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September 8, 2004
Yes indeed, this is a blank page, so it’s good for notes or scribbling.

By the way, the little pointing hand ( that sometimes shows up in this manual indicates some information that may be really worth paying attention to.

Thank you!

Thank you for volunteering to be a NetMaster volunteer. You will be joining hundreds of volunteers who have been helping promote computer literacy in our community through teaching classes on our library computers since 1997.

Steve Kahn, a KCLS public trainer, coordinates the NetMaster program. He can be reached at: skahn@kcls.org or by calling 425-369-3444. Current NetMaster information and documentation can be found on the NetMaster portion of the KCLS Library System web site at:

http://www.kcls.org/nm/netmaster.cfm

You probably have some questions. For example:

· What classes am I expected to teach? 

· How many students will I get in a class? 

· Will the library’s class schedule be compatible with my personal schedule for obligations such as work, school, and family? 

· Does the library provide lesson plans that indicate what I am supposed to teach? 

· Does the library provide me with handouts for my students?

The purpose of this manual is to answer many of these sorts of questions and to help prepare you for a positive and rewarding experience.

Who will be my typical students?

Who are the people you meet when you teach a class? Here are some examples of typical students in our classes.
· Senior citizens playing “catch up” with computers and the Internet. 

· Immigrants for whom learning to use a computer is part of their rite of passage into American life. 

· People from all walks of life seeking to upgrade their computer skills to find a job or get a promotion. 

· Parents trying to keep up with their children’s computer skills and homework.

That’s just a start. To sum up, you will encounter a great variety of people in your classes, and a great variety of reasons why they come to computer classes at KCLS.

What classes does KCLS offer?

Library Catalog

The most obvious thing to learn about using a library computer is how to use the library catalog to reserve books, videos, DVDs, music disks, and electronic books. We do offer library catalog classes but they’re almost always taught by library staff. We also have some online database classes (Internet information databases, not Access-type stuff), also taught by staff.

Internet

Traditionally, using the Internet (specifically, the World Wide Web protocol on the Internet) has been the most widely taught class in libraries. The web can be thought of as a new form of publishing, and the addition of computers and the web to the library resources demands new kinds of literacy among library patrons. KCLS classes include two on basic web skills and one on using search tools. 

Microsoft Office

Thanks to software donations by Microsoft, KCLS computers include Microsoft Office productivity tools. Many people seek to learn how to use these tools or seek to improve skills they already have. Some come across these programs on a computer at home, at school, or at work. Others encounter these programs for the first time at the library.

Microsoft Word is the most popular of these programs for classes. Excel (typically for employment-related reasons) is also quite popular. We also offer occasional classes in Microsoft Publisher and PowerPoint. (As so many school children get assignments to create PowerPoint presentations, parents sometimes show up for PowerPoint classes. For that manner, parents may be found in any of our classes seeking to “keep up with our kids.”)

What we don’t teach

Currently, we don’t offer classes in Microsoft Access, though that may come in the future. We don’t currently offer classes in HTML and web design.

We don’t offer classes on basic Windows operations. Many students would like such classes but the security limitations on our computers (described in the section on library computers) make it essentially impossible to teach such a class. (The Techlab, described below, can teach Windows classes.)

It might be cool to teach classes on personal financial software (such as Quicken or Microsoft Money) or other programs such as Front Page or even something exciting such as Doom, but we don’t have any of those programs on our computers, and they’re not likely to show up on library computers. 

Many of our students don’t know how to type, but teaching typing on our computers on library computers is not practical at this time. In your classes, you will have to patiently help some students who struggle with “hunt and peck” text entry.

Stuff we will teach but not right away

We have a high demand for classes on how to use email. However, email is a very difficult subject to teach. For example, some students with no computer experience come seeking help with setting up an account. Basic tasks such as choosing an account name and password are very confusing to them. Other students already have email accounts and want help on more advanced topics such as sending and receiving attachments. We will need to develop a precisely targeted curriculum to serve such varied requests.

We are working on developing an email curriculum in 2005.

Techlab

Besides the classes described above we also have a mobile teaching unit called the Techlab, with eight computers in a bus. The Techlab has its own staff (so it doesn’t request volunteers). The Techlab staff can schedule hands-on on-site sessions at various community agencies and organizations such as senior centers, park districts, community or recreational centers, social service agencies, residential facilities, or other gathering places in the community.

Target audiences include, but are not limited to, seniors, low-income populations, ESL and new immigrant populations, latchkey children, and young adults.

See the section on “Classes” for a detailed description of the classes we teach.

What do KCLS look for in a volunteer?

Computer knowledge

Obviously, NetMaster volunteers should have a basic knowledge of the programs they will teach. However, as most students are at a very beginning level, you do not have to be a big-time expert to be an effective NetMaster teacher. Read the Level 1 and Level 2 manuals, and you will have a pretty good idea of what you need to know. If you are still not sure, take a class or two yourself.

Also, you don’t need to teach every class in our curriculum. It’s perfectly acceptable to choose certain classes you enjoy and feel comfortable with and concentrate on just teaching those classes.

Reliable and dependable

Reliability is an important requirement for NetMaster volunteers. Both the students and the library staff depend on you to show up on time for classes you are scheduled to teach. It’s also essential for you to communicate with your library contact in a clear and dependable way.

Clear, patient teaching

Many technically proficient computer users have difficulty teaching computer skills and concepts to computer beginners. You need computer skills to teach, but you also need teaching skills as well, and teaching proficiency starts with the ability to explain computer concepts in a clear way and with being kind and patient with your students. Just as your students have to work hard to develop their computer skills, teachers have to focus and practice to develop their teaching skills.

Time commitments and scheduling

KCLS asks that volunteers commit to teach a minimum of four classes over a six-month period. Most libraries try to schedule classes at times convenient for a volunteer’s schedule. However, there may be conflicts with times when the library is closed or when the library computers are too busy to allow classes to be held. However, if one library’s schedule is not compatible with yours, you can probably find a nearby library that can set up a schedule that works with yours.

