
Enterprise Community Partners 

Transcript of Webinar 

2021 ConnectHomeUSA 

NDIA's Digital Navigator Program Overview 

Tuesday, March 30, 2021

Transcript by 

Noble Transcription Services 

Menifee, CA 



2021 ConnectHomeUSA - NDIA's Digital Navigator Program Overview 

Tuesday, March 30, 2021  Page 2 of 19

Grace Campion:  All right. Good afternoon, everyone. Welcome to our ConnectHomeUSA 

webinar, learn about Digital Navigators this afternoon together. I'm going to go through a couple 

of quick housekeeping items before we get started.  

So today our speaker will share his knowledge with us for the first part of the presentation, and 

we ask you to reserve the remaining time for questions. So as you are listening to the 

presentation today, there are two ways to ask questions.  

In the right-hand navigation panel, you will see a hand-shaped icon. If you would like to verbally 

share your question when we get to that part, you can select the hand icon. I will unmute your 

line, and then you can ask your question out loud.  

Secondly, if you want to send us your questions, feel free to type it Into the chat box in the lower 

right-hand corner of the navigation panel. I'll get those questions, and I'll read them out loud in 

the order that we receive them. 

And if we've got a lot of questions and we can't get to them all today, we will send an email reply 

after the webinar.  

And as a reminder, all webinar participants are muted upon entry. And if you have any technical 

difficulties today, please send me a chat in the chat box.  

And as a reminder, our webinar is being recorded, and it will be available on HUD Exchange 

following the webinar.  

And one last item for your knowledge. You will get a invitation to receive a survey after our 

webinar wraps up today. That will pop up on your screen as you're leaving WebEx. And we just 

ask you to click on that and fill out any feedback that you have for us.  

With that, I'm going to pass everything over to Dina to get us started. And take us away. Dina? 

Dina Lehmann-Kim:  Thank you, Grace, and thanks everyone today for joining us. I'm really 

excited to have this webinar on this topic of Digital Navigators. I think Digital Navigators, once 

you learn more about it, can really help you build more impactful ConnectHomeUSA program 

on the ground.  

So with that, let me introduce our speaker. Paolo Balboa is the manager of programs and data at 

the National Digital Inclusion Alliance, a nonprofit that we work with and you should really 

know if you haven't already.  

So Paolo began his career in public library education and outreach in 2013, first in Cleveland and 

most recently at the New York Public Library. He has worked with the Mozilla Foundation and a 

cohort of practitioners and advocates to develop a web literacy toolkit.  
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He received his Master's in Library and Information Science with an emphasis on data 

visualization and user experience from the Pratt Institute. He's an advocate for access equity in a 

variety of spheres, including transportation, housing, and, of course, broadband. With that, I'll 

turn it over to Paolo. Thank you, Paulo, for being with us today. 

Paolo Balboa:  Dina, thanks for having me. Thank you for the introduction. Hi, everyone. Good 

morning, good afternoon, depending on where you are.  

I'm here to talk about Digital Navigators, a program that has certainly taken on some weight in 

the COVID-19 era. I'm here to talk about today how the -- how this program came about, why it 

came about, and most importantly, the different shapes and forms that a Digital Navigators 

program is taking across the country.  

So it's a brief agenda for our conversation today. I first want to begin by framing our work, and 

that's just to introduce you, if you're not familiar with the work of NDIA, broadly. Digital 

navigators is one of our programs, but it's certainly not the only thing that we do.  

But everything that we do at NDIA is informed by practitioners and our network across the 

country.  

And we'll talk about why Digital Navigators, how it came up. Very much in response to COVID-

19 pandemic. And what are Digital Navigators? And then most important is one of -- a picture 

that we have [inaudible] webinar session today for Q&A. 

As -- try as I might to cover everything in a slide deck, I'm sure that I'll miss some spots and I 

can -- I look forward to having a more open discussion around our Digital Navigators work. So 

next slide, please.  

Just a little bit more about me. Yeah. Okay. So this is good. We can move on. Sorry. Finding our 

footing here. 

All right. So about NDIA. We are a national network that officially began in 2015, meaning this 

is odd to say that we're officially six years old, but the work that we do, digital inclusion, this 

work has existed long before we coalesced under the name National Digital Inclusion Alliance. 

As Dina mentioned in her introduction, I've been doing this work in public library since 2013. 

First, I was in Cleveland, and then I was at the New York Public Library until last year. Our 

executive director, Angela Siefer, she's been doing this work since the mid '90s when this work 

was referred to as computer access support. 

How far we've come. No matter what word or phrase we're using to describe the work of digital 

equity and digital inclusion, a lot of the frameworks and definitions are the same; right?  

So that's a big thing that the NDIA does. We talk with practitioners and researchers, folks across 

the country who have been doing this work collectively for a super, super long time. And we 

figure out, okay. What are some best practices? What's working? What's not working? And 
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NDIA's role, after having several of those conversations, is to make a standard framework for 

folks who may be new to this digital equity work.  

What I'm going to talk about for the meat of today's presentation, Digