
This Training Guide is for orienting new Digital 
Navigators to their role.  
It was developed for a digital navigator program. 
Make a copy and make it your own!

➢ Digital Navigator Playbook is here
➢ Digital Navigator Resource Hub is here

https://docs.google.com/presentation/d/1e465wNPMnb5tR_HkfigBup34iMcxen11ALEqxRD-rfg/copy
https://digitalus.org/digital-navigator-playbook/
https://digitalus.org/digital-navigator-resources/


Digital 
Navigator 
Training 



In this training you will explore the following topics: 

○ Digital Equity and Inclusion  - Key terms to know

○ Why we need Digital Navigators - A Call to Action!

○ Roles and Responsibilities - Expectations and Goals

○ Key Skills - Skills and Attitudes

○ Resources 

  

https://digitalus.org/digital-navigator-resources/
https://digitalus.org/resources/?_resource_categories=devices
https://digitalus.org/digital-navigator-resources/
https://digitalus.org/resources/?_resource_categories=connectivity


Digital 
Equity and 
Inclusion 
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Key Terms to know 



In this section you will explore the following terms: 

○ Digital Exclusion vs. Digital Inclusion

○ Digital Divide

○ Barriers to Digital Equity

○ Digital Redlining

○ Digital Literacy

○ Elements of Digital Inclusion



There is a great inequality that exists 
uniquely in our modern world — 
Digital Exclusion, or what some call 
the Digital Divide. 



Digital Exclusion refers to those that 
lack access to technology and 
foundational digital skills training, 
locking many people out of 
opportunities, with considerable 
costs to them and our wider society.



Digital Divide refers to the 
economic, educational, and social 
inequalities between those who 
have computers and online access 
and those who do not, or don’t 
know how to use them.



The digital divide is directly linked to 
inequality

Internet access is a modern necessity, 

not a luxury. Internet access is required 

to efficiently exist in today’s world. 

World Economic Forum

Video credit: FUSION

http://www.youtube.com/watch?v=m7I2YiobGKU
https://www.weforum.org/agenda/2016/05/4-billion-people-still-don-t-have-internet-access-here-s-how-to-connect-them/
https://www.youtube.com/channel/UCd2QBrKT_GzjlsMOX4lLHOQ


When some of US are not able to:



It impacts all of US



While access has greatly increased over 

the last two decades, deep inequality 

remains.  

Seniors, racial minorities, low-income 

households and rural residents are less 

likely to have broadband at home.



Barriers to digital equality include: 

○ Disparities in infrastructure

○ The cost of internet

○ The cost of equipment 

○ Lack of access to digital literacy 

opportunities



America’s broadband internet 
inequities mirror racial and economic 
inequities. 

Low-income neighborhoods and 
communities of color have less 
access to broadband. 



This is known as Digital Redlining. 

When major network providers 
systematically exclude low-income 
neighborhoods from broadband 
service—deploying only 
sub-standard, low-speed home 
internet.



However, the digital divide does not 
only affect low-income 
neighborhoods and communities of 
color.



Digital literacy and critical thinking, in a 
technology rich context, is necessary to 
participate effectively in today’s world.



However, ½ of Americans 
aren’t comfortable using 
technology to learn.

and 

58% of millennials lack 
digital problem solving 
skills.



Reading books online or using your 
phone to post on Facebook or send a 
text, is not digital literacy. 



Digital literacy means “the skills 
associated with using technology to 
enable users to find, evaluate, 
organize, create, and communicate 
information; and developing digital 
citizenship and the responsible use 
of technology” 

Source: Museum and Library Services Act of 2010, Pub. L. 111-340, 22 Dec. 2010



If Digital Exclusion is the 
problem, what is Digital 

Inclusion? 



Digital Inclusion refers to the activities 
necessary to ensure that all individuals 
and communities, including the most 
disadvantaged, have access to and use of 
Information and Communication 
Technologies (ICTs).  



The five elements of Digital Inclusion? 
1) affordable, robust broadband internet service
2) internet-enabled devices that meet the needs of the 
user
3) access to digital literacy training
4) quality technical support
5) applications and online content designed to enable 
and encourage self-sufficiency, participation and 
collaboration. 



“Digital Inclusion requires intentional 
strategies and investments to reduce and 
eliminate historical, institutional and 
structural barriers to access and use 
technology” (NDIA)

https://www.digitalinclusion.org/definitions/


As a digital navigator, this is the work you are 
engaged in. 
In particular you provide information and 
resources to ensure people have access to: 
1. Connectivity* (broadband internet options)
2. Equipment (computers, tablets, hotspots)
3. Information about digital literacy training

* You can collect your own data using this this worksheet developed by Arizona 
State Library

https://digitalus.org/resources/?_resource_categories=connectivity
https://digitalus.org/resources/?_resource_categories=devices
https://digitalus.org/digital-navigator-resources/
https://drive.google.com/file/d/1kD4W9A5nA_gXEDPDVKD7kRhP18_YHApj/view?usp=sharing
https://azlibrary.gov/
https://azlibrary.gov/


It’s your turn!
Use the following form to tell 
us

Why is digital inclusion 
important to you? How can 
you support digital inclusion? 

