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Computer Illiteracy

Volunteers can
help!

THE ROYAL BOROUGH OF
KENSINGTON
AND CHELSEA




Using Volunteers

How do you use
volunteers?




Why use volunteers?

e In RBKC we decided to use volunteers to provide
value-added services to library users in the
following areas:

o IT-help

o Events

o Book cleaning

o Children’s Centres support

o Home Services
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RBKC — Volunteer-led IT help

The type of programme we decided to offer depended on:

o User needs
o Avallability of space
o Avallability of hardware/ technology
o Successful recruitment of volunteers to run the sessions
o Successful integration of volunteers and paid staff

o Successful retention
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Points to consider:

o Staff time

 IT illiteracy — a big problem, particularly among the
elderly

* Not much other provision

 Library offers access to IT and seen as a natural
environment to learn IT

* Relationship between volunteers and paid staff
« EXxit strategy
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"Basics & Beyond" — a Pilot project

1. Recruiting volunteers (Kensington Volunteers Centre; informal
interview; CRB checks; Volunteers Agreement)

2. Volunteer induction (meeting staff, orientation session, access
Issues, H&S, risk assessments)

3. Working out the syllabus with the volunteers / getting it authorised
4. Organising the administration of the sessions
5. Delegating tasks to staff / training where appropriate

6. Informing all staff about the pilot project
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"Basics & Beyond" Course Contents

« Modulel

* Introduction

e Setting up your computer

« Basic keyboard and mouse skills
« Using Microsoft Windows

« Basic Glossary of Computer Terms
« Module 2

 Review of Module 1

« Working with Files and Folders

« Copying and moving Files

* Using the Printer

« Getting Help
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"Basics & Beyond" Course Contents

« Module 3

 Review of Module 1 & 2

« Using the Internet

e Setting up an email account

« Searching for information on the internet

« Module 4

 Review of Module 1,2 & 3

« Shopping on the internet

» Creating a letter in MS Word
« Basic Computer security
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“Basics & Beyond” - FORMS

* Pre-course Questionnaire
* Enrolment Forms
* Evaluation Forms
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Pre-course Questionnaire

Selection criteriafinitial assessment

Royal Borough of Kensington and Chelsea
Library Service

Computer Sessions — The Basics and Beyond

This form is not a test! it is designed to find cut your experience, needs and goals in

leaming to Use & computer. It will help us deliver the sessicns at a level o suit you

Name: Date:

Tel. no. email:

SECTION A: Ypbur Experience of Computers

1. Haveyouused a computer before?
OYes ONo

Ifyes, describe what you used it forand any difficulties you experienced:

2. Doyou have access to a computeror use one atthe moment?
{I.g. athome, ata library, at a friends arfamily’s house)
OYes Mo

If'Yes, where:

3. Do you knowwhere you can use a computerin Kensington and Chelsea?
JYes ONo

IfYes, where:

4.Have you ever have any fraining in using computers?
OYes Mo
Flease state where and how yvou got on

SECTION B: What do you want to learn?

5.'What would you like to learn (tick one or more)?

O Basiccomputeruse D Email
Jlnternat O Spreadshasts
0'Word Processing 0 Other (please state below)

Additional space

6.Are there any particular personal reasons why youwantto leam?
(i,2,to contact relatives abroad, to shop or pay bills on the internst, to research a
particularsubject oryour familytree, to overcome boredom etc.)

Thank you!
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Enrolment Forms

Have you taken part in any other courses at this cantra or somewhere alse sither in the last
12 months or last 3 years?

Enrolment Form 2011/12

How did you find out about our centre?

(Also available in large print) §

IAND CHELSEA

E LEARNER NUMBER: ‘

Personal details (Please complete in BLOCK CAPIT.

Learning Agreement

Data Protection Statement 2000/10

| Yes- o w2

Lzaming Difficultias Dicabilities and haalth probizme

Date

'OFFICE USE ONLY

Employment Status MANTSITON DrovioaTy ; v o

maric { o 1 St o R —— P ——

Cemfcane of Emteman Tcand ar azher T of

%aFunding | national idemtity

Emergency contact Other (pioase state)

| Drhing nosnze
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Evaluation Forms

Computer Course Evaluation
Chelsea Library

During the course:
(Fleasetick as many as you want)

{ )} 1haveleamed something new

{ ) |feelmore confidentaboutusing computers now
{ ) Iwilluse whatl have learned here in the future

{ ) [lhaveasense of achievementfromlearning

{ )} This willmake a difference to my life

Please tell us how you found the tutors who worked with you:

( ) Excellent

() Good

( ) Average

( )Poor

Please tell us how you found the facilities (room and
equipment):

{ ) Excellent

{ )Good

{ ) Average

{ )Poor

Please tell us why:

Please tell us how you found the timing of these sessions
(time and day of the week):

() Good
{ )Poor

Please tell us why and give suggestions:

Would you recommend these sessions to bJOLI rfriends or
colleagues?