Libraries like to offer classes on a fairly regular basis. A volunteer who teaches on a fairly regular, predictable basis (such as one class each month) is more helpful than a volunteer who teaches irregularly (such as offering several classes one month and none the next). Most of our volunteers teach once a month. A few teach more often. Some teach at more than one library. We appreciate such ambitious efforts, but we also caution volunteers to start out slowly and be careful not to commit to more than they can comfortably handle.

Wrapping it all up

We appreciate your efforts as a volunteer, but we understand that the time will come when you need to end your service. A few volunteers are a little uncomfortable about telling their library they’re leaving, and sometimes they just disappear or stop answering their email. Please be more direct—we can deal with it. 

The best way to close out your service is to tell the library in a clear and straightforward manner when you need to leave, giving them (if possible) a month or two of advanced notice so they can start working on finding another volunteer.

How do I become a NetMaster?

To participate in the NetMaster program, follow these steps:

Online application

First, fill out the online application at the following web page:

http://www.kcls.org/nm/form/

(You’ve probably done that already.)

The steps listed below are shown in the most typical order, but we stay flexible, so don’t worry if your progress through the application and training process works out in a slightly different order than listed here.

Interview

At some point, you will have an interview with the NetMaster Coordinator. To save unnecessary travel, we try to combine it with either the observation or the orientation (both described below). At the interview, we find out why you want to be a NetMaster volunteer, what qualifications and qualities you bring to the position, and evaluate whether the combination of volunteer and library system looks like it will be a good fit. The majority of volunteers are accepted, but acceptance is not automatic. Sometimes the volunteer realizes that the position is not what they are really looking for. Sometimes the library realizes that the applicant is not really suitable for the spot. Sometimes there just isn’t an opening at a particular library at the present time.

During the application process we also provide you with background check disclosure forms for you to fill out. (All employees and volunteers complete disclosure forms and undergo a background check by the Washington State Patrol.)

Observation

We require applicants to observe a demonstration class. Usually, the class is taught by the NetMaster Coordinator, though other arrangements are possible.

It’s one thing to describe what a class is like, what the students are like, what the physical conditions are like, what we teach, etc., but it’s a whole different experience to see the real thing. That’s why we require you to observe an actual class. It gives you a chance to see what really happens, to see what the students are really like, to evaluate whether this is something you really want to do, and be better prepared for the first time you teach your own class.

Unfortunately, arranging the observation to meet everyone’s schedule and best location can be a bit challenging. Each month, we list the next batch of demonstration classes on our web site at

http://www.kcls.org/nm/demonstrationclasses.cfm

If you can attend one of the scheduled classes, email the NetMaster Coordinator (skahn@kcls.org) and he will confirm your appointment. If none of the classes on the schedule is convenient for you, we will schedule one at a time or place that works better for you. This takes a little longer to arrange because the class has to be put on the schedule, advertised, students signed up…well, the whole process takes a while. It will probably be at least a month, sometimes longer. 

Orientation

The other task to complete is to go through the orientation with the NetMaster Coordinator. Ideally, a new volunteer does the observation before the orientation as what you see at the observation is useful to talk about. But things don’t always work out that way, and it’s not a big deal.

The orientation is a little easier to arrange, as we don’t have to sign up some students for a class. The orientation may be just for you individually, or you may have one or two other volunteers sharing the orientation with you.

At the orientation, we give you copies of the student manuals and go over the curriculum with you. We go over the features, variations, and peculiarities of the library computers. We tell you about the library staff you will work with. We talk about things that sometimes go wrong, ways to prevent problems and ways to deal with them if they do happen. 

The orientation is your main opportunity to ask questions and alleviate concerns.

(

Orientation for your particular library

After your orientation, you should meet with the contact person for the library where you will be teaching. In order to orient yourself to the specific practices and requirements of that library, find out the answers to these questions in your first meeting with your Library Contact person.

Scheduling

· When do you prefer classes to be held?

· During regular library hours?

· Before regular library hours? (If the library is closed to the public, where should I enter the building? Where do the students enter the building?)

· Weekdays?

· Evenings?

· Are there any particular times when you don’t want to have classes (usually because the library is too busy at that time).

· How far ahead do you prefer to schedule classes?

Computers and teaching area

· Which computers do you usually use for classes?

· How many students do you usually sign up for a class?

· Do you ever have students share computers for classes?

· Do you use regular PCs or thin clients? Do you have recessed monitors?

· Are there any other special configuration details I should know about?

· During regular computer use (not classes) how much time do patrons normally get during a session? How many sessions do they get in a day? Are there computers set up for shorter sessions (for quick access) or for library catalog-only use?

· Do you use individual printers or print stations? Where are the print stations located? Are there any color printing stations available for public use?

· Where are the self-booking stations (for reserving computers) located?

Class organization, preparation, and trouble-shooting

· How do I get enough blank disks for use in a class?

 (Most MS Office classes use practice files on floppy disks.)

· The NetMaster Coordinator will provide you with a master disk. 

· The Library Contact person will provide you with enough blank disks for a class. 

· It is your job to copy exercise files from your master disk onto each of the class disks. 

Distribute disks at the beginning of a class and collect them again at the end of the class. You may need to periodically recopy files because sometimes students save files that shouldn’t be saved. Whew.)

· Does your library sell disks to students? (In many libraries, the Friends of the Library organization provides floppy disks for sale for about a dollar. Students who want the class files may be able to buy a blank disk. Then you would have to use a staff computer to copy the files for the student.)

· Who usually reserves the computers for classes using the Booking (Telus) software?

· Where do you keep slips for emergency log-ins? 

· Does the reference desk take class sign-ups, or is there another arrangement? 

· Can students sign up for classes by phone? 

· Are there limits on how often a student can take a class or other special restrictions?