★ Make a copy and make it your own!

https://docs.google.com/forms/d/1lE7yjDwNjD7OkyWmBH9QNitRAc-VI9yctCpl2Eso7v8/copy
https://docs.google.com/presentation/d/1e465wNPMnb5tR_HkfigBup34iMcxen11ALEqxRD-rfg/copy


Why we 
need 

Digital 
Navigators

A call to action!
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As schools and training providers 
have shut down in-person classes 

and telework has become the norm 
across many industries, those 

without devices, connectivity, or 
digital skills have been shut out 

from the increasingly online world.





The World Economic Forum 
expects that by 2022, the core 
skills needed to perform most 

roles will change by 42%, which 
means individuals who aren’t 

comfortable using technology to 
learn are at risk of falling behind.

http://blogs.edweek.org/edweek/DigitalEducation/2015/06/us_millennials_know_technology.html



Despite common 
misperception, this is not a 
problem that will age out.



¼ 
of those who cannot use a 

computer
are 16 to 34 years old

https://digitalus.org/digital-equity-imperative/



58% of 
millennials

lack problem-solving skills 
in a digital environment



8/10
middle- skilled jobs

require digital skills



At a time when all of US need 
access, a key element in developing 
a more equitable ecosystem for 
economic recovery is offering 
accessible, just-in-time digital 
navigator services at scale.



Thank you for being 
a Digital Navigator



It’s your turn!

Use the following form to tell 
us 

Why do you want to be a 
Digital Navigator and why 
this work is important to 
you.

★ Make a copy and make it your own!

https://docs.google.com/forms/d/1GLZf_jm3xDaVLsaSnEJYsgnyFXaQPn8XBPipPo9NqiM/copy
https://docs.google.com/presentation/d/1e465wNPMnb5tR_HkfigBup34iMcxen11ALEqxRD-rfg/copy


Roles and 
Responsibilities

Expectations and 
Goals
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Digital Navigators help 
learner-workers (virtually or at 
drop-in locations) secure affordable 
internet access and/or devices and 
learn to use them to help meet 
their goals.



Additionally, Digital Navigators are a 
one-stop service for making referrals to 
programs and facilitating enrollment 
in digital literacy classes, workshops, 
upskilling opportunities, critical services, 
or helping people search for or apply for 
a job. 



The Digital Navigator concept builds from previous 
experiences like: 
- Career Navigators
- Census Ambassadors 

Now the Digital Navigator concept is being applied to offer 
information and connection to some of these resources: 
● COVID vaccine 
● Telehealth
● Taxes
● Access to community services / online hubs
● Broadband National Benefits

https://www.collegetransition.org/student-supporters/publications/navigator-trainer-manual/
https://cmo.smcgov.org/census-ambassador-program#:~:text=Census%20Ambassadors%20will%20play%20a,Action%20Teams%20across%20the%20county.


Digital Navigators

1. Act as a liaison, 
providing 
individualized or 
small group 
assistance.

2. Educate 
learner-workers so 
they can make their 
own decisions.

3. Resolve any 
emerging 
problems that 
learner-workers 
might face with 
accuracy and 
efficiency. 

Sample job description

https://docs.google.com/document/d/1TOJoFFoq0xIxVXe6yKMwV29PjxqpUuAZFQWHkSRtcJs/edit?usp=sharing


Digital Navigators provide

1. information about 
low-cost internet access 
options in the community

You can start collecting 
data using this this 
worksheet developed by 
Arizona State Library

2. information about free, low-cost or 
refurbished devices available in the 
community

You can start by identifying 
refurbishing and low-cost suppliers 
and by exploring more the National 
Cristina Foundation website 
https://digitunity.org/

3. tech support to help 
learner-workers connect devices to 
the internet, download or access 
applications, etc. 

You can start by exploring these 
video libraries: Tech goes home 
videos 
https://www.techgoeshome.org/cov 
Saint Paul Public School 
https://www.spps.org/Page/36659

Digital Navigator Resource Hub

https://drive.google.com/file/d/1kD4W9A5nA_gXEDPDVKD7kRhP18_YHApj/view?usp=sharing
https://drive.google.com/file/d/1kD4W9A5nA_gXEDPDVKD7kRhP18_YHApj/view?usp=sharing
https://azlibrary.gov/
https://digitunity.org/
https://www.techgoeshome.org/covid
https://www.spps.org/Page/36659
https://digitalus.org/digital-navigator-resources/


Assessing need 
● What devices are learners using?

● What connectivity capacity do they have?

● How do learners self-assess their digital literacy?

● What learners want to learn?

● What learners want/need to do?

● What resources are appropriate for your learner?

● How would you follow up/ How can they contact you if they have 

additional questions?



