project.
This free manual includes some lesson plans for digital art projettts/www.cyberfaces.a. Also check tip://
www.youthlearn.ag/creations/feelings.html for ideas on digital photography projects.

For Youth

There are several websites that stood out for youth. In general, these sites are fairly educational, colorful,
and interactive.Discovery Onlinefor kids (and teachers!), grades K-12, tassof information. Youth can type
in a math problem and it will explalmowto find the answer. There are also entries from a slave about what
slavery was like and guidance about how to plan a science project. Thisvsitg élucationdl There are also
resources for teachers and parethitp://school.discovergom/

| Know That is a free e-learning website for younger children, ages 2 to 12. This site is very educational
and truly aimed at young children by being fun, colorful and interactive. There’s an on-line sticker book of
dinosaurs or ancient Egypt, art activities and educational games with math, science, geography and phonics. When
children complete an educational activity successfully, they can print an award certificate. Kids can also save
completed projectshttp://wwwiKnowthat.com

PowerUp has several sites for children. These sites are good starting places for kids, because they link to

other kids’ sites. They also have a theme for each month and a related activity to direct kids in surfing the web.
These could be particularly useful in a walk-in center environment to encourage youth to look up something
besides WWF and lyrics.

» PowerUp Kids is for grades K-Jittp://www.powerup.og/powerup/kids/

» PowerUp Kids Plus is for grades 4-Bttp://www.powerup.og/powerup/kidsplus/

» PowerUp Teens is for grades 748ttp://www.powerup.og/powerup/teens/

» PowerUp Teens Plus is for grades 10-h&p://www.powerup.og/powerup/teensplus/

New York Public Library’s fun sites for kids has some great links, especially on its Science and
Technology page (you can view earth from real satellites!). Additional sections include Arts & Games, People &




Places, and Sports among others. Many of the links are to ThinkQuest sites (student-madutgités).
www?2.nypl.oig/home/branch/kids/

Web Page Design

Web Monkey for Kids teaches HTML-based web page design. Itis the best (and only) site | have found
for teaching youth web page design. This site includes a basic “Lessons” section that makes learning HTML
unintimidating. Kids make a web page right away. There is also a “Projects” section, where kids can see ex-
amples of web sites, view the HTML code and are encouraged to copy, paste, and change the code to make it their
own. The codes include comments to help kids understand. The projects are a good step from lessons to more
advanced work, without more tedious lessons. The site offers Shockwave videos to watch during “Playground”
time. Finally, there’s a “Tools” section that not only has software download information, but also a list of all
HTML tags and a chart of web color codes. Finally, there's a Planning Guide for parents and teachers.

Please note, however, that there is a lot of reading and although witty, it may be intimidating/boring for
young children. You may want to adapt the lessons so you're the teacher instead of the website. It would prob-
ably be fine for middle school and older for self-study if an adult is around for quedtitmg/
hotwired.lycos.com/webmonkey/ki@¥ou can also link to this site at the bottomhttp://wwwwebmonkeycom
which is a popular site for web page designers).

Black History

| have really enjoyed usilgFRO-Americ@’s Kids Zone with K-7" graders, especially the Myths &
Fables section, which allows students to become familiar with clicking through web pages even as they work on
their basic reading skills. There is also “Brain Teaser,” which includes puzzles, African animals and a Black
History quiz. There are great maps in “Discover Africa” and, of course, games in “All Fun and Ghttes.”
www.afroam.og/children/children.html

For Girls

Three sites stand out as fun, interactive sites specifically for GiilsTech (http://girltech.con, Girl
Power (http://www.girlpowetgov)), andThe Adventures of Josie True(http://www.josietrue.cop Girl Tech
predominantly encourages girls to communicate on-line. Girl Power focuses on health issues (it's sponsored by
the U.S. Department of Health and Human Services). The Adventures of Josie True is an educational game that
stars a Chinese-American girl and allows youth to practice their math skills as they go through history.

For older girls and women (high school and up), checkMDW/EM (http://raven.dartmouth.edu/
~wowen), Girls Inc. (http://www.girlsinc.org), and’he Gale Group: Celebrating Women'’s History Month
(http://www.galegroup.com/freresrc/womenhstWOW/EM offers resources to girls interested in both the arts and
math/science/technology. Girls Inc. encourages girls to be “strong, smart and bold.” Celebrating Women'’s
History Month focuses on women's history.