· What procedure is used to remind students of a class? Do I need to do that?

· Where do you keep the class roster for a class?

· How should I report the number of students who attended a class?

· Are computers marked as reserved before a class?

· Where do you keep class manuals and any other necessary supplies?

· Is there a copy machine I can use if I need to copy manuals in an emergency?

Teaching

· Whom should I contact if there are disruptions while I am teaching? (For example, other patrons are noisy, or interrupt to ask for help. Note: if you run into problems involving patrons, ask a staff member for assistance. Don’t try to handle it yourself.)

Now you’re ready to start teaching, so let’s get going

After you’ve oriented yourself to a particular library, set up a teaching schedule with your NetMaster Contact. Once again you will have to be patient. It will take a while before you can teach your first class. Just as with the demonstration class, we have to get it on the schedule, advertise it, sign up students, etc. But the day will come. After you’ve taught your first class, drop us a line and let us know how it went!

What kind of computers will I find in the library?

Well, our computers are a little different, and they take a little getting used to when you start teaching on them. It’s kind of a long story, so please hang in there.

To begin with we have two kinds of computers: staff computers and public computers. 

Staff Computers

Staff computers are regular Windows PCs, located in the staff areas of the library. Normally, you probably won’t be using them. However, you might need to use one in a special situation, for example if you need to copy disks (because you can’t copy a disk on a public computer). Talk to your library contact person about whether or not you would be allowed to use a staff computer, and under what conditions. Please be very careful and respectful with regard to the privacy and integrity of staff computers.

Public Computers

Public computers are the computers you see on the library floor for the use—surprise!—of the general public. Generally, people need a library card to use a public computer. However, students in your classes don’t need a library card. More about that later.

Library patrons (that’s library-speak for customers) use public computers for finding and ordering library materials on the library catalog, for scanning web pages for information and entertainment, for reading, writing, and sending email (web email only—programs like Outlook Express are not available), and for carrying out word processing and similar productivity software tasks. Patrons must sign in with a library card to use a public computer. The sign-in procedure sets time limits to promote equal sharing of computer resources. (The exact time available varies from one library to another, and in large libraries, from one computer to another in the library.) The software program controlling sign-ins is known as Telus (that’s the brand name).

The library computers operate under many limitations and restrictions that limit computer use, including class instruction. For example, security limitations prevent access to the hard disk and the Start menu. The desktop displays no icons. Patrons access programs as Internet Explorer and Microsoft Word through a program called Library Online. 

Types of computers
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To further complicate a description of public computers, there are two basic types now in use. Traditionally, KCLS has used regular Windows PCs. However, we are now installing thin clients, basically PCs without a regular hard disk or regular cpu. (You might describe a thin client as slightly smarter than a dumb terminal). Thin clients run MS Office and Internet Explorer from our main server at the KCLS Service Center in Issaquah. (To be more precise about the Internet, the thin client runs a “barebones” version of Internet from the local disk, and also runs a more elaborate version of Internet Explorer from the server that supports fonts for world languages (such as Chinese and Russian) and also supports Java and some plug-ins.

KCLS is also changing to [image: image2.jpg]


recessed monitors to provide more privacy for patrons as they use a computer station. The recessed monitors do make teaching a little more challenging as it’s more difficult to see a student’s monitor. However, it is still perfectly possible to teach a good class with recessed monitors.

Printing

Most libraries use network printing. Instead of one printer per computer, one or more printers serve several public computers. Patrons will need to assign a job name to each print job and log in at a printer station and select (by putting a check in a checkbox) each job they want to print.

Patrons are allowed to print 75 free black-and-white laser-printed pages a week. A few libraries (such as Bellevue Regional) also have color laser printing (limiting patrons to 10 free color pages a week).

Be Familiar with the System

Make sure you have used the system at least once as an ordinary patron at the library where you will be teaching. You should be familiar with reserving a computer, logging in, opening different programs with Library Online, printing a job, and logging off from your account.

Software Versions

Be prepared for two different versions of Microsoft Office. The traditional PCs use Microsoft Office 2000. Thin clients use Office 2003.  Before you teach at a library check out which version of the software you will be using and make sure you are familiar with that version of any program you are teaching.

Computer Stability

Thin clients are sometimes a little more temperamental than the regular PCs. If you are working in a library using thin clients, check with your library contact to see how the computers are behaving.

What you can and can’t do on a library computer

Patron computers are protected by security software. Restrictions include:

· The Start menu can only be used for shut down. Applications must be started list of programs (using the Library Online window) accessible after a patron logs on.

· Patrons can’t access the hard disk. They can open files from and save files to a floppy disk. (Some libraries also have Zip drives.)

· Most system settings (such as those in the Windows Control Panel) are unavailable.

· File management tools are limited. My Computer and Windows Explorer are not accessible. It is not possible to format disks or copy disks. However files can be copied moved, and deleted (on floppies only) using the Open and Save As dialog boxes from applications such as Microsoft Word. (Some commands require using the right mouse button.)

· On the Web, some functions are not available. Software downloading (of executable files) is blocked. However patrons can save text files, graphic files, and Acrobat (.pdf) files to floppy disks. Generally MS Office files can be downloaded, or opened from attachments though ones with macros may be blocked.

· Web pages that offer special features (such as sounds, video, chat, virtual reality, etc.) based on helpers, Java, Java-Script, plug-ins, Active-X controls, etc. may or may not work. You may find differences in what works from library to library. As KCLS moves to thin clients, restrictions tend to increase. (Thin clients offer two versions of Internet Explorer.  a basic “bare-bones” version, and the world languages option which offers fonts for non-Latin languages and also a greater number of plug-ins, helpers and special features.)

· Patrons can change Page Setup commands and can manipulate toolbars.

· Telnet is generally not available.

