




CHAPTER 7: 

TECH SUPPORT
Even people who have limited digital skills and little or no computer experience will find themselves 

trying to use digital devices such as tablets, smartphones, e-readers and health trackers. 

Navigation of these devices is sometimes included as an element of basic digital literacy training, 

but libraries and community training centers are often asked for immediate, one-time assistance by 

people trying to use specific functions and apps.
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In addition, community training programs are 

commonly approached—by their own students 

and other community members—for help with 

personal computer problems, ranging from virus 

infestations to hardware repairs.

This kind of general technology support for the 

community is inherently valuable for promoting 

digital inclusion and an effective public 

engagement mechanism for programs offering 

traditional digital inclusion services.

A growing number of digital inclusion providers 

now schedule regular community tech support 

events, inviting the public to bring in their digital 

device problems and questions for personal 

hands-on assistance. This assistance is often 

provided by tech-savvy volunteers recruited from 

schools or businesses.

Examples - Tech Support

ASC3 Super Tech Days

Ashbury Senior Community Computing Center (ASC3)
64 is a digital inclusion provider serving thousands of clients in the greater 

Cleveland urban region. ASC3 “Super Tech Days” are on opportunity for members of the community to receive one-on-one help with 
using a digital devices. Participants bring their devices, from digital cameras to laptops, and are matched with a volunteer student from 
Case Western Reserve University to receive tailored use training. The event is open to the public and held three times a year at one of 
the organization’s computer centers.

Winston Net’s Quarterly Community Tech Nights

Winston Net of North Carolina,65 one of the nation’s longest-standing digital inclusion providers, partners with technologically savvy 
staffers from the ICT company Inmar to offer a quarterly free evening of technical support to local residents. Community Tech Nights 
pair skilled trainers with participants to work one-on-one in troubling shooting and overcoming their challenges with using technology 
devices. The events are held at accessible local community centers throughout the year.

Oasis Institute’s Ask A Techie

Oasis Institute66 works to support healthy aging across the lifespan in more than ten localities nationwide since 1982. One cog of the 
organizations’ services is to support the digital literacy needs of its aging clientele. Oasis piloted the no-cost “Ask a Techie” program 
to St. Louis residents in 2015. The program has served hundreds of residents at the regularly held events offered at varying locations, 
including municipal offices. Residents come with a variety of concerns that inhibit their ability to use various forms of technology and 
work with a volunteer to address concerns that include updating passwords or generally figure out why “something doesn’t work.” The 
organization highlights the program through the National Techies Day in early October.

Connect.DC’s All Hands On Tech

The District of Columbia supports residents’ digital literacy needs by regularly offering free technical support days at a rotating group of 
public and nonprofit agencies throughout the city.67 These approximately five-hour events enable residents to choose from a detailed list 
of service offerings with an estimated time of completing for each. Residents in need tech support can obtain information by texting a 
SMS short code as well as reserve a consultation in advance of the event by completing a brief online questionnaire.

64. “Super Tech Day 3 Times a Year,” Ashbury Senior Community Computing Center, accessed February 25, 2019, http://www.asc3.org/super-tech-day.html.
65. “Community Tech Night,” Inmar, accessed February 25, 2019, https://www.inmar.com/about/inmar-in-the-community/tech-night/.
66. “Oasis Connections Technology training resources,” Oasis Lifelong Adventure, accessed February 24, 2019, https://www.oasisnet.org/National-Programs/Connections-Technology.
67. “All Hands on Tech,” Office of the Chief Technology Officer, Washington, D.C., accessed February 24, 2019, https://connect.dc.gov/free-tech-support.
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CHAPTER 8: 

BUILDING LONG-TERM SUPPORT FOR 
YOUR DIGITAL INCLUSION PROGRAM
No matter what your start-up program’s focus, strategy, sponsorship and initial support may be, a 

time is very likely to come when you’ll need funding and other material support to keep it going and 

growing. The more successful you are—defining “success” as the number of people your program 

serves—the sooner that time is likely to arrive. Even programs operating within the structures of 

large, stable anchor institutions, like libraries and community colleges, eventually find it necessary to 

raise outside money. Small nonprofit programs usually face this need from Day One.
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Raising money for ongoing support of community 

digital inclusion programs is hard. That’s an 

unfortunate fact, borne out by the experiences of 

hundreds of NDIA affiliates. The common funding 

sources for community programs—local foundations, 

corporate donors, local and state government—are 

already responding to many competing demands and 

seldom give priority to issues of digital literacy and 

access. Where local funding streams for digital literacy 

and access do exist, they tend to take the form of 

small and/or short-term grants that provide little 

stability or opportunity for growth.

Changing this difficult funding landscape is one 

important goal of NDIA as well as a number of local 

digital inclusion coalitions (see NDIA’s Digital Inclusion 

Coalition Guidebook68). But this kind of advocacy is 

not in the scope of this manual nor is the general topic 

of nonprofit fundraising and sustainability, for which 

many excellent resources are already available. 

