


Computer illiteracy 

Volunteers can 

help! 



Using Volunteers 

How do you use 

volunteers? 



Why use volunteers? 

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

 

o IT-help  

 

o Events 

 

o Book cleaning 

 

o Children’s Centres support 

 

o Home Services 
 



RBKC – Volunteer-led IT help 
 

 
The type of programme we decided to offer depended on:  
 

o User needs 
 

o Availability of space 
 

o Availability of hardware/ technology  
 

o Successful recruitment of volunteers to run the sessions 
 

o Successful integration of volunteers and paid staff 
 

o Successful retention 
 
 
 
 

 
  



Points to consider: 
 

• Staff time  

• IT illiteracy – a big problem, particularly among the 

elderly 

• Not much other provision 

• Library offers access to IT and seen as a natural 

environment to learn IT 

• Relationship between volunteers and paid staff 

• Exit strategy 
 



"Basics & Beyond" – a Pilot project 
 

 

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

 

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

 

3. Working out the syllabus with the volunteers / getting it authorised  

 

4. Organising the administration of the sessions 

 

5. Delegating tasks to staff / training where appropriate 

 

6. Informing all staff about the pilot project 
 
 

 

 
 

 
 

  



"Basics & Beyond" Course Contents 
 

• Module 1 

• Introduction   

• Setting up your computer  

• Basic keyboard and mouse skills 

• Using Microsoft Windows 

• Basic Glossary of Computer Terms  

• Module 2 

• Review of Module 1 

• Working with Files and Folders  

• Copying and moving Files 

• Using the Printer 

• Getting Help  

 



• Module 3 

• Review of Module 1 & 2 

• Using the Internet  

• Setting up an email account  

• Searching for information on the internet  

 

• Module 4  

• Review of Module 1,2 & 3 

• Shopping on the internet  

• Creating a letter in MS Word 

• Basic Computer security  

 

"Basics & Beyond" Course Contents 



“Basics & Beyond” - FORMS 

• Pre-course Questionnaire 

• Enrolment Forms 

• Evaluation Forms 
 



Pre-course Questionnaire 



Enrolment Forms 



Evaluation Forms 



Results: 

• Out of the first 80 people that went through the course 45 rated the 

facilities ‘excellent’ and 29 ‘good’. Only 4 had negative comments (that 

the computers slow or not functioning properly during their sessions) 

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

comments.  

 

• Learners also said: 

• “I have learned something new” - 78 learners 

• “I feel more confident about using computers now” - 67 learners 

• “I will use what I have learned here in the future” - 71 learners 

• “I have a sense of achievement from learning” - 61 learners 

• “This will make a difference to my life” - 62 learners 

 



Feedback: 
 

• “Teaching clear, concise and inspiring!” 

 

• “This course is very useful to anybody who is not familiar with 

computers. A place to start. We are getting more and more isolated as 

seniors as every information source seems to be on the web.”   

 

• “It is excellent. Because the teacher has patience which is one of the 

things a teacher should have. It's very interesting and everyone should 

learn to work with computers.” 

 

• “The course itself is an excellent project and was very useful for those 

who had little experience with computers. The teachers were very 

helpful and patiently explained step by step the tasks and short cuts. 

The course boosted our self-confidence when working on computers.” 

 

 

 

 

 



Feedback: 

 

• “These classes were clear and simple and well staged. The 

attention I received was excellent. Teachers were enthusiastic 

and creative. I learnt various new skills which were presented in 

a way I can employ and I'm glad I did the class.”  

 

• “I think this course is great because it has helped me to set up 

my own account name.  Also it has taught me that I do not have 

to just rely on the mouse, but the buttons are fast and good.” 

 

• “Brilliant course, I wish it was lasting longer because there is so 

much more to learn. Tutor and his assistant are very patient and 

knowledgeable.” 

 



Feedback: 

 

• “It's free and friendly.” 

 

• “Each session enabled us to learn something new. Everyone 

needs to use the computer. It is great for someone that has 

never used computers before it takes the fear away. I think its 

very good. Good for confidence.” 

 

• “Friendly and very enjoyable... it covers basic information that is 

needed when one is rather inexperienced with computers. 

Tutors wonderfully helpful and patient. Because these four 

Saturdays make a huge difference in my entire life concerning 

computers and I enjoyed every second of it.”   



Feedback: 

 

• “The sessions were very informative.  The tutor was patient and 

enthusiastic.  His step-by-step guides to accompany each session were 

invaluable. Relaxed setting - good basic course.” 

 

• “Never too late to learn something new. Tutor extremely patient. Kept 

pace that suited us all. Many of my friends do not know that they can 

be assisted by their local council to learn computers and most 

important is the fact that teachers here are excellent.” 

 

• “Very useful ...I learnt a lot about a computer that I would not have 

found out on my own. I have been using a computer for ages but never 

really understood it properly.” 

 



Next Steps… 

 

Once you know what you are offering... 

 

 

 

 
 

 
 

you can move on to promoting new service 

to users 



Publicity for “Basics & Beyond” course 



Help – A Click Away 

• We also wanted to extend the volunteer-led IT help to other branches, 

particularly Central library. 

• Space and equipment were a problem in our Central branch so we 

could not replicate the courses offered at Chelsea (and later Brompton 

library). 

• New course, Help-A Click Away (originally called “Quick-fix”) was 

devised so as to overcome these obstacles. 

• It included volunteers offering 45min slots to help people resolve a 

particular problem they might have.  

• We recruited several volunteers and went through induction process. 

• We worked hard at integrating their work into service offer. 



Publicity for “Help-A Click Away” sessions 



Volunteers skills checklist 



Volunteers Skills Checklist 



Volunteer Skills Checklist 



Help-A-Click-Away rota 



Debbi’s Big Idea 

• What follows is a promotional PowerPoint for “Help- 

A Click Away” sessions in Central Reference Library 

made by Debbie Hall, one of our longest serving 

volunteers. 

• She made this to display on public network 

computers in order to publicise the fact that 

volunteers were in the library, available to help 

people using our People Network computers.  

• It shows the pride and the dedication volunteers have 

for their work, recognising it’s significance to those 

who need help.  



 

Ask me  

Help – A Help - A Click Away 



A unique service helping you to use the computer 



We can help you with all this and more: 

Excel, Word, PowerPoint presentations, Internet 

searches. 



• A computer tutor will work with you one to one for a45 minutes, helping 

with your computing needs.  



• Book or drop in to the Reference library on the first floor. 

• Bookings are for 45’ slots 

 Mon-Fri:  
10am – 10.45am 

10.45am – 11.30 am 

11.30am – 12.15pm 

12.15pm – 1pm 

1pm – 2pm – Lunch break 

2pm – 2.45pm 

2.45pm – 3.30pm 

3.30pm – 4.15pm 

4.15pm – 5pm 

  



We look forward to seeing you. 



INFORMATION RESOURCES  





Recommended websites 

• Education: 
• http://www.bbc.co.uk/learning  

• http://www.cityandguilds.com  

• http://www.europa-pages.co.uk/  

• http://www.london.floodlight.co.uk/  

• http://www.education.gov.uk  

• http://www.ukonlinecentres.com  

• http://www.hotcourses.com  

 

 

 

http://www.bbc.co.uk/learning
http://www.cityandguilds.com/
http://www.europa-pages.co.uk/
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http://www.hotcourses.com/


Recommended websites 

• Employment, Benefits and Volunteering: 
• http://www.direct.gov.uk/  

• http://www.dwp.gov.uk  

• http://www.reedglobal.com/  

• http://www.bbc.co.uk/news/business-your-money-12205459  

• http://csv.org.uk  
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