Library staff

Here’s a quick guide to some of the titles and job duties of library staff you’ll meet in the library. You probably won’t have much to do with people at the top of the pyramid, so we’ll run though that pretty quickly. The Library has a board of directors (appointed by the County Executive). The Library Director reports to the Board and directs the library—assisted by Associate Directors.

Each library has a Manager. From your point of view, he or she is the boss and it’s a good idea to pay attention to anything the Manager tells you to do (or not to do). (Some of the smaller libraries are organized into clusters and the manager might manage a couple of libraries in a cluster.)

There are two main career paths under the Manager. Reference Librarians have a Masters degree and can be found at the reference desk where they answer questions for patrons and help them locate information. (They do lots of other stuff they also do, but that’s the number one job function.)  

Library Assistants help with the circulation of library materials, including tasks like checking items out and in, collecting fines, and answering patron questions about their account. Library assistants are assisted by Pages who help with shelving library materials.

KCLS also has a computer department (Information Technology Services, frequently referred to as ITS) working out of our headquarters in Issaquah. Besides managing the library’s servers, ITS has a crew of PC technicians who install, configure and manage the staff and public PCs in all the libraries.

Now things get a little more complicated and a little more relevant to your job as a volunteer. Each library has one or more library assistants with special training on maintaining and repairing the library’s PCs, known as Library Technical Assistants (LTAs). The LTAs, who handle the day-to-day computer maintenance in the libraries, are the people most likely to be able to help you out when computers don’t work properly.

NetMaster Contact

Each library has a person assigned to schedule classes and work with NetMaster volunteers. This is the most important person for you as a volunteer. This job cuts across several job categories: the NetMaster Contact may be a reference librarian or a library assistant/LTA. 

Classroom setting

To begin with, we don’t have classrooms, per se. Four libraries—Auburn, Des Moines, Federal Way 320th, and Redmond Regional—have what are called “labs”. A lab look like a bit like a classroom—nine computer desks arranged in a classroom-like setting. (Three of the labs have white boards.) However, the labs are out on the library floor and patrons use the lab computers as public computers when no class is in session. If you feel a bit shy about getting started teaching, the labs can feel a bit challenging.

Other libraries just take several computers in a convenient spot and use them for a class. For example, Bellevue Regional Library (our largest library and one of the busiest for classes) uses five computers in a row for classes. Bellevue signs up ten people for a class to accommodate that library’s high demand—yes, your arithmetic is correct—patrons may share a computer during a class. As with a lab, this arrangement may feel a bit intimidating to an inexperienced teacher. (However, Bellevue limits a new teacher’s first class to five students.)

Many libraries prefer a smaller, less demanding class setting, and limit their classes to perhaps four computers with one student per computer. However, there is a trade-off. Not every student who signs up for a class always shows up for the class, so smaller classes means that you may have very small classes of only one or two students (and once in a while no students at all).

Typical Class

A month or two before a class, the NetMaster Contact consults with the library’s NetMasters and plans the month’s classes. The library advertises the classes and signs up students. Using Telus on a staff computer, the library reserves the computers for the class.

Some libraries call students a day or two before a class; some do not. (If your library doesn’t call, you may want to arrange with the library contact so you can make calls yourself. It helps in getting a good turnout for a class.)

Patrons don’t need a library card for a class because we use a class bar code to sign in. It’s always the same code, so here it is:

	Class Barcode
	627837

	Class PIN
	1212


The class PIN (Personal Identification Number) is not really a secret password. The PIN only works if the library staff has preprogrammed it (on a staff computer), so other patrons can’t take advantage of this barcode to avoid using their library card at some other time of the day.

If your need to print as part of a class show the students how to use the class barcode and PIN to process their job at the print station. (It’s a rare problem, but occasionally there may not be enough pages left in the class account that week to allow for printing. If this problem occurs, have the students use print preview.)

The class sign-in is also listed at the beginning of many of the class manuals, so you won’t have to worry about forgetting the code when you start a class. 

Almost all classes last 1.5 hours. A timer clock on the top left area of the computer screen shows you how much time is left in the class, helping you to keep track of time left. Warning messages pop up on students’ screens at six minutes remaining and again at two minutes remaining. At the end of the class, the computer automatically logs students off the computer if they haven’t already logged off themselves.

Everything is going prefectly, absolutely prefectly…

If you’ve signed up to be a NetMaster volunteer, you’ve probably worked with computers for a while, and if you’ve worked with computers for a while, you’ve once in a while experienced computer malfunctions. Most classes go fine, but once in a while difficulties occur. In this section, we’ll talk about computer problems. (We’ll talk about people problems in another section.)

Sometimes library computers have ordinary computer problems, just like the ones you’ve experienced elsewhere. Computers crash or freeze. Disks go bad. The usual stuff.

Sometimes library computers have problems relating to our system. Servers go down. Networks malfunction. The Internet is having a bad day, or maybe just the library’s Internet connection. Pretty much any big organization—business, school, non-profit—runs into problems of this sort.

We have had some problems related to our thin clients. For example, sometimes they have difficulty reading floppy disks. (They use external disk drives.) One precaution to follow that helps:

Place a disk in the disk drive before booting the application.

Another occasional problem that occurs is that the list of applications in the Library Online window is out of sequence. Choosing one application, such as Word, boots another program, such as Excel. A little experimentation will usually find which title gets the program you’re looking for.

If you start working in a library that uses thin clients ask your NetMaster Contact or LTA how they are behaving at the current time.

Problems that may be preventable

There are a number of problems that can often be prevented. While these problems are not entirely under your control, there are useful steps you can take to help increase the odds in your favor. We will list these problems, steps that you can take to help prevent them, and steps you can take to recover the situation if you get hit by them.

Problems

NetMaster volunteer (in other words—you) misses class

This is the one situation under your control. Please make sure that you won’t miss a class, or if an emergency prevents you from teaching a class, let the library know as soon as possible about the situation so they have an opportunity to make other arrangements. 

Class Log-in doesn’t work or other booking problem

There are several possible problems that can occur with the Telus long-in for a class. Someone may forget to set the log-in for class log-in codes, or set it for the wrong date or time. Sometimes the code is set for the correct date, but not all the settings are correct, so you are able to log in, but the class still doesn’t go smoothly. For example, computers normally time out during periods of inactivity (about 5 minutes or so), but during a class log-in the time out should be deactivated. However, if the time out setting is left active, sometimes students’ computers may time out if the teacher is talking for several minutes to explain a point. (Does tend to cure teachers of talking too much.)

Library runs out of class manuals

Most class manuals can be ordered from the KCLS Service Center in Issaquah. Sometimes a library may forget to order manuals. (Takes about a week for an order to be processed.)

Students don’t show up for class or come in late.

Sometimes some of the students in your class don’t show up, but if at least one student shows up, the class can go on. Once in a rare while, there are no students signed up, but the library forgets to tell the teacher.

Every so often, you will be going along just fine for your class, and a student walks in late. It can be disruptive.

Preventive Measures

Contact the library by email about a week before a class. Tell them that you will be there for the class. (This reassures them that you haven’t forgotten.) Ask them to double-check that computers have been reserved, that students have signed up, and that manuals have been ordered.

If not all the students on the sign-up sheet are present at the start of your class, log-in unused computers before you start teaching. If students arrive late, it’s easier to keep things going smoothly if you don’t need to stop the class to log the latecomers in.

Recovery Actions

OK, you get to class, the students are there, and the class log-in doesn’t work. Or something else goes wrong with the computers. Now what?

1. First, stay calm. An important part of your teaching is modeling constructive behavior for your students. If they observe you handling a difficult computer situation in an unruffled manner, they will learn useful lessons on how to deal with computer problems that may come up for them.

2. Let the library staff know that there is a problem with the computers for your class. There may be someone around who can solve it.

3. If you are having a log-in problem, ask the staff for temporary log-in slips. (Each day, each library prints some slips for temporary use. Generally, they are used for visitors from out of town or for people who just got a new card—it takes 24 hours for a new card to get into the system.) You will probably need two slips for each student—one slip probably doesn’t cover enough time. Just give each student one slip so they don’t get mixed up on which one they’ve used or lose the second one. At some point in the class, you will probably need to have everyone log in a second time.

4. If there aren’t enough log-in slips, have your students use library cards. Unfortunately, some may not have their cards with them. Some may have cards that are not up-to-date. You may end up using your own library card (you do have a card and it’s with you?). Usually, one way or another, you can patch together enough improvisations to make your class work. Good job!

If most of the computers are working, but one or two don’t, and you have a full class of students, calmly and positively ask students to share computers.

Classes

All of our classes are free. Students can take a class more than once. Sometimes a library may set a limit on how many classes a student can take in a month. (Your library contact can give you details on a library’s policies.) Most of our classes last 1.5 hours.

Librarians (rather than volunteers) usually teaches classes on using the library catalog and using online databases as these use specialized library functions. 

Class Levels

All of our classes are labeled Level 1, Level 2, etc. This helps the students choose a class and helps the library staff guide students to the best class. The process is not perfect. For example, a student who is ready for Word Level 1 might sign up for Publisher Level 1, inherently a more challenging class Furthermore, students often have difficulty evaluating their own knowledge and skills and think they are ahead or behind where an objective observer might place them. Also, a student may often enroll in an inappropriate level class because it’s on the schedule at a more convenient time. The bottom line is that you should be prepared to deal with students behind or ahead of the ideal level for a class. We’ll talk about dealing with such situations in the problems section.

Class Manuals

Many of our classes, particularly the Level 1 and Level 2 classes, have detailed manuals. Some of the more advanced classes have brief notes and exercises, but don’t provide the same detailed manuals as the basic classes.. Right now we’ll concentrate on the basic classes with their detailed manuals, because those are the classes you are most likely to teach, particularly at the beginning of your volunteer teaching career.

Each library can order copies of basic manuals from the KCLS printing department through an online form. (They should allow about a week to get them.) Give a copy of the class manual to each student in your class. 

Each manual is divided up into a tutorial section and a reference section. The tutorial is your lesson plan. The reference is intended more as background information and you don’t have to use it or refer to it during a class.

You can find class manuals and class exercise files on line at the following addresses:

http://www.kcls.org/nm/manuals/

http://www.kcls.org/nm/exercises/

 

Teaching Recipes

Most of our volunteers are relatively inexperienced at teaching and like to have a detailed “recipe” of how to teach a class. (If you’re an experienced computer instructor already with some definite ideas on how to teach a class, your ideas on training would be a good topic to discuss during your orientation.)

Your evolution and development as a teacher parallels to some extent the process your students go through. At first, your students follow your instructions in a very literally, step-by-step manner. They need a lot of repetition to remember basic operations, and they tend to become confused when they encounter a situation that differs from what they are used to.

As a teacher, you may find yourself going through a similar process with your classes. At first, you may follow the lesson plan very literally. When the students and their reactions differ from the lesson’s steps, you may be a bit flustered. However, you will gradually internalize the class and be more comfortable and fluent with your presentation and more relaxed about innovating and adapting to changing situations.

Starting a class

It takes a few minutes to get a class started with checking names, late arrivals, getting students signed on, etc. It’s often difficult to get students to open up much at the start of a class, as many are wary and cautious. Give them an opportunity to talk and ask questions, but don’t feel discouraged if your class is pretty quiet.

Get the students started with the computer pretty quickly—don’t take much time for lecturing and talking—but don’t go too fast. Proceed deliberately enough so they can relax and feel safe and so you can evaluate your students’ skills. Identify important parts of the screen such as title bar, menus, and tool buttons and toolbars. (You may need to have the students adjust toolbars if buttons are hidden.) On the Internet it’s useful to show them how to use the View menu to adjust the text size. In an MS Office program, show them how to use the Help menu to check the version. Some may have the same program at home. Explain that there version may be different than the one they see in the library and may display different items and behave in different ways.