But we do want to share two strategic approaches 

by which community digital inclusion programs 

can significantly improve their chances to gain the 

outside support they need for the long haul. Those 

approaches, discussed at greater length in the next 

two sections, are:

1.	 Strategic alliances with business and community 

institutions and local governments that a) stand to 

gain directly from the success of digital inclusion 

work and b) have the ability to fund that work 

directly and/or to influence the funding decisions 

of others.

2.	 A systematic, aggressive data strategy for your 

program to persuasively demonstrate its value...

to the people you serve, to the advancement of 

better-recognized community priorities and to the 

specific interests of strategic allies suggested in 

the previous bullet point. 

STRATEGIC ALLIANCES

1) Community partners
In thinking through the strategic questions outlined 

in Chapter 3, it’s important for a start-up program 

to consider how it can build collaboration with 

like-minded organizations and leaders into its own 

leadership structure—whether that means a new 

organization’s board of directors, a program advisory 

committee or just the partners engaged in a project. 

There are several good reasons to pay attention to 

this question. Inviting other organizations to assume 

some ownership of your program means you can 

get the benefits of their experience, reputations and 

social networks; it signals to others in the community, 

including funders, that you’re operating in a 

cooperative and transparent manner; and it  

helps create opportunities for substantive  

program collaboration.

Even where a new program is being launched 

within an existing institution that already has a well-

established leadership structure—like a public library 

system—it’s a good idea to ask other organizations 

to engage with the effort in some way. Partners may 

bring you new marketing insights and users, help 

recruit volunteers or provide complementary services 

to your participants that you can’t. For example, most 

public library systems aren’t in a position to help their 

digital literacy trainees acquire refurbished computers 

or sign up for a discount internet provider, but 

community partners often can.

68. Bill Callahan, Tianca Crocker and Angela Siefer, The Digital Inclusion Coalition Guidebook (Columbus, OH: NDIA, 2017), https://www.coalitions.digitalinclusion.org/.
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Partnership and collaboration with other organizations that care about digital inclusion should be in the DNA of 

community programs.

PRACTITIONER ADVICE COLUMN

Geoff Millener, The Enterprise Center, Chattanooga, Tenn.: “Our first 
piece of advice on tackling digital inclusion? It’s to do something. 

Chattanooga—a mid-size city in the heart of the South—is Gig 
City. We’re not Silicon Valley, our metro isn’t in the millions, but our 
infrastructure is as advanced as anywhere in the world.69 Thanks 
to EPB, our electric power board and municipal ISP, 10gb/s fiber 
connections are now available anywhere there is electricity.70

Gig City is so much more than a brand, however. It’s about what 
that connectivity means, and can mean, for our residents. We 
know that people have been left out, and will continue to be left 
out, unless we do something about it—particularly when you 
consider the breadth of the digital divide between residents with no 
connection to those moving at gigabit speeds.

There’s no reason to reinvent the wheel (at least not right 
away), and Chattanooga didn’t—community leaders looked at 
organizations doing great work across the globe and landed on 
Boston’s Tech Goes Home71 as a great fit for our community and a 
practical, replicable way to get started.72

It was an ideal place to begin for a host of reasons, but most 
importantly was how it explicitly involved other partners in digital 
inclusion work—more than 80 nonprofits, schools, libraries, 
churches and neighborhood groups have hosted classes. We knew 
that digital equity couldn’t be the work of just one organization; 
it’s too varied and complex for a single entity to manage, let alone 
solve. Growing a diverse community of digital equity advocates has 
been central to our community’s successes.73

That network has not only increased the scale of impact, it’s 
allowed the work to evolve. Our partners at Signal Centers, Inc.,74 
for example, originally hosted an early childhood Tech Goes 
Home course. As that relationship grew and their experience and 
expertise brought to light unaddressed areas of inequity, they 
became the central partner on a new inclusion effort focused on 
accessibility and disability services.

Grant opportunities have also been central to this evolution, 
although not for the most obvious reason. While funding can’t 

be ignored, the opportunities these application cycles provide for 
convening wide circles of stakeholders around the table—as well 
as to include digital inclusion strategies in broader equity efforts—
have actually been more important. This approach to collaborative 
ideation, involving practitioners and participants from the start, 
continues to develop new partnerships and expand the scope of 
digital equity and inclusion work in Chattanooga (with or without 
those original sources of funding). Work around early education, for 
example, evolved exactly this way thanks to an IDEO challenge we 
did not win.75

We’ve taken that same multi-stakeholder approach to Smart 
City work, as well. From community design and involvement in 
Smart City projects76 to deploying relevant infrastructure, like Wi-Fi 
nodes,77 in ways that can support research or data goals and 
connectivity within disconnected communities simultaneously. You 
can tackle both at once, and our experience has shown it actually 
works better when you do.

Finally, a central piece to the Chattanooga story is the involvement 
of Hamilton County Schools. A vibrant digital equity ecosystem 
includes informal learning spaces, but it can’t ignore public 
schools—indeed, they inherently provide robust infrastructure to 
support equity and inclusion efforts within the most disconnected 
communities. And it’s through partnering with schools that one of 
the best low-cost home internet plans around came to fruition:78 
EPB’s NetBridge offers low-income families with (now) 300mb/s 
service at cost, or $26.99 per month. With EPB as competition, 
too, Chattanooga and Hamilton County have been able to attract 
additional low-cost providers, all offering $10 per month service.

From connectivity drives at school registration to deploying 
advanced gigabit education applications79 in public schools, 
partnerships with public schools are essential. In preparing this 
next generation for a future we can’t predict, we must ensure we’re 
actually closing the digital divide—and not just shifting it.80 Full 
participation in everything this 21st century has to offer depends not 
just on access to the on-ramps, but control over the destination.

69. Dave Flessner, “Gig City milestone: EPB tops 100,000 fiber optic customers,” Times Free Press, October 18, 2018,  
https://www.timesfreepress.com/news/local/story/2018/oct/18/gig-city-milestoneepb-tops-100000-fiber-optic/481343/.

70. “EPB Fiber Optics Announces Internet Speed Increase,” EPB Optics, updated February 1, 2019, https://epb.com/about-epb/news/articles/epb-fiber-optics-announces-internet-speed-increase
71. Tech Goes Home, accessed February 22, 2019, https://www.techgoeshome.org/.
72. Tech Goes Home Chattanooga, accessed March 5, 2019, https://www.techgoeshomecha.org/.
73. Rosana Hughes, “Digital education program celebrates 3,000 graduates,” Times Free Press,  

https://www.timesfreepress.com/news/local/story/2018/jun/18/digital-educatiprogram-celebrates-3000-gradua/473280/.
74. Signal Centers, accessed March 2, 2019, https://www.signalcenters.org/.
75. Allison Shirk Collins, “Tennessee, Chattanooga working to narrow the digital divide among early childhood educators,” Times Free Press, February 3, 2019,  

https://www.timesfreepress.com/news/business/aroundregion/story/2019/feb/03/narrowing-digital-divide-among-early-educator/487749/.
76. Dave Flessner, “Chattanooga collaborative among Top 50 smart city projects,” Times Free Press, January 25, 2019,  

https://www.timesfreepress.com/news/business/aroundregion/story/2019/jan/25/chattanooga-collaborative-among-top-50-smart-city-projects/487420/.
77. “I Fell In Love With Chattanooga,” Smart Cities Connect, updated March 2018, https://smartcitiesconnect.org/i-fell-in-love-with-chattanooga/.
78. “EPB starts signing up students, families for discounted Internet service,” Times Free Press, August 10, 2015, https://www.timesfreepress.com/news/business/aroundregion/story/2015/

aug/10/epb-starts-signing-students-families-discounted-internet-service/319127/.
79. The 4K Microscope, accessed March 1, 2019, https://www.4kmicroscope.org/.
80. Allison Shirk Collins, “Tech at Work: Most elementary age children will eventually work in jobs that don’t exist today,” Times Free Press, January 1, 2019,  

https://www.timesfreepress.com/news/edge/story/2019/jan/01/2019-trend-1-tech-work/485558/.
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PRACTICIONER ADVICE: Tom Esselman, CEO, 

Connecting For Good, Kansas City, MO

Since 2017, CFG has held an annual ‘State of Digital 

Inclusion’ Breakfast Event open to the community, 

as an end of year fund and friend raiser. Each year, 

the breakfast has a theme designed not only to 

inform the public about the impact of digital inclusion 

practitioners, but also to reinforce the trends and 

topics that are garnering more regional and national 

support. In 2016 the theme was ‘The Giving Tree--

Digital Inclusion As An Ecosystem’ (combining the 

roots of technology access with the branches of 

life-improving digital education and skills). In 2017 

the theme was ‘MoneySmart--Digital Inclusion In the 

Financial Community’; and in December of 2018, 

the theme was ‘Workforce Development-- ‘Digital 

Inclusion and the Pathways to Paychecks’

2) Strategic allies and investors
There’s another kind of relationship that could be 

just as important to your program’s sustainability: 

Corporations and institutions stand to gain directly 

from the success of your work (whether they know 

it or not) and have the resources to make significant 

investments in that work or to help open doors for 

those investments from others.

Three industries that meet this criteria are banks, 

healthcare systems and government, especially social 

service departments. Are there similar possibilities 

with other business or public service sectors? 

Undoubtedly, there are. 