Homework Help

Ask Jeeves Kidss a great and popular homework help site. It's simple: Students type in their question
and Jeeves gives them possible subjects that probably include the answer they want. This is appropriate for any
age level.

Andrew Sears, Association of Christian Community Computer Centers, 670 Washington Street,
Dorchester, MA, 02124; http.//www.ac4.org




Exhibit 3-2

SENIORS TRAINING SENIORS IN COMPUTER BASICS
Tips & Lessons Learned Teaching Elders

Provide small classes with a ratio of 1:3 for optimum, one-on-one learning

Senior instructors without adult-learners, teaching background may require more
training time with a “seasoned” instructor (12 — 16 hours)

Follow lesson plan as closely as possible, but adapt for varying levels of students

Realize that most attendees are between 65+ to 90 years old with very little or no
knowledge of keyboarding skills

Senior instructors (over 50+) and assistants will help each student individually
throughout the four, 2-hour classes

Physical limitations such as eye-hand coordination; stiffness in fingers; limited
vision and hearing loss increase instructor’s individualized attention to students

Remember that teaching this technology to elders is like teaching an elderly
person how to drive for the first time!

Avoid excessive computer terminology — it is intimidating — relate to what they
know from past experience

Develop early on a comfortable and relaxing atmosphere among the students and
yourself — let them know they do not need to learn everything in these first 4, 2-
hour classes. We would like them to feel comfortable about returning.

Do not lecture; break your day’s lesson into timed sections (i.e., 10 minute intro-
duction; 15 minutes practice; 10 minutes Q & A)

Do not push beyond what each one can do individually — have series of exercises
for varying levels of competency as you assist each student

Build in practice time where they can search for or work on what they would like
to do. Adult learners like to make decisions for their learning.

Enjoy their amazement. Have a great sense of humor. Create a comfort level so
they will return and have lots of fun with your students.

-- STS Tips and Lessons Learned, Created 5-02 / pb / Nancy Birdwell, Instructor
The City of Seattle Human Services Department, Mayor’s Office for Senior Citizens
618 — 2@ Avenue, Suite 250, Seattle, WA. 98104







Exhibit 3-3 -- CTC Programming Worksheet

CTC Programming

What will it | How will you

Lab Environment Choices look like? get there?
Signage Client work
What does your lab environment | Lab rules
look like? Is it inviting? Is it Posters

updated? Do you have client
work up on the walls? Are specific
lab procedures posted and clear?

Requesting Help
How do your users request help?

Overall Feel

Is there a friendly, welcome
feeling when users come in?
Welcoming staff, sign-in, inviting?

What will it | How will you

Course Design Choices look like? get there?

Drop-in A Safe Place
Tutoring
Homework

Integration into "non-tech" courses | Courses with a
product
Research
Activism
Collaboration
Academic Skills

Tech Specific Courses Websites
Programming
Robotics
Newsletters
Applications

-- Salesforce.com/foundation, 1 Market Street, Landmark Bldg., ste. 300, San Francisco,
CA, 94105, http.//www.salesforcefoundation.org; http:.//www.youthspace.net







chapter

INErOAUCHION ...ttt esae s aesees 69
What are the Tasks? ...ttt 70
Preparing the Staffing Plan ..., 72
Staff QUALITICALIONS .....ooeeeeeeeeeeeeieeceeccreecnreecneeeesseeesssseeessssseesssssessssnne 74
HIriNG PrOCESS ...ueeeeieieeeeetetncectntctsesnenensesssssesaessssssssssssssnssnssssssesssssens 79
Personnel POLICIES ........oiiiiiiiiiiiiictctnctnctnctncnstetssessetsscssaeas 81
LOTT=1 1) - 1 AT o] o [T 83
Staff Development ...ttt 84
Volunteer Development and Management .............cccovevivcvincnunnccnnncnncncns 85
The CTC VISTA Project ... ciicinceriicincinctnscssscsssssssessssssssesssscssns 88
Exhibit 4-1 CTC Staffing Resource Worksheet ..............ccecceururerennneee. 93
Exhibit 4-2 CTC Position Description Worksheet.............cccccuvucurucennnee. 95
Exhibit 4-3 Guide for Developing Volunteer Job Descriptions ............ 97
Exhibit 4-4 Volunteer Host Site MOU............cccceiivrininncnenccnncnencnncnne 99