Observe your students carefully

Watching students carefully and noticing how they react to a lesson is one of the most useful characteristics of a successful teacher. Volunteers often ask during their orientation, “Do you show students how to use keyboard shortcuts, or do you show students how to right-click to get a short-cut menu?” By and large, we answer such questions with, “Try it and watch carefully to see if it helps the students or confuses them.” 

Some students who are ahead of the rest of the class will get restless and begin to experiment on the computer. Some students handle this fine and should be left alone. Other students get lost and then want a lot of help. You may need to talk quietly with such a student and ask them to stay with the class.

As you teach a class, you will begin to notice different levels and speeds in your students and develop methods of adapting and compensating to keep the class as a whole moving along fairly well. You may find it helpful to stand near the students who most need help. You can still talk to the entire class, but unobtrusively provide extra help to those who are struggling to keep up.

Deliver the right amount of information

In an effort to be precise and informative, computer teachers, particularly those with a high level of computer skills and knowledge, often provide their students with too much information. Like someone pouring from a large pitcher into a small bowl, they may deliver more information than their students can absorb. 

Three important teaching skills are:

· Limiting the amount of information to an amount that’s useful for your students.

· Delivering the information in a relatively non technical way that your students can understand and use.

· Recognizing when students learn best by doing.

For example, when we first started teaching Internet classes, we offered a class called Introduction to the World Wide Web After all, the Internet includes a variety of protocols including email, chat, newsgroups, ftp, etc., but our class focused on the WWW. However, students didn’t come to the library saying, “I want to learn about the World Wide Web,” they asked how they could learn about the Internet, so eventually we changed the name of the class to the less technically precise but more logical, and easy-to-understand title Internet Level 1, a natural place for beginners to start.

A good example when learning by doing works best is when you introduce the idea of a link on the web. You may use a little explanation, but mostly students learn about links by clicking them and seeing new pages appear.

At some point, however, you do need to give your students some explanation of the Internet and its two basic protocols. For example, many think people think of the Internet and WWW as the same thing. For beginners, a detailed, technical explanation is overkill.

Try something like this:

A network is a system that allows computers to share information. The Internet is the world’s largest network, allowing computers all over the world to share information. The Internet has several services, including email, a service where people can send letters to teach other through computers rather than postal mail boxes, and the World Wide Web, a new form of publishing that publishes Internet documents (called web pages) on a computer screen instead of in a book, magazine, or newspaper.
Analogies and metaphors are handy in relating new and confusing concepts to familiar ideas and experiences. However, over time, analogies should lead students to more accurate terminology and understanding. (To use an analogy for analogies, one might think of them as training wheels for new learners.) For example, many students get confused when they first learn to scroll, not sure what is going up and what is going down. It may be helpful to introduce the scroll box as a kind of elevator, but as you teach classes gradually introduce your students to the correct term.

Student levels and material to be covered

The material in our student manuals covers the amount of material you can expect to cover in an “average” class. Students in some classes will need to go slower. Students in some classes will be able to go faster. Students in some classes will be all over the map. 

Don’t feel like you “have to” cover a certain amount of material. Observe your students carefully and proceed at a pace that makes sense for the group you have. Remember, classes are free and students can take a class more than once. Pay attention to what works and trust your judgment and common sense.

Novelty vs. repetition

Most people need a lot of repetition as they learn new skills and concepts. For example, music students generally have to play a lot of scales. However, repetition is pretty boring for teacher and student alike. It’s an interesting challenge in your classes to provide enough variety for interest while providing enough repetition to promote learning and retention.

Mouse Skills

Many of your students will have difficulty using and controlling the mouse. Generally, you should avoid taking the mouse from the student, though the temptation will be strong at times. Once in a while, when the student is really confused or stuck, it might be worthwhile to do a brief demonstration of a mouse technique. In such a case, be careful to politely ask the student if you can borrow the mouse for a short while. Also, avoid touching your students (such as putting your hand over theirs to guide the mouse), to avoid accidentally offending by crossing personal or cultural barriers.
Capital Letters

Some of your students may have difficulty typing capital letters. They may not understand about using the shift key, or they may turn on Caps Lock and not understand the Caps Lock light or how to turn Caps Lock off.

Difficult students

The great majority of students who come to our computer classes are cheerful, cooperative, easy to work with, and very appreciative that a knowledgeable person is helping them in a skillful, kind and patient manner. Overwhelmingly, our volunteers have positive experiences with their classes. 

Occasionally, you may encounter a person who causes difficulties for your class. General suggestions:

1) Ask staff for help if you need to. Don’t be “heroic” if you need some help.

2) Avoid unnecessary confrontations; give people choices and alternatives.

 Here are a few of the types of problems that pop up once in a while.
The way out-of-level student

Sometimes students take classes that are too advanced. Sometimes it’s an accident. Sometimes they insist in taking a class that’s over their head.

This is a good example of where you want to avoid a confrontation and offer people alternatives. Don’t ask someone to leave a class. On the other hand, you are not obligated to slow down the whole class for someone who is way behind the others in the class. In a pleasant way, suggest that they watch another student’s screen, or work independently on whatever they can do or keep up with.

The student who hates computers

Sometimes a student who’s had bad experiences with computers (or maybe with “computer people”) comes to class with a lot of attitude and resentment toward computers. Sometimes a friend or relative (even a spouse) has hauled them into class expecting you to “covert” the reluctant student.

Even if you love computers, you’re probably aware that there is much that’s irritating about them. It’s best to avoid being defensive about computers or trying to “sell” them. Usually, the student has something they need to learn and the best way to win them over to help them in a friendly but not “hard sell” way.

The student who doesn’t listen or follow directions

Sometimes students are so busy clicking buttons and experimenting that they wander far away from the lesson. Sometimes it’s because they’re more advanced than the rest of the class. Sometimes it’s because they just don’t care to pay attention and stay with everybody else.