The point here is that community digital inclusion 

programs are, simply by the nature of the work, solving 

problems and creating value for some industries.

Your program would be wise to put some serious 

effort into:

•	 Getting the attention of for-profit and nonprofit 

entities that would benefit from your digital 

inclusion work;

•	 Helping them understand how they gain from your 

success and 

•	 Making the case for them to invest in your greater 

success for their own benefit.

Banks
Digital inclusion can empower previously 

unconnected bank customers to start using online 

banking tools. This enables their banks to keep 

them as customers, even while consolidating 

branches in ways that might make it harder to 

“bank in the branch.” And a bank’s investment 

in community digital training or network access 

may now count (dependent upon the regulatory 

authority) as a “qualifying activity” for Community 

Reinvestment Act credit,81 which every U.S. bank 

needs to pass its federal regulatory reviews. For 

a full explanation of why digital inclusion activities 

should be a high priority for financial institutions, 

see NDIA’s comments submitted to the Office of 

the Comptroller of the Currency.82 Digital inclusion 

programs are starting to get the attention of some 

major banks as well as regulators. For the most 

part, this is still due to the focus of the digital 

inclusion programs overlapping with priorities 

of financial institutions, particularly workforce 

development and education. 

 

 

81. “Community Reinvestment Act (CRA),” Board Of Governors Of The Federal Reserve System, updated December 7, 2018,  
https://www.federalreserve.gov/consumerscommunities/cra_about.htm.

82. Bill Callahan, “NDIA to OCC: Let banks seek CRA credit for digital inclusion support,” NDIA (blog), November 25, 2018,  
https://www.digitalinclusion.org/blog/2018/11/25/ndia-to-occ-let-banks-seek-cra-credit-for-digital-inclusion-support/.
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Early advocates of this new resource for digital inclusion efforts include the Federal Reserve Bank of Dallas, 

which released Closing the Digital Divide: A Framework for Meeting CRA Obligations in 2016. In it, they 

asserted, “The CRA provides a significant opportunity to help close the digital divide across communities while 

simultaneously benefiting financial institutions and improving economic stability.”83 In addition, Fig. 2 provides 

their visual representation of the “three legs of the stool” of broadband adoption.

Fig. 2. Broadband adoption diagram from: Closing the Digital 
Divide: A Framework for Meeting CRA Obligations.

Healthcare systems
Digital inclusion can empower thousands of 

previously unconnected patients in a typical metro 

area or rural region to research their health-related 

questions and start using the online patient health 

record and healthcare management tools offered 

by most hospitals. Hospital systems have invested 

many millions of dollars in these tools, and they 

want their patients to use them—including the 

low-income patients who are most likely to need 

training, cheap computers and/or home internet 

to make that possible.84 Healthcare providers 

are currently working with local digital inclusion 

programs on digital inclusion collaborations.

City of Richmond’s Digital Health Training

The City of Richmond, Calif., partnered with Learner Web,  
a nationally recognized provider of digital literacy curriculum, 
to offer a 10-hour web-based bilingual training program 
that trains learners how to access health information that 
promote a healthy lifestyle.85 A thorough evaluation of the 
training’s effectiveness is also available free of charge.

83. Jordana Barton, Closing the Digital Divide:  A Framework for Meeting CRA Obligations (Dallas, TX: Federal Reserve Bank of Dallas, 2016),  
https://www.dallasfed.org/cd/pubs/digitaldivide.aspx.

84. See Adam Perzynski and Kristen Berg, “Digital Divide Hinders Health-Promoting Technologies,” Public Health Post, April 30, 2018,   
https://www.publichealthpost.org/research/digital-divide-hinders-health-promoting-technologies/.

85. “Digital tools for healthier lives,” Digital Health Literacy Project, accessed February 17, 2019, https://www.digitalhealthliteracy.org/.
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Healthcare systems can be influential allies for community digital inclusion programs in the quest for 

funding from third parties, such as foundations.

Community Tech Network received a grant from Metta Fund, a private health foundation dedicated to San Francisco’s aging population 
and those furthest from access and opportunity. The grant provides digital literacy and tablets to older adults in San Francisco through 
a new program called Sunset Tech Connect.86

The Ashbury Senior Computer Community Center partnered with researchers at MetroHealth, the safety-net hospital system in 
Cleveland, on a pilot MyChart87 patient-portal training program for low-income patients in two clinics, funded by a grant from the Mount 
Sinai Health Care Foundation. Results were presented at a Gerontological Society of America conference in 2018.

PRACTITIONER ADVICE COLUMN

From Adam Echelman Libraries Without Borders (LWB)

When talking to laundromat staff and owners about partnering, owners often express three key fears:

•	 They are afraid this initiative will create more work and not yield a profit;

•	 They are concerned about security, e.g., even if technology is secured, they fear somebody might breaks a  
window to steal a computer; and/or

•	 They are concerned this program will bring in non-paying customers and loitering. 