{ ) Yes
Please tell us why:

{ }Neo
Please tell us why:

Forour statistics please give us the following information:

Male _ Female _ Date of Birth:
Disability: Yes... No o

If yes, please state

+ Ethnic Origin information...
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Results:

Out of the first 80 people that went through the course 45 rated the
facilities ‘excellent’ and 29 ‘good’. Only 4 had negative comments (that
the computers slow or not functioning properly during their sessions)

71 rated tutors as “excellent” and 9 as “good”. There were no negative
comments.

Learners also said:

‘I have learned something new” - 78 learners

“| feel more confident about using computers now” - 67 learners
“I will use what | have learned here in the future” - 71 learners
“I have a sense of achievement from learning” - 61 learners
“This will make a difference to my life” - 62 learners
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Feedback:

0

« “This course is very useful to anybody who is not familiar with
computers. A place to start. We are getting more and more isolated as
seniors as every information source seems to be on the web.”

« “Teaching clear, concise and inspiring!”

* “ltis excellent. Because the teacher has patience which is one of the
things a teacher should have. It's very interesting and everyone should
learn to work with computers.”

« “The course itself is an excellent project and was very useful for those
who had little experience with computers. The teachers were very
helpful and patiently explained step by step the tasks and short cuts.
The course boosted our self-confidence when working on computers.”

"
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Feedback:

* “These classes were clear and simple and well staged. The
attention | received was excellent. Teachers were enthusiastic
and creative. | learnt various new skills which were presented in
a way | can employ and I'm glad | did the class.”

« “| think this course is great because it has helped me to set up
my own account name. Also it has taught me that | do not have
to just rely on the mouse, but the buttons are fast and good.”

« “Brilliant course, | wish it was lasting longer because there is so
much more to learn. Tutor and his assistant are very patient and
knowledgeable.”
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Feedback:
© 0

* “It's free and friendly.” A~

« “Each session enabled us to learn something new. Everyone
needs to use the computer. It is great for someone that has
never used computers before it takes the fear away. I think its
very good. Good for confidence.”

« “Friendly and very enjoyable... it covers basic information that is
needed when one is rather inexperienced with computers.
Tutors wonderfully helpful and patient. Because these four
Saturdays make a huge difference in my entire life concerning
computers and | enjoyed every second of it.”
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Feedback:

« “The sessions were very informative. The tutor was patient and
enthusiastic. His step-by-step guides to accompany each session were
iInvaluable. Relaxed setting - good basic course.”

*  “Never too late to learn something new. Tutor extremely patient. Kept
pace that suited us all. Many of my friends do not know that they can
be assisted by their local council to learn computers and most
important is the fact that teachers here are excellent.”

«  “Very useful ...l learnt a lot about a computer that | would not have
found out on my own. | have been using a computer for ages but never
really understood it properly.”
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Next Steps...

Once you know what you are offering...

»

i
b

- . .
you can move on to promoting new service
to users
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Publicity for “Basics & Beyond” course

Need help with computers?

Free computer sessions

Work with a tutor to improve your skills

Saturdays 10am to12 noon at Chelsea and
Brompton Libraries

Suitable for beginners or more experienced users
Book your place now

b

Application forms are available at &5‘

Chelsea Reference Library i
0207361 3010 KENSINGTON
Hereto help AND CHELSEA
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Help — A Click Away

 We also wanted to extend the volunteer-led IT help to other branches,
particularly Central library.

« Space and equipment were a problem in our Central branch so we
could not replicate the courses offered at Chelsea (and later Brompton
library).

* New course, Help-A Click Away (originally called “Quick-fix") was
devised so as to overcome these obstacles.

« Itincluded volunteers offering 45min slots to help people resolve a
particular problem they might have.

* We recruited several volunteers and went through induction process.
« We worked hard at integrating their work into service offer.
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Publicity for “Help-A Click Away” sessions

Help - a click away

Ask Me

If you need help with computing or you're
stuck with a particular problem - for example
emails or attachments, please ask here for
help.

We’'re here Monday to Friday
10-1pm and 2-5pm

Qutside these hours a member of staff can take your
contact details and we’'ll call you back to arrange a

convenient time slot. 1%
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Volunteers skills checklist

Volunteers’ skKills January 2012
[ Debi [ Robert [ Ankush [ Ben [Zeba [ Chris \ |

MS Word:

s FExcel

* Powermoint
+ USB

Digital pictures:

+ Download photos from
cameras/phones
Sizing/cropping etc.
Attaching to emails
Printing
Scanning /manipulating | *

s Intemet—searching

Email:
» Creating email
addresses
» Composing/ Sending
emails
s Aftachingfiles
» Dealing with spam
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Volunteers Skills Checklist

Volunteers’skills January 2012
| | Debi [ Robert [ Ankush [ Ben [Zeba [ Chris | |

Shopping online:

s  Gumtree

¢+ Ebay

s  Buyingtickets (ie
frain, plane, theatre,
cinema)

+ Downloading
boarding passes
efc.

¢ Checkingin

s Printing

s Scanning

¢ CDs-buming

Social networking sites:
+ Facebook

Twitter

Flickr

Linked-In ?

Other

Tablets

s |-phones

AN
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Volunteer Skills Checklist

Volunteers’ skills January 2012
[ Debi [ Robert [ Ankush [Ben [Zeba [ Chris | |
*+ FE-readers
?
+ laptops
s Settingupand
managing own website
*  Skype
* Voip
+ PDFs{Adobe Acrobat)
Other Operating (PG
systems hardware)
Interactive
multimedia
Diagnostics/repair
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Help-A-Click-Away rota

Slots Robert am / Debi pm Ankush Ben Fatai

Mon (Zenzizon) Tue (2722011 el (ZeHziz0N) Thu [23H2/201) Fri [20H42/201)

Mame: Mame: Mame: Mame: Mame:
10:00 Conkact: Conkack: Conkact: Cantack: Cantack:
to 10:45

Mame: Mame: Mame: Mame: Mame:
10:45 Cantact: Contace: Conract: Contace: Conract:
to 11:20

Mame: Mame: Mame: Mame: Mame:
11:20 to | Contace: Conkack: Conkact: Cantack: Cantack:
12:15

Mame: Mame: Mame: Mame: Mame:
12.15 to | Contact: Contact: Contact: Contact: Contact:
1200

Lunch {1200 1400}

Mame: Mame: Mame: Mame: Mame:
14.00 to | Contact: Contact: Contact: Contact: Contact:
14:485

Mame: Mame: Mame: Mame: Mame:
14:45 to | Contace: Cankact: Cankact: Cantact: Cantact:
15:20

Mame: Mame: Mame: Mame: Mame:
15:20 to | Contace: Conkack: Conkact: Cantack: Cantack:
18:15

Mame: Mame: Mame: Mame: Mame:
12:1% to | Conrace: Concace: Conract: Contace: Cantact:
17:00
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Debbi’s Big Idea

« What follows is a promotional PowerPoint for “Help-
A Click Away” sessions in Central Reference Library
made by Debbie Hall, one of our longest serving
volunteers.

« She made this to display on public network
computers in order to publicise the fact that
volunteers were In the library, available to help
people using our People Network computers.

It shows the pride and the dedication volunteers have
for their work, recognising it’s significance to those
who need help.
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A unique service helping you to use the computer
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We can help you with all this and more:

Excel, Word, PowerPoint presentations, Internet
searches.
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« A computer tutor will work with you one to one for a45 minutes, helping
with your computing needs.
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« Book or drop in to the Reference library on the first floor.

« Bookings are for 45’ slots
Mon-Fri:

10am — 10.45am

10.45am — 11.30 am

11.30am — 12.15pm

12.15pm — 1pm
1pm — 2pm — Lunch break
2pm — 2.45pm

2.45pm — 3.30pm
3.30pm — 4.15pm
4.15pm — 5pm
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We look forward to seeing you.
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INFORMATION RESOURCES
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Online Reference Services in
Kensington and Chelsea libraries

Toacecess all our databases, visitthe Council’'s homepage: Ww rbke. gov.uk

Fromths Optionz menu on the lzft hand side, click on > Leisure and libraries
From the Options manu on the left hand side, elick on » Libraries
From the Options menu on the left hand side, click on » Reference and Information

Business databases, Mint UK and COBRA, can be found on this page. Otheronline datsbases are
listed underthz nzeding 24 hour online referencesn tha right hand sidz of the pags.