Exhibit 4-5 Contract for Consultant SErvicCes .....eeeeerreeeeereerssneeneens 101






chapter

"Within the span of a year and a half, he had gone from knowing nothing about com-
puters to being able to give back by teaching others in their native language. Teaching
the classes opened up another opportunity within the agency when he was hired as a
full-time project director. Stories like this remind staff, funders, and others why our
services are so necessary and will be needed for a long time to come."

"Ali,” as submitted by Ingrid Kirst, Computer Lab Director
Lincoln Action Program, Nebraska

"He heard that La Plaza was in need of volunteers and decided he could not only help
out the community, he could learn more about computers and Internet technology by
working there. His father was aware that Mike would need computer skills for future
employment opportunities and supported him in his decision to work at La Plaza as a
volunteer.”

Mike Ortiz
La Plaza Telecommunity, Taos, New Mexico

Introduction

No other single factor is so important to the success of a CTC as the quality of its staff
and volunteers. Resourceful, friendly, helpful, reliable staff are essential to making the
CTC a place people want to come to, be in, and return to.

The Steering Committee may wish to engage a staff person to work with them through
the setting-up stages of operationalizing the CTC. Their choice may be a person who
will be the CTC director or coordinator; alternatively they may decide to take on a
community outreach director first. Both are logical choices.

In considering its staffing plan and in thinking about the individuals who will, in the




long run, be the reason the CTC succeeds, the Steering Committee should bear in mind
these essential qualities:

Interpersonal skills are more important than technical expertise. Technical
skills can be learned, bought, volunteered, but the ability to relate easily
with a wide range of people, to give them confidence, to recognize and
appreciate the abilities they already have — that is the gold.

Staff should be able to converse in the languages predominantly spoken by

participants. Otherwise both parties are at a disadvantage. If a center serves
a variety of non-English speaking people, perhaps bilingual volunteers can

be found to assist communication.

Flexibility is key. Staff will need to relate easily with people in many differ-
ent age groups, with a variety of interests and needs and abilities, different
incomes, widely varying backgrounds, and vastly different expectations of
the CTC and of themselves.

Common sense is essential.

What are the Tasks?

Before plunging into a staffing plan or even making a first hire, it is wise to consider all
the tasks that make up successful CTC operation. In CTCNet’s experience, these fall
roughly into five categories: Administrative, Community Outreach and Development,
Direct Services, Facilities and Equipment, and Clerical Support.

1. Administrative

Program development, management, and assessment
Fiscal accountability
Liaison with governing/advising bodies and funders

Staff and volunteer management

2. Community Outreach and Development

Cultivating and sustaining relationships with the community
Promoting collaborations within the community and beyond
Overseeing public relations and development planning

Researching, writing, and follow-up for grant proposals and other funding




e Reaching out to the entire community, including those with disabilities and
functional limitations

3. Direct Services
e  Supervision of CTC activities

e Insuring that the facility and services are accessible to people with disabili-
ties and functional limitations

e  Educational activities

" Teaching/supervising classes

" Orienting individuals, volunteers, and groups

" Creating and facilitating special projects

" Counseling re jobs, health, personal issues

" Preparing for, and documenting, all of the above
e Reception

" Welcoming visitors and participants

" Answering and routing phone calls

" Monitoring sign-in/sign-out procedures

" Providing information about CTC activities & classes

" Scheduling orientation sessions

4. Facilities and Equipment Maintenance
e Site management
= Security
" Housekeeping
" Refuse removal

e Maintain and improve the physical accessibility of the site so that people
with disabilities and functional limitations can get into and use the facility

e  Technical support

" Trouble-shooting hardware problems




" Arranging repair, maintenance, and upgrades
" Storage of back up supplies
" Registration, warranties, and insurance

" Technology planning and recommendations for future purchase

5. Clerical and support services

e  Generating publications and announcements, including publications and
materials in accessible formats and appropriate languages

e Assembling and organizing mailings

e Sorting and routing incoming mail

e Updating bulletin boards and CTC information packets
e Maintaining inventories

e Record-keeping and filing related to finance, attendance, scheduling,
resources, etc.

e Knowledge of community resources, such as interpreters (multiple lan-
guages and sign language); knowledge of relay services

This is an imposing list and, even so, may not include all the tasks required for
successful operation. The Steering Committee should brainstorm additional tasks and
responsibilities to ensure that the final list is all-inclusive.