Assessing need 
Rachel Riggs created this  Digital Literacy Action Plan to help 

learners create an action plan for acquiring new digital skills.

The Digital Literacy Survey can help you identity: what devices 

learners are using, how learners self-assess their digital literacy, and 

more importantly, what learners want to learn. 

https://wakelet.com/wake/oE8aSwlIj5IskWqbMqnug
https://docs.google.com/forms/d/1aZ4bxI4zOjsiX7ude8UjXcOpe9pIEvHwD4XYd7Hal9Q/copy


Creating a plan 
The Digital Literacy Action Plan can help learners create an action 

plan for acquiring new digital skills. 

https://docs.google.com/forms/d/1suvfxdPBnBBvI7KieSXB3Dyyz4KLvirqyEeeIrKf__A/copy


Key Skills
Skills and Attitudes
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Your skills and opportunities to 
grow

● Do you have customer service experience? 
● Do you have experience troubleshooting tech issues? 
● What is your level of comfort with technology?
● What community resources do you know in your community 

that can help people with other needs? Is there a local 
government website or library website you can rely on? 

● What conflict de-escalation techniques are you familiar 
with? 



A competent Digital Navigator

Is comfortable with technology Has the ability and desire to learn 
and teach

Understands, communicates with 
and effectively interacts with 
people across cultures and of 
diverse backgrounds

Is able to build trust with 
clients

Is patient, compassionate and 
supportive Is a creative problem solver

Negotiates and handles 
stressful situations in a positive 
manner

Is service oriented
conducts itself in an 
approachable and professional 
manner



It’s your turn!

Use the following form to assess 
your skills and set goals for the 
future 

★ Make a copy and make it your own!

https://docs.google.com/forms/d/1ovW27-ByRRObZPR20iUcwhBX7bhuuvkMbsLT2LbEDiQ/copy
https://docs.google.com/presentation/d/1e465wNPMnb5tR_HkfigBup34iMcxen11ALEqxRD-rfg/copy


Comfortable with Technology + Ability 
and desire to learn and teach

● Create your own demo. Some devices and programmes like Macs and Windows 10 have 
built-in screen recording.

● Use a Voice Recorder for 'How to Do' instructions and email it as an MP4 file.
● Take screen shots. You could send these separately ie via Whatsapp.
● Make it fun. Help them play online scrabble, take virtual tours, plan a holiday, learn the 

ukulele.  
● Pause a little and listen to their fears.  What aspects of digital technology can help ease their 

personal concerns?
● Be encouraging, even if someone is doing it wrong, over and over, and over again. 

Encouragement gives hope.
● If your remote digital skills session turns into a chat about the weather, the neighbours or the 

weekly bin collection that is more than enough at this time.
● Remember, we are all learning.

https://www.digitalunite.com/news-reviews/helping-others-remote-digital-champion-top-techniques



Building trust
● Learning something new can be nerve-wracking and people may be fearful of looking foolish 

or being too slow. 
● It’s really important to spend some time chatting generally in sessions and building a bit of 

rapport. It can be harder to build trust when you’re working with them remotely, especially if you 
are on the phone and can’t see them. 

● Building trust is a process and takes effort and planning.

Here are some tips: 
● show people you are a learner too.
● Let people know that you see who they are and that you are willing to work with them.
● Validate their experience and feelings.

 

https://www.digitalunite.com/news-reviews/helping-others-remote-digital-champion-top-techniques



Manages stressful conversations 
in a positive way

● Anticipate that you may not be on the same page - what may be logical to you may not be 
logical to others.

● Use a respectful tone - Speak calmly with kindness and respect.

● Genuinely desire a win-win outcome. - aim for a compromise or resolution that satisfies your 
goal and the needs of the other person.

●  Be empathetic - When you show genuine interest in understanding the other person’s side of 
the story, you are more effective in resolving the matter.

● Don’t interrupt. - Show the other person the respect you want to be shown when you are talking.

https://www.digitalunite.com/news-reviews/helping-others-remote-digital-champion-top-techniques



Service oriented
● Learner-workers first! Putting your customers first is all about prioritizing focus and effort 

towards the customer, so that you can be on the right path to providing top quality service. 

● This starts by getting to know who your customers are and what they frequently need help 

with.

● Put yourself in the shoes of the person

https://www.userlike.com/blog/customer-first


Cultural competency
● Each context and digital environment we interact with and participate within has a different 

culture; the norms, values and codes that shape how you act, what tools you might use and how 
you communicate. 

● Knowing how to exist within these different cultures is part of digital literacy; e.g. knowing that 
the way you communicate on LinkedIn is different from how you speak with your friends on 
Facebook.  Moving in between these spaces appropriately and effectively is also part of the 
cultural element of digital literacy; 

https://online.uhv.edu/articles/undergraduate-studies/does-culture-affect-communication.aspx



Resources
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https://digitalus.org/resources/?_resource_categories=connectivity
https://digitalus.org/resources/?_resource_categories=devices
https://digitalus.org/digital-navigator-resources/