Hawve your library card ready in order to enter your library card number in the
box provided.

¥ UK Newsstand

Search nationslend regionsl newspapers (sswellas curent sffeirs magszines).

? Times Digital Archive
Ewveryarticle published by The Timas [London] from 1785-1885, eventhe crossword puzzie.

> Dictionary of National Biography (DNE)
Contsinsthe biographies of soma 55,000 paople who are in some wey connacted with the British
I xcluding living people).

? Who's Who and Who Was Who

Who's Whao has been published avery yaarsince 18438, giving detsiled information on eschparson
neluding theircarear, honours, family, hobbies andinterests and contactdetails.

*¥ou can search fornoteworthy people, now decsased in Who Was Whao.

> Encyclopaedia Britannica
An online encyclopsediawhich includes student, junior and concise services.

> Credo

A grest placs to stat yourressarch. Offers sccess to relishls infarmation that can be referencad
wharavaryou an owerful tools that help you answerguestions; and sesmless linking to other
valuable and trusted information sources to speed your research.

? Oxford English Dictionary

Fortha firsttime sinee it was complated in 1828, the OED is baing complstaly revised. Gain unique
gnlins accessto stleast 1,000 naw and revised words 2ach quarsr. Compars revised entnzs with
entries fromthe Second Edition to se= how langusge haschangsd.

> Oxfard Reference Online
Chdford Reference Online brings togetherlanguage snd subject refere
waorld’s biggest and most trusted reference publishers into a single cros:

works fromone of the
searchable resource.

» Oxford Music Online
The ultimste suthorty an sll aspects of music worldwide. Contsins 28 wolumes, from classicalto hip-
hop, orbarogue to blues.

> Oxford Art Online
Thirty-fourvolumes of Groves Dictionany of Ar, plus the Oedfiord Companion to Art. This brilliant
re2source covers the entire history of the visus! ers - from 2sry ceve painting to Damian Hirst.

2 Ancestry Library Edition

This database is available on library premises only.
Tracing yourfamily history just got s lot essier Wou can now acocess ‘Ancestry Library Edition”in our
braries using our online accass. With mors than 1.5 bilion names from over 4,000 collections, this
onling detsbase includes:

- United Kingdomand Irzland Cansus collections from 1841, 1851, 1851, 1871, 1881, 1831
and 1301,

- England and Wales

- Parish and probats

- British Colonial slave

Civil Registration Index for Biths, Marmrisges and Desths 1837-1983
rds from the 1500=-1800s.
cords 1215-1834,

» MintUK
Available in Central reference only. To access this database, please speaktoa member

oflibrary staff who will log youw in.
Mint UK is 8 powerful business information dstabase. It contains a wide range of high quality
nformation covering companies, naws, directors andindustry reseanch.

® COBRA- Complete Business Reference Advisor
COBRA is 8 comprahensive infermation and resesrch resource designad to be used by business
sdvisars and information professionsls to help individuals who have s business idea they would like o
develop orwho want to start theirown smallbusingss.

> m-Enquiw service

Asksguestion 24 hours a day, sevendays a week vis the Enguirs wabsits. Talkon-line o 5 trainad
memberof library staff. Receive s copy of yourchat with the librarian foreasy refarence later.
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Recommended websites

« Education:
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http://www.bbc.co.uk/learning
http://www.cityandguilds.com/
http://www.europa-pages.co.uk/
http://www.europa-pages.co.uk/
http://www.europa-pages.co.uk/
http://www.london.floodlight.co.uk/
http://www.education.gov.uk/
http://www.ukonlinecentres.com/
http://www.hotcourses.com/

Recommended websites

« Employment, Benefits and Volunteering:
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http://www.direct.gov.uk/
http://www.dwp.gov.uk/
http://www.reedglobal.com/
http://www.bbc.co.uk/news/business-your-money-12205459
http://www.bbc.co.uk/news/business-your-money-12205459
http://www.bbc.co.uk/news/business-your-money-12205459
http://www.bbc.co.uk/news/business-your-money-12205459
http://www.bbc.co.uk/news/business-your-money-12205459
http://www.bbc.co.uk/news/business-your-money-12205459
http://www.bbc.co.uk/news/business-your-money-12205459
http://csv.org.uk/
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