For a pilot program or small center, all tasks may be the province of a single paid staff
person supported by a judiciously selected group of volunteers and, of course, the
Steering Committee itself. Larger operations require a greater number of paid staff.
Consider, too, the possibility that participants themselves may;, in time, take on opera-
tional tasks.

Preparing the Staffing Plan

Once the tasks have been determined, but before an actual plan is laid out, the Steering
Committee must consider a number of other factors:

Budget Limitations

What makes staffing a CTC so difficult is that so many centers are shoestring
operations. Among CTCNet affiliates, some centers are fortunate to have many




paid staff. Several survive with a part-time coordinator and volunteers. Regard-
less of the stringency of the budget, CTCNet does not recommend staffing a
center entirely with volunteers. There must be one person who is responsible
for the overall management and direction and is empowered to make opera-
tional decisions. That person should be paid a salary with benefits and accorded
the respect owed to a professional.

Ideally, a CTC will have at least one staff person in each of the above task areas,
and perhaps a number of specialists in the “education’ area of “Direct Service”.
The PUENTE center in Los Angeles is a high end example with space and staff to
serve close to 2000 people of all ages every day.

Security

Budget limitations are not the only factors influencing the staffing plan. Another
is the security of the space. Staff, volunteers, and participants must feel safe
entering and leaving the CTC if they are to return. Post emergency procedure
and contact information after it is used to train staff and volunteers. It is advis-
able to have at least one paid staff member on site at all times who is familiar
with emergency procedures. In addition, in some high-crime areas, some staff
and volunteers may feel more comfortable with a staff or security escort into and
out of the CTC. Honor their requests. Work with local law enforcement authori-
ties to conduct periodic patrols of the area if necessary.

The SCCC, with its 40+ computers, is located in three inner rooms of a secure
building that maintains its own security force. Thus, supervision of classes and
open hours can be done by volunteers without the presence of any paid staff.
Because the Playing To Win Harlem Center, on the other hand, is a storefront
operation in the heart of a high-crime neighborhood, and cannot ask volunteers
to take sole responsibility for the security of the space or the occupants at any
time, a minimum of two paid staff must be present during all center open hours.

Size of center and hours of operation

The third major determining factor is the size of the center and the usage hours
projected. In CTCNet’s experience, in order to provide effective help and guid-
ance, one staff person (paid or volunteer) should be present and available for
every 10 computer stations (between 10 and 20 participants) in use. If the center
is not located in a building that houses other active services (i.e. if there is no one
who can be easily summoned in an emergency), it will be advisable to have two
staff persons on duty at all times that the center is open to participants.




Once these factors have been taken into account, the next steps are quite simple.

1. Take the task list (a spreadsheet is useful) and opposite each task create four
columns headed “Paid Staff”, “Volunteer”, “Steering Committee/Board”,
and “Participant”.

2. Move through the task list indicating for each task the type of personnel to
whom it can be assigned. NB: You may have checks in more than one
column for a given task.

3. Sort the tasks into these four categories.

4.  Take the list for each category and sort once again according to necessary
skills. For example, the volunteer category may contain reception, clerical,
and teaching tasks. Different skill sets are required in each, so you will need
to re-sort this list according to skill set.

5.  The resulting lists will define the required staff and also provide the basis
for developing job descriptions for each position.

See Exhibit 4-1 for a CTC Staffing Resource Worksheet.

Staff Minimum Qualifications

Administrative tasks

In addition to documented experience in the areas itemized in the task list, per-
sons employed for administrative tasks should be articulate, comfortable with
budgets and accounting procedures, and be comfortable and interactional in staff
supervision roles. They should also view technology as essential to the execution
of their tasks since they will, in a real sense, be serving as role models for CTC
participants.