The security risk factor may vary by city or neighborhood, but LWB has found that owners of staffed, 24-hour laundromats were less 
concerned about this than those without staff. Concerns about technology can be assuaged by placing technology in the back of 
the store, available only to people within the space. Finally, early data from LWB has shown WALI laundromats actually increase profit 
for the store and decrease clutter because customers are entertained, especially children. Above all, remember that owners are your 
biggest partner and let them know this is a collaboration, where their insight and business perspective is valued.

Systematic, Aggressive Data Strategy
Collecting your data and keeping your data so you 

can tell your story might be the most valuable, least 

expensive and yet most neglected aspect of starting 

and managing a new digital inclusion program. Your 

future ability to plan, manage, fundraise for and report 

on your program will depend heavily on the quality of 

the information you’re collecting now. 

Whether it’s for reporting to your own board or 

sponsor, writing a grant proposal, reporting to a 

funder, telling your story to the media or convincing 

a strategic ally that you’re worth investing in, you will 

need to document the people you serve, the value 

you deliver to them and the impact you have on their 

lives. You will only be able to document those things if 

you ask, measure and keep good track of them now, 

while they’re happening.

86. Jessica Looney, “CTN receives METTA Fund grant to bridge the digital divide for SF seniors,” Community Tech Network (blog), January 4, 2019,  
https://www.communitytechnetwork.org/blog/ctn-receives-metta-fund-grant-to-bridge-the-digital-divide-for-sf-seniors/.

87. K. Berg et al, “Strategies for addressing digital literacy and internet access as social determinants of health,” Innovation in Aging, November, 2018.  
https://doi.org/10.1093/geroni/igy023.2526.
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Participants: Contact information

Relevant demographics

Home computer and internet status

How they heard about you

Why they came—participants’ own goals

Any specific information needed for 
partners (for example: participant’s source 
of health care, food stamp or Medicaid 
enrollment, school enrollment)

Program: Skills assessment (before training)

Classes taken

Skills assessment (after training)

Help getting a computer?

Help getting an internet connection?

Your program needs a system to capture this 

information consistently, accurately and digitally, 

from Day One. That doesn’t mean you need to 

have expensive software; information captured 

on a spreadsheet is fine and can always be 

moved to a more sophisticated system later. It 

does mean taking the time to ask participants to 

share information about themselves and explain 

why you’re asking for it. It does mean building 

consistent skills assessments into your training 

process and recording the results.  And it means 

making sure the information always gets entered in 

your system while it’s fresh.

Impact data: Once participants have finished 

your program, you’ll want to know what value the 

program had for them. Much of that value is going 

to develop over time. You need a way to ask...

not just immediately, but six months, a year or two 

years down the line.  

Some NDIA affiliates accomplish this by means of 

telephone surveys. If your program serves a lot of 

people, this might require extra staff cost. If your 

student base is very big, it might involve some 

professional help to create a random sample to 

call. But if you can credibly document a significant 

impact on the economic, educational, health, civic 

or social lives of the people who’ve passed through 

your program, you’ll find it’s well worth the effort 

and expense!

In 2012, the Connect Your Community project team designed and led the Adoption Persistence Survey, a large-scale survey of 
10,400 program participants nationally that produced one of the largest and most comprehensive datasets representing program 
participants from a national broadband inclusion program available at the time.88 The survey sample was randomly selected from the 
programs’ 33,000 trainees and balanced to proportionately represent each of the project’s seven lead partner agencies. A collection 
of 2,267 completed phone surveys provided insight into program satisfaction, demographic representation, areas of computer use 
and the impact of the introduction of this new technology on their lives.

This first-ever phone survey designed to measure the longitudinal impact of a digital inclusion training program illustrated the long-
term impact of a high-touch community-based training program by measuring previously unconnected participants use of and 
engagement in online activities of broadband adopters five to six years after completing 30+ hours of basic computer training, 
obtaining a computer and home internet connection.

Program data: Here’s a short list of participant and program data that a digital literacy training program should 

have in its records.

88. Samantha Schartman-Cycyk and Valdis Krebs, Adoption Persistence: A Longitudinal Study of the Digital Inclusion Impact of the Connect Your Community Project,  
(Cleveland, OH: Ashbury Senior Computer Community Center, 2017), http://www.asc3.org/uploads/2/4/9/8/24980903/adoption_persistence_study.pdf.
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PRACTITIONER ADVICE COLUMN

From Dan Noyes, Tech Goes Home

I remember early on in the development of Tech Goes Home someone asking, “What’s your impact?” I recited outputs like the number 
of graduates and how many new computer we distributed and how many people we got connected. The person paused, and then 
asked again, “Yeah, but what’s your impact?” 