Again, avoid confrontations. For certain students you may have to communicate (as quietly and privately as you can in the situation) that it’s their choice of either following the lesson reasonably attentively or dabbling around on their own without much help or attention from the teacher.

The student who hi-jacks the class

Sometimes you get a student who presses so strongly for information on a particular question or problem that it is difficult to stay on the main course of the class. There are two issues to consider. First, can you answer the question? You may be knowledgeable about the topic, or it may be something you don’t know all that well. If you don’t know the answer, don’t fake it. Try to give the student some suggestions on where they might be able to find the information. 

The second issue (assuming you do know the topic) is how much time you want to devote to discussing this area. If it’s an appropriate question (but off the immediate subject) write the question down and indicate that you will answer it later on. If it’s really off the subject, then your decision to make is do I want to offer the student some additional help after class or do I want to point the student toward another source of information. It’s important to remember that your responsibility is to teach the information in the class. You are not obligated to teach more. You may want to do so, and it’s a kind and helpful thing to do. But some students can have unreasonable expectations, and it important to set limits on what you offer to do.

An Example

Here’s an example of solving a typical problem about requests for extra information, and illustrates some useful resources. Sometimes in an Internet Level 1 class you encounter a student who owns a computer and has some computer skills, but not have an Internet connection. During the class, the student asks, What Internet Service Provider Should I Choose?

This is an appropriate question for this class, but there are some tricky “issues.” First, it’s probably not appropriate for the teacher to recommend a particular “brand name” ISP. One teacher might say, AOL is great for beginners. Another might editorialize, Stay away from AOL, it’s awful. Maybe it’s better if we just don’t go down the road of endorsing or maligning a particular product or service. Also, if you are not careful, you might get so involved in sharing all the stories and information you have about ISPs, you might realize you were distracted from teaching much of the material you intended to teach.

So here’s a strategy. First suggest a sensible approach: Choose an ISP the way you might approach choosing a doctor or dentist or attorney—ask your friends and relatives for recommendations. Try one of their suggestions, but if you don’t like the results, try something else. And that leads to an important point: Sign up for month-to-month service—don’t sign up for a long-term contract until you are sure you are happy with that provider. Then suggest the students read the Reference section of the Internet Level 1 manual, particularly the Connecting to the Internet section (page 29 in the current version). Normally, when you are teaching, use the Tutorial section of the manual, but don’t forget the Reference section. In this example, you have given the student some useful information, pointed him or her toward sources of more information, and gotten your class back on the main track.

Basic Classes

At present, there are two basic skills classes. These classes are useful and reassuring for students who make comments like “I want to start at the very beginning,” or “I don’t know anything about computers,” or who have difficulty with the mouse.

Introduction to Computers

	Manual
	At present this class has a usable rough draft of a complete manual. It also has a usable rough draft of a PowerPoint presentation for part of the class.

	Exercise Files
	There is a PowerPoint presentation used at the beginning of the class.


Introduction to Computers is the most basic class we offer. This class is only taught by KCLS staff, not by volunteers. There are several reasons:

· Teaching this class gets library staff more involved with public computer classes and more familiar with the details and challenges that volunteers face.

· It’s an excellent class for new volunteers to observe. With staff available to teach it, more classes are available for new volunteers, improving the intake process for recruiting and placing volunteers.

· This class helps clarify roles of staff and volunteers

Basic Skills

	Manual
	At present this class has a manual for teachers, but not for students. A student manual is under preparation.

	Exercise Files
	There are no exercise files for this class.


The Basic Skills class focuses on basic mouse and windows skills. Students learn to use windows control buttons such as maximize, restore, minimize, and close. Students also learn how to move windows by dragging and how to resize windows by putting the mouse at the edge of the window. Students also learn basic vocabulary such as task bar, select, and active window. 

Use your judgment and intuition in teaching this class; don’t feel bound to follow “the book.” Your main goal is to help students become more comfortable and less fearful with computers and to develop basic skills of controlling the mouse, selecting objects and doing basic computer tasks.

Internet Classes

Teaching the Internet is the most common and popular training activity in libraries. Both for students and teachers, Internet classes are fun and interesting and perhaps a little easier to teach than Microsoft Office classes for a beginning teacher. In a Microsoft Office class, it may seem to student and teacher alike that it takes a lot of effort to get a relatively small reward. In Internet classes, a relatively small effort typically brings interesting, useful, and entertaining results.

Internet Level 1

	Manual
	This class has a detailed manual with tutorial, reference, and a list of URLs for practice.

	Exercise Files
	There are no exercise files for this class.


Internet Level 1 focuses on the World Wide Web. A few libraries teach email classes, but there is no system-wide email curriculum. We hope to develop one for 2005.

In many cases, this may be the first class students take, so we include some basic skills such as using menus and scrolling.

The main thrust of the class is showing students how to use a browser to surf the World Wide Web. Students learn to click links, print web pages on a library computer, type URLs, and work with frames. Students get a taste of interesting and useful web resources such as maps, web cams, and traffic sites. Students get a brief introduction to search engines, more as a concept than really developing skills in this area.

Internet Level 2

	Manual
	Detailed manual.

	Exercise Files
	No exercise files, but it is a good idea to have some disks available as students sometimes save files from the web.


It’s very common to find students in this class who haven’t really learned the skills and concepts of Internet Level 1. This may be because they didn’t absorb it the first time through, didn’t practice enough after the class was over to retain the material, or skipped the class thinking they already knew the basics of how to use the Web (but don’t really). In any case, the class is designed for a lot of review and repetition, and even the new material is aimed at reinforcing basic skills.

Internet Level 3

	Manual
	Detailed manual.

	Exercise Files
	No exercise files.


Internet Level 3 provides an introduction to using search engines. It provides some subject directory oriented material, mostly focusing on Yahoo, and an introduction to keyword searching, focused on Google.