Community outreach & development

The ideal candidate here is someone with the zeal of a community activist,
demonstrated capacity in community development and fund-raising, with excel-
lent communications skills (both verbal and written), and general attitude of
openness and inclusive approach. Initiative and follow-through are key qualities.

Educational activity

Here you will be looking for someone with experience in basic technology appli-
cations, a learner rather than a teacher, a person who may reply to a question




with a question rather than an answer. Imagination and creativity are essential
ingredients. The person will need to have the capacity to both develop projects
for participants and work with the fund-raiser to develop ideas for directions the
CTC can take “educationally” which can be turned into proposals. The head
teacher is unflappable, straightforward, a no-nonsense person who does not rely
heavily on didacticism.

Many centers will start out with a minimum number of software packages. The
head teacher will need familiarity with these, but also must possess the kind of
creativity that can turn a word processor into a coloring book project for a low
reading level participant. The teacher should also have knowledge of different
learning styles and reading and writing software programs that can support the
learning process for people who have learning difficulties. Knowledge of the
access features in operating systems is also desirable.

At CTCNet we often use the “gardener” analogy. A gardener is not interested in
producing replicas of him/herself. A gardener cannot impart knowledge to a
plant. Instead, a gardener uses his/her knowledge of plant culture to feed, weed,
prune. A gardener is interested in the health, growth, and fecundity of his/her
charges. A gardener provides space in which each plant can achieve maximum
success according to its own nature. Instructional staff with this sort of philoso-
phy tend to be more successful than others.

For personnel at their centers, the Lansing Housing Authority uses the word
“coach” for both paid and volunteer teaching staff. The concept is similar, with
the context one of athletics rather than horticulture.

Reception Area

The qualifications for this position are quite obvious: friendliness, patience,
human interest, unflappability, a sense of order and decorum. In most cases, the
reception people will be the “front” for the center, the first encounter most
participants will have. They will also manage the telephone and provide
information about the center, and thus should have the ability to communicate
with all callers, including people who are deaf or hard of hearing, using the
state’s relay systems (mandated by federal law, check with the Federal Commu-
nications Commission for current information at http://www.fcc.gov/cgb/dro/
trs.html) or a TTY. It is important that this person be patient and comfortable
with a diverse community and makes all people feel welcome.

If volunteers are recruited for this position, training in telephone response may
be necessary since some residents have little experience with using a telephone.
Role play is very helpful in preparing a volunteer for this position.




Facilities & equipment

A number of the tasks in this category can be farmed out, either through steer-
ing/advisory committee members (e.g., computer maintenance, trash pickup,
janitorial services) or through the facilities management. What cannot be farmed
out is the constant picking up and putting back of software, paper, disks, files,
etc.

Regular inventory checks are likewise essential since otherwise it may be hard to
tell if anything substantial is missing. A CTC without someone who takes these
tasks seriously can quickly become not only a mess, but a prey to people who
pick up whatever they can (e.g., mouse balls, disks, toilet paper, cleaning sup-
plies, books, pens, etc.).

Clerical and support services

Qualifications in this area are fairly standard and coincide with generally
accepted qualifications for clerical positions. In CTCNet’s experience, if a person
is hired, or a volunteer recruited, for these tasks, an orientation and training
period is essential. Perks that can be provided include scheduled time to improve
technology skills, use the Internet, etc. Experience with the clerical and support
services within a CTC can also constitute a rung in the training ladder for partici-
pants in any job-training program housed at the center.

Summary
Many of the qualifications described above are admittedly qualitative—difficult
to specify as bulleted items in a job description. Yet it is these qualities of person-

nel that will be important for sustainability of the CTC. See Exhibit 4-2 fora CTC
Position Description Worksheet.

Staff Recruitment

The Steering Committee will probably want to recruit and hire the senior personnel.
Assembling the rest of the crew can then be the responsibility of those hires.




Types of Staff

Salaried

As stated above, at least one person must be salaried. Although administration
may seem like the “biggest” job, actual daily interaction with participants at the
center is more probably the arena in which success or failure of the CTC will be
determined. Participants as well as management will feel more comfortable
knowing who is in charge (where the buck stops). They will also appreciate
seeing a familiar face, being greeted or having regular contact with the same
person. In some CTCNet centers, the administrative and head “teacher” tasks are
performed by a single individual.