Data work is time intensive, difficult and often nebulous. However, it is incredibly important not only in being able to better tell our story 
to partners and funders but also in ensuring we are meeting the goals of the organization. 

To get at impact, you need to paint a picture (a mother helping her child learn, an unemployed man finding a job, a grandmother 
video chatting with her grandchildren for the first time) and then use data to support the narrative. The story you tell must have both 
heartstrings AND data.

Our data collection efforts include an intake survey that captures demographic information and access to technology and relevant skills. 
A post-course survey informs us what participants learned and explores new levels of engagement. And lastly we do our best to reach 
all adult participants one year after course completion to discover longer-term impacts of TGH. This is all done via the Internet, text and 
phone call.

Because of all this, I know that 80% of our families report TGH School was their first time participating in an activity at their child’s 
school, 35% of TGH Community participants enter the program unemployed and 45% of adult participants’ primary language is not 
English. All this confirms we are serving the right people and helps paint the clear picture of our participants.

Further, 98% of TGH graduates report that they learned skills during their TGH course that can help improve their lives and 85% of 
participants without home internet plan to get or got home internet due to TGH. This shows we are meeting our program goals.

Lastly, 93% of students use their TGH device multiple times a week for learning activities, and 84% of adult graduates have used the 
skills they learned in the program for job-searching and/or at their current job. This tells us we are having an impact on the education 
and work lives of those we serve.

Each of these pieces of data, along with many more, helps provide evidence about the extent to which TGH accomplishes  
its goals of improving people’s lives.

“The question digital inclusion practitioners must remember to ask themselves is not 

always how many computers they have distributed to low-income individuals, families 

and households or how many digital literacy classes they have held to teach the basics; 

but has the economic needle really been moved to empower the many still locked into 

enclaves of impoverishment?”
- Lazone Grays, Jr., IBSA (Topeka, Kan.)
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APPENDIX 1: FEDERAL COMMUNICATIONS  
COMMISSION’S FORM 477

The Federal Communication Commission (FCC) 

requires Internet services providers to report 

several kinds of data every six months using Form 

477 with some data made public through regular 

data releases, usually about a year following the 

reporting deadlines. 

Form 477 Fixed Broadband Deployment Data89 

includes information about the “fixed broadband” 

technologies that each provider has deployed 

in each Census block it serves, along with the 

maximum advertised download and upload speeds 

provided by each technology to any address within 

that block. This data is available for download in the 

form of a very large zipped CSV file for each state 

and is also shared via a set of interactive maps.90

There are serious questions about the reliability 

of the Fixed Broadband Deployment Data and 

the accuracy of the statistics and maps the FCC 

produces with it. Even so, community digital 

inclusion planners and advocates find this data 

useful to identify local provider coverage areas, get 

some idea of local technologies and speeds, and 

identify major gaps in broadband availability. NDIA 

has used it to document the digital redlining of 

poorer neighborhoods in some cities.91

Form 477 Internet Access Services Reports92 

provide data on the shares of households in 

all U.S. Census tracts which actually had fixed 

broadband service (i.e. wireline or satellite, but not 

mobile) from the reporting ISPs. This data comes 

from the providers’ actual counts of customers in 

each tract who meet one of two download speed 

benchmarks (10 Mbps and 200 kbps), which the 

FCC staff totals up and then converts to one of 

six numerical codes (0 through 5) for its map.93  

A “0” represents zero households meeting the 

benchmark; a “1” represents 1 to 199 households 

per thousand; a “2” represents 200 to 399 per 

thousand; and so on up to a “5” for 800 to 1,000 

households per thousand. 

Community digital inclusion planners and 

advocates can download an Excel file with the 

whole national dataset of tracts and codes94 and 

use it to create your own local maps. Connect 

Your Community in Cleveland has examples of an 

Ohio statewide map95 and a local Cleveland city 

map96 using Form 477 Census tract household 

connection data on its website.

89. “Fixed Broadband Deployment Data from FCC Form 477,” Federal Communications Commission, accessed February 20, 2019,  
https://www.fcc.gov/general/broadband-deployment-data-fcc-form-477.

90. “Fixed Broadband Deployment,” Federal Communications Commission, accessed February 20, 2019, https://broadbandmap.fcc.gov/#/.
91. Bill Callahan, AT&T’s Digital Redlining Of Cleveland, (Columbus, OH: NDIA, 2017), https://www.digitalinclusion.org/blog/2017/03/10/atts-digital-redlining-of-cleveland/.
92. “Internet Access Services Reports,” Federal Communications Commission, accessed February 20, 2019,  

https://www.fcc.gov/general/broadband-deployment-data-fcc-form-477.
93. “Residential Fixed Internet Access Service Connections per 1000 Households by Census Tract,” Federal Communications Commission, updated June 2017,  

https://www.fcc.gov/reports-research/maps/residential-fixed-internet-access-service-connections-per-1000-households-by-census-tract/.
94. See https://www.fcc.gov/sites/default/files/tract_map_jun_2017.zip.
95. “Latest FCC data shows rural and inner-city Ohioans share a broadband problem,” Connect Your Community (blog), April 11, 2018,  

http://connectyourcommunity.org/new-fcc-data-rural-and-inner-city-ohioans-share-broadband-problem/.
96. “Home broadband map of Cleveland, June 2017,” Connect Your Community, accessed March 5, 2019,  

http://connectyourcommunity.org/home-broadband-map-of-cleveland-jun-2017/.
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APPENDIX 2. U.S. AMERICAN COMMUNITY SURVEY (ACS)