It also provides an introduction to the proprietary databases KCLS subscribes to, an often underutilized resource.

By and large, most of the students you encounter in this class still need some practice on basic skills. Probably the most valuable skill you can teach on Internet searching is how to create a phrase in a search query.

Microsoft Word Classes

Almost everybody has to write something on a computer at one time or another, so MS Word classes are our most popular Microsoft Office classes.

You will notice that Word Level 1 and Word Level 2 start with the same exercise. Every once in a while, the students in a Word Level 1 class will be a little more advanced than you expect, or the students in a Word Level 2 class will be at a more basic level than their placement would warrant (more likely). By using a common exercise at the start, you can adjust your class “on the fly” to the most appropriate level after you finish the first exercise.

As many students in these classes don’t have typing skills, the typing part of these exercises is kept to a minimum. The goal is to promote the maximum of learning with the minimum of (often “hunt and peck”) typing.

Microsoft Word Level 1

	Manual
	Detailed manual.

	Exercise Files
	Class exercise files.


Word Level 1 focuses on basic skills of text entry and editing. Many students in this class may never actually use MS Word. The goal of the class is provide enough information so that they can enter some text (and make corrections when necessary) if they are typing an URL, or a library catalog query, or an email.

Be prepared for explaining some very elementary ideas such as how to type capital letters, or how to use automatic word wrap when reaching the end of a line.

This class focuses on skills such as using the Backspace and Delete keys, selecting text, using menus and buttons, and changing character formatting.

Microsoft Word Level 2

	Manual
	Detailed manual.

	Exercise Files
	Class exercise files.


Word Level 2 moves reviews the skills of Level 1 and moving into additional skills and concepts, including paragraph formatting (such as alignment) and introducing using Page Setup to set page margins. Students learn a bit about Views, learning that they usually want to work in Print Layout. The class ends with an exercise on Cut and Paste.

Microsoft Word Level 3

	Manual
	Notes.

	Exercise Files
	Class exercise files.


Word Level 3 introduces students to the concepts of character, paragraph, and section formatting in Microsoft Word. Students begin to learn about using Normal view as well as the more familiar Print Layout, how to make hard page breaks, and how to insert and use section breaks. Students are introduced to headers and footers.

Microsoft Word Level 4

	Manual
	Notes.

	Exercise Files
	No exercise files. (Students type their own.)


Word Level 4 introduces students to table cells, probably the most common method for creating tabular information.

Microsoft Word Level 5

This class is planned for 2005. It will cover tabs and setting tab stops, indents, and bullets and numbering.

Microsoft Excel Classes

Generally, people sign up for Microsoft Excel classes for employment related reasons. They may be looking for work or seeking a promotion. They may use Excel on their job to enter data but not comprehend how the program works and come to class seeking some understanding of spreadsheet principles.

Some students do come to class because they are interested in personal finance tasks such as balancing their checkbooks or tracking their investments. Excel is capable of performing such chores, but it requires too much setup for the average person. Programs such as Quicken or Microsoft Money are better suited for personal finance applications, but such programs are not installed on library computers.

Excel focuses on mathematical operations, and people who dislike math or had trouble with it in school often find Excel difficult to learn and use. Excel is a powerful and wide-ranging program, but at the elementary level we teach Excel functions mostly as a calculator and that may be the best way to explain it to beginners.

Given the brief amount of time we have for our classes, concentrate on the principles of Excel and the importance of accuracy, and don’t spend too much time on formatting. Excel students should learn about number formatting, but general formatting is probably better taught in Microsoft Word classes.

Microsoft Excel Level 1

	Manual
	Detailed manual.

	Exercise Files
	Class exercise files.


Excel Level 1 concentrates on learning how to create a formula. Students learn how to use the fill handle to copy formulas, and get a small taste of functions with AutoSum.

Microsoft Excel Level 2

	Manual
	Detailed manual.

	Exercise Files
	Class exercise files.


Excel Level 2 illustrates the idea of Excel as a program for doing mathematical operations with an exercise involving percentages. The class introduces students to absolute references.

Microsoft Excel Level 3

	Manual
	Notes

	Exercise Files
	Class exercise files.


Excel Level 3 takes students further into the use of functions with Average, Max, and Min. Students learn about functions with multiple arguments with by performing a mortgage payment calculation with PMT.

Microsoft Excel Level 4

	Manual
	Notes

	Exercise Files
	Class exercise files.


Excel Level 4 further develops an understanding of functions with the IF function.

Microsoft Excel Level 5

This class is planned for 2005 to introduce charting. This is a topic that sounds more exciting to students than it’s actually useful to very many.

Microsoft PowerPoint Classes

Probably the most important skill for using PowerPoint is skill in public speaking. A good speaker can use PowerPoint to make a presentation better. For a poor speaker, PowerPoint often will make a second-rate presentation even worse.

Be aware that there is a considerable difference in appearance and interface between PowerPoint 2000 (used in KCLS libraries that use regular PCs for their public computers) and PowerPoint 2003 (used in KCLS libraries with thin clients).

Microsoft PowerPoint Level 1

	Manual
	None

	Exercise Files
	PowerPoint demonstration presentation


One or two volunteers have done some work on additional PowerPoint classes.

Microsoft Publisher Classes

Of all our “beginning” classes, Publisher Level 1 is probably the most challenging. Microsoft has tried energetically to make desktop publishing “easier” in Publisher by extensive use of templates, but it’s still inherently a fairly complicated computer activity. It’s best if students take a couple of Word classes before they take Publisher, but that doesn’t always happen.

As with PowerPoint, be aware that there is a considerable difference in appearance and interface between Publisher 2000 (used in KCLS libraries that use regular PCs for their public computers) and Publisher 2003 (used in KCLS libraries with thin clients).

Microsoft Publisher Level 1

	Manual
	None

	Exercise Files
	A MS Word file and some graphics files that can be used for an exercise.
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