If a sponsoring agency already employs a “Human Services Director” or equiva-
lent, it is conceivable that person could take on either the administration or the
head “teacher” role, where the rest of the tasks are performed by volunteers or
steering/advisory committee members.

Volunteer

Many tasks can be handled by volunteers. Some tasks will require technology
skills or expertise, but many will not. Community residents can be considered for
a variety of duties including instructional supervision but also reception, clerical,
outreach, escort services, evaluating software, housekeeping, etc.

In considering potential volunteers, the resources available through the center’s
advisory board or steering committee should not be neglected. Appropriate tasks
are those that do not require regular daily or weekly scheduling. Individual
members or subcommittees can handle such areas as technology planning, acqui-
sition and repair, community outreach and participant recruitment, grant writing
and solicitation, public relations, etc.

Lastly, center participants themselves often make the best volunteers and center
mentors. Once the center is in operation, consider establishing a youth corps, a
senior corps, or a mentoring corps from amongst the most avid center users.

Please heed the following words of caution regarding volunteers. Many CTCs
make the mistake that volunteers are "free labor," and that you should never turn
away a volunteer. Volunteers should be treated as staff, especially since they are
helping your CTC function, and will require resources to manage. Volunteers
should be reassigned or "fired" if they are not doing a good job or violate CTC




volunteer policies. See Exhibit 4-3 for a Guide to Developing Volunteer Job
Descriptions, and Exhibit 4-4 for a sample Volunteer Host Site Memo of Under-
standing.

Consultants

It helpful to work with a paid consultant who has experience with CTC develop-
ment. If there are other CTCs in your community, you may want to connect with
them as they may offer technical consulting services or provide you with a rec-
ommendation for a particular consultant. Be sure to spell out the terms and
services you expect from the consultant. See Exhibit 4-5 for a sample Contract for
Consultant Services.

Local sources of potential staff and volunteers

The immediate residential community: Since the most important criterion for
staff is that they know and understand the community and be able to relate well
with their participants, and to communicate with them in their language of
choice, it is natural to look first at the resident community for potential candi-
dates. People with disabilities -- folks with expertise and talents that might not
be so obvious -- need to be included as potential candidates.

Educational Institutions: Colleges and universities (technology, education,
library services departments; job placement bureaus and internship programs)
are a rich source for staff. It’s important to bear in mind, however, that students
are often transient and require flexibility with regard to their schedules. They
may also require increased supervision or management to comply with school
requirements. Students may prefer a short-term, targeted volunteer assignment
identifying learning objectives and tasks to complete. Many high schools (public
and private) have community service programs. The local PTA may be the best
source of staff/volunteers among parents in the community. In addition, col-
leges and universities often have disabled student services programs that can be
mined for sources of expertise on adapted computers.

Religious Institutions: A number of national projects in this past decade have
funded computer offerings through religious institutions. Should there be such a
project in your community, people who have led or participated may be candi-
dates for staff or volunteer positions.

Other Community Service Organizations: The outreach/community mapping
tasks should have identified a number of these organizations that use or teach
people to use technology resources.




Computer “User” Groups and Cyber-Cafes: These will usually post job-offer-
ings and volunteer opportunities on their electronic and actual bulletin boards.

Local Government Agencies: The Mayor’s Office for Volunteerism, the Human
Services Department, the Senior Services Division—all these are worth exploring.

Corporations and Small Businesses: Again, representatives serving on the
Center’s oversight (steering/planning) committee may provide liaison.

Local and Regional Newspapers, Radio, and Cable TV Stations will often offer
free space to non-profits for job postings and calls for volunteers.

Online Wolunteer Listing Services, such as Idealist.org (http://
www.idealist.org) and VolunteerMatch (http://www.volunteermatch.org) may
offer free or reduced price ads to your nonprofit. In addition, they have the
benefit of reaching a wider pool of potential volunteers. If your CTC is located in
a population sparse region, listing your volunteer ad on the Internet may not
bring in many volunteers. Larger urban areas probably stand to benefit most
from this option, but it doesn't hurt to try.