To get an overall picture of the numbers, 
demographic characteristics, and geographic 
distribution of your community members who have 
little or no internet access, you can now turn to the 
U.S. Census’ American Community Survey (ACS), 
which now provides household computer and 
internet data for individual Census tracts. (It used to 
be available only for entire cities and only for those 
above 65,000 residents.)  

The Census’ American Factfinder97 portal is a 
powerful tool for finding American Community 
Survey data for the tracts you need, or for your 
whole city or county if you prefer.  

There are several approaches to getting to your data 
but they all come down to two things:98

1.	 Identify the geography you want (Census 
tract, city, county, etc.)

2.	 Find the data table you want. 

ACS computer and internet data can be found in 
Tables B28002 through B28011 of the 2017 ACS 
5-Year Estimates. (There are are also summary 
tables, S2801 and S2802, which have much of the 
same information.) 

Topics covered in these tables include:

•	 The share of households with various types 
of home internet access (dial-up, wireline, 
cellphone, satellite, etc.) or no access at all 
(Table B28002); 

•	 Overall computer ownership and internet 
subscriptions by 

oo Households at various income levels (Table 
B28004), 

oo “Persons in households” of various ages 
(B28005), 

oo Race and ethnic groups (B28009), 

oo Educational attainment (B28006) and 

oo Labor force status (B28007).

ACS Table B28002 provides estimates for the tract 
or community you select on 

a.	 households with cable, DSL, or fiber broadband 
accounts—i.e., conventional “wireline” 
connections;

b.	 households for whom mobile devices are the 
sole home internet service;

c.	 households with other broadband types (e.g., 
satellite) as well as dial-up; 

d.	 households with no internet access at all.

Mobile subscriptions are far more likely to have strict 
data usage limits and the devices they connect, 
especially smartphones, also have serious limitations 
in important use categories like education. So NDIA 
generally considers “wireline” connections (or lack of 
them) and “no internet access at all” as the two main 
indicators of “connectedness” in this ACS table.

NDIA’s national maps of 2017 ACS data on 
households with wireline broadband access and 
households with no internet access of any kind are 
at www.digitalinclusion.org/home-internet-maps.99

97. American Factfinder, accessed March 5, 2019, https://factfinder.census.gov/.
98. If you haven’t used American Factfinder before, we strongly recommend that you take a look at the “how to” presentation and transcript, or listen to the audio recording, that are 

linked under “Event Resources” here: https://broadbandusa.ntia.doc.gov/webinar_190220. In the transcript, look at Ryan Dolan’s presentation beginning on page 18.
99. “Home Internet Maps,” NDIA, accessed March 5, 2019, https://www.digitalinclusion.org/home-internet-maps/.

50 



APPENDIX 3: TIPS AND TRICKS FOR RUNNING A PROGRAM  
WITH DIGITAL LITERACY VOLUNTEERS.

From Kami Griffiths, Community Tech Network

One thing’s for certain with volunteers—retention 

can be a challenge. So if you’ll be relying on them 

as instructors for your digital literacy programming, 

here are some tips and tricks for running a program 

with digital literacy volunteers.

Recruiting
The benefit of recruiting a digital literacy volunteer 

is that you can use the internet to recruit. Some 

national sites where you can promote your volunteer 

positions include: 

1.	 VolunteerMatch (most used and beneficial) 

2.	 Idealist

3.	 Craigslist 

4.	 United Way 

5.	 Hands on Network (Points of Light)

You can supplement your online recruiting efforts 

with other options, such as: 

1.	 Hanging flyers in and around your location/

community 

2.	 Submitting an article or OpEd to your community 

newspaper

3.	 Social media posts 

4.	 Making an appearance on local television or 

radio 

5.	 PSA on a local radio station

6.	 Working through an association for retired 

people (AARP, etc) 

Longer-term strategies:
•	 Contact your local high school or college to 

see if they have a service-learning program or 

internship program. This a great way to ensure 

the volunteer will follow through since their 

grade depends on it. Internship coordinators 

are responsible for finding good placements 

for their undergraduate students. So develop 

relationships with them! Universities have their 

own websites for creating nonprofit profiles and 

posting opportunities for volunteers or use sites 

like Handshake. 

•	 Contact the corporate social responsibility (CSR) 

person at local companies to see what type of 

employee engagement programs they have. 

These programs encourage volunteerism and 

may even allow employees a set amount of time 

off to volunteer during the work week when it 

could be more challenging to fill a volunteer shift.
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The Right Fit
One way to improve retention is to ensure a good fit 

from the start. Here are some questions to consider 

when evaluating prospective volunteers:

1.	 Are they a good communicator of  

complex terms? 

2.	 Do they have a passion for teaching  

digital literacy?

3.	 Are they comfortable working with people of 

different ages and backgrounds? Do they speak 

the languages needed or have the cultural 

competency to work with the population  

you serve? 

4.	 Do they ask questions? If they don’t know an 

answer, are they comfortable admitting it and 

using it as an opportunity to look up the  

answer together?

5.	 Do they have enough patience to explain the 

same thing three times in three different ways? 

6.	 Are they interested in technology and know how 

to use the technology that learners are using?  

7.	 Are they going to be available for the minimum 

required time or are they likely to leave if they find 

a job? It’s always a good idea to have your own 

idea of the volunteer time commitment posted 

when seeking volunteers. 

Feeling Fulfilled
People give their time for a few reasons: to meet 

people when they move to a new place, to learn 

new skills, to help people and make an impact, or 

to change careers and gain experience. Be sure to 

find out each volunteer’s goal and match them to 

the right volunteer opportunity to achieve that goal. 

Then use the volunteer’s time wisely by ensuring 

they have a good-sized class of students who show 

up ready to learn.

Training and Orientation
Some of your volunteers will have previous teaching 

experience, but for most people this will be their first 

time helping someone improve their digital skills.  

To ensure that the volunteer is prepared to work 

with the learner, have them understand these  

10 principles100: 

1.	 The learner is in control.

2.	 Be patient with the learner.

3.	 Get to know the learner.

4.	 Do not assume knowledge.

5.	 Admit your own limits.

6.	 Be respectful of differences.

7.	 Be selective and focused.

8.	 Be flexible and creative.

9.	 Understand internet safety.

10.	Be open to new experiences.

Be sure to give the volunteer a tour of your facilities, 

an opportunity to shadow an existing staff member 

or volunteer, and introduce them to key staff 

members they will see regularly. This will help them 

feel welcome and prepared for their first day.    

 

 

100. https://www.communitytechnetwork.org/wp-content/uploads/CTN-10_Principles.pdf
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Learner Feedback
You may not see the volunteer in action, so it will be 

critical to build in other ways of capturing feedback. 

Check in with the learners to solicit feedback on 

the volunteer. If they identify areas for improvement, 

provide the volunteer with additional training or 

pair them with another volunteer who has more 

experience. If the volunteer still isn’t performing after 

a few interventions, it may be time to assign them a 

different role or let them go. 

Liability
Most volunteers have good intentions, but something 

may happen that requires legal intervention, which 

is a sure way to derail a program and potentially put 

the entire organization at risk. A few steps to take to 

protect your organization include:

1.	 Have the volunteer sign a release of liability

2.	 Make sure you have general liability insurance for 

the locations where volunteers are placed 

3.	 Consider getting Directors & Officers (D&O) 

insurance to protect the staff and board

4.	 Conduct background checks 

Organizing Substitutes
Life happens, and volunteers may not be able to 

keep their volunteer commitment. In order to have 

uninterrupted service for your learners, develop a 

pool of volunteers with flexible schedules who can 

serve as substitutes.  

Ongoing Support
Volunteers may be scheduled at times and locations 

where you won’t see them very often, if at all.  

You may consider asking volunteers to submit their 

time weekly (using an online survey tool) and share 

any issues they’re facing. This way you know they 

attended their shift and can address any problems 

immediately. If a new program need pops up, you 

can provide the additional training at a monthly 

meeting, which also serves as a way for volunteers 

to meet each other and share ideas. To keep 

volunteers informed you could create online training 

video, schedule a webinar for volunteers to attend, 

set up an online forum for volunteers to share ideas 

and meet each other and/or publish a monthly 

newsletter with links to resources. 

Volunteer Recognition
With all the time spent on recruiting and training 

volunteers, it’s in your best interest and that of your 

learner to keep the volunteers around as long as 

possible. Here are some ways to recognize your 

volunteers in order to increase your retention:

1.	 Consider sending regular communication with 

success stories and updates on meeting larger 

goals to let them know their time is making a 

difference in the community and contributing to 

the organization’s larger mission. 

2.	 Show your appreciation by having an annual 

awards event or highlighting volunteers in a 

monthly newsletter or on social media. 

3.	 If possible, give your regular volunteers small 

tokens of appreciation such as gift cards or 

handwritten thank you notes.
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