Lastly, one could consult local employment agencies, but generally that means
paying a fee.

Hiring Process

Step 1. Develop job descriptions for each of the paid staff po-
sitions. Job descriptions should contain:

® a brief description of the CTC and its mission or purpose
e  position description, title, and supervising authority

e duties and responsibilities

e qualifications

e salaries and benefits

e application deadline

®  request for references

N.B. If the position requires writing (reports, grant proposals, PR materials), it is
advisable to request a writing sample from the applicant.




Step 2: Institute the search

The Steering Committee may want to constitute a search sub-committee. Mem-
bers of the sub-committee should be familiar with anti-discrimination laws.
Additional members of this committee may be recruited from among neighbor-
hood residents and from partnering neighborhood agencies or institutions. If the
position requires a bilingual person, some member of the Search Committee
should be fluent in that second language.

e  All Steering Committee members will be expected to circulate the job
description(s) to their own constituencies.

e  Members of the sub-committee should be familiar with anti-discrimination
laws and know questions that are appropriate and inappropriate to ask.

e Job descriptions should be placed in newspapers, posted on community
electronic bulletin boards and to other CTCNet affiliates, and circulated to
neighborhood institutions, producers of community newsletters, local
businesses, and employment agencies. In this latter case, inquire in advance
about fees for placement.

e  Aword-of-mouth network is important, particularly since it is highly desir-
able to be able to make the hire from the community itself.

Step 3: Making the decision

The Search Committee will:

e  Cull potential candidates from resumes submitted and recommendations
made

e  Check references through personal telephone calls

e Schedule initial personal interviews with members of the Search Commit-
tee, and

® In the case of senior personnel, schedule an interview with the entire
Steering Committee.

The Steering Committee should consider asking candidate finalists to meet with
a group of participants, take on the role of instructor of the pilot program during
an hour or two, and/or to prepare a formal written response to a potential issue
arising at the CTC.

In the early days of the Playing to Win Harlem Center, asking potential teachers
to “audition” by conducting a guest workshop paid repeated dividends. A young




man who seemed reserved and unsociable in an interview blossomed when
interacting with center participants. Had it not been for this encounter, he might
not have been hired. Another candidate with strong teaching credentials found it
difficult to function in such an informal hands-on environment and withdrew his
application.

Step 4: Sealing the bargain.

For both paid staff and volunteers, specify the hire in a written letter. In this
letter, outline the position responsibilities, the remuneration and benefits (if any)
and indicate any trial period during which either party may sever the relation-
ship without penalty (it is important to specify such a trial period, especially for
volunteers), and required time commitment.

Personnel Policies

If the CTC is going to have employees, it must develop personnel policies. This is
true whether there are one or ten employees. Personnel policies set out the legal
responsibilities of the employer and the benefit packages available to employees.
They also spell out grievance procedures and any performance review process.
CTC policy with regard to promotion, pay increase, and severance is also nor-
mally included. While the entire content may not be applicable to volunteers,
they should receive a copy of the personnel policies and the relevant areas
should be discussed with them for liability purposes.

Legal responsibilities

If the CTC pays an employee, such action triggers certain obligations under state
and federal laws. To ensure that it is meeting its obligations, the CTC should
contact the local IRS and state employment tax offices to find out the CTC'’s filing
obligations. The Steering Committee should also contact the State department of
labor or department of commerce/business to find out the CTC’s obligations
concerning unemployment insurance, workmen’s compensation, disability, and
other labor practices.

Benefit packages

The CTC must consider whether to offer benefits to its employees. Benefits can
include health, dental and life insurance and vacation and personal leave. No
matter what the benefit package arrangements are, a written policy should be
prepared and distributed to the employees to whom it applies. The Steering
Committee should be aware that benefit packages can cost the CTC an additional




15%-25% of employees’ salary. These costs must be reflected in the CTC financial
projections.

Grievance procedures

Although one hopes that the occasion never arises, it is a good idea to be pre-
pared for grievances that may be lodged by participants against staff, or by
volunteers against staff or participants, or by staff against volunteers, peers, or
superiors.

Grievance procedures should set forth a formal series of steps that must be taken
in the process of lodging and settling grievances. These steps must include:

e Documenting the grievance in writing.
e  Submission of the documented grievance to the appropriate superior.

e  Discussion of the grievance with the superior for the purpose of settling the
grievance (this discussion should also be documented and signed by both
parties).

e A system for submission of the grievance to the next higher authority in the
event that initial discussion fails to settle the matter.

e  Specification of the “last court of appeal”—the person or group whose
decision on the matter will be final.

Staff assessment

An annual performance review is the most common type of staff assessment.
However, it is not perceived as helpful by many people. Increasingly, human
resource professionals prefer a style that features continual feedback to the
employee in order to reinforce good performance and stop poor performance
quickly. Under this “coaching” concept, the year begins with the employee and
the supervisor or Steering Committee meeting to set goals for employee perfor-
mance in the coming year. These goals are related to the overall goals of the CTC
as well as to the specific assignment of the worker and his or her stage of profes-
sional growth. Goals must be agreed to by both the employee and supervisor.

As the year moves forward, the supervisor should frequently let the employee
know how he or she is doing. Praise is important as well as constructive criti-
cism. References to the mutually agreed upon goals should be a regular part of
these conversations. Adjustments should be made in the performance standards
and goals as the year goes by.




The supervisor should take on a greater role in the employee’s achievement of
his or her goals. If the employee’s performance has not been satisfactory, the
supervisor should help the employee get on track. If progress has been good,
both can enjoy the success, and presumably the CTC’s goals are being met as
well. Quarterly or annual reviews should be routine meetings and few surprises
should arise. If feedback is constant (even daily, in some cases), these more for-
mal reviews are typically used for adjustment (up or down) of the goals and
performance standards for the employee for the year. Proponents of this system
believe it is a very effective means of staff assessment for an organization that
wants continually to improve its performance.

Conditions for severance

In the best of all worlds, personnel will be reliable, will relate well with
participants, and will perform ably the tasks they have agreed to perform.

It is also advisable to have formal dismissal procedures on file and reviewed with
all staff. It is nevertheless important to specify actions that will lead to a required
probationary period or even immediate dismissal such as:

e Physical or verbal abuse of participants or fellow workers
e  Theft or destruction of CTC property

e Introduction of inappropriate or illicit software

e  Sexual harassment

e Drug use or dealing

Orientation
A structured orientation program is important for any new staff. Such a program
should include:
e A warm welcome
e Introduction to the mission and goals of the CTC

e Introduction to Steering Committee members, other agency staff or any
CTC staff already on board

e Introduction to personnel policies

® An opportunity to become familiar with CTC resources - where things are
kept, what software is available, what procedures are in place.




One CTCNet affiliate devised a hands-on orientation strategy

Stage a scavenger hunt. Provide each pair of participants with a blank map of the CTC
space and a list of things that are to be located. Ask each pair to locate the items and label
their maps accordingly. This procedure had the virtue of being fun, acquiainting the
volunteers with CTC resources, and serving as a role model of the kind of hands-on learning
experiences that CTC staff hoped the volunteers would provide for participants.

For volunteers, the orientation should provide an opportunity to meet with their spe-
cific supervisor to discuss their assignments, establish an individual schedule, and
review and countersign the commitment letter.

Staff Development

Because contentment of talented and able staff is vital, and because the CTC probably
does not offer the highest salaries, staff development is an essential activity for the CTC.
Staff development includes both opportunities for further education and increasing job
satisfaction. Topics for further education should include enhancing knowledge and
skills on computers, learning software packages, and discovering the newest develop-
ments in computer technology. Techniques to increase job satisfaction include soliciting
and responding to feedback, giving employees and volunteers more responsibility,
adding more activities, developing flexible hours, providing job sharing, and matching
jobs with individuals’ interests.

Volunteers work without pay, but not without rewards. The most important rule con-
cerning volunteers—thank them frequently and appropriately. Means of rewarding
volunteers for their services can include:

e an annual volunteer recognition dinner, picnic, or social event at which an
award certificate or gift is given to each volunteer;

e personal time on the computers;

® Internet time for personal use;

® amass transit pass for personal use;

e free tickets to sporting, cultural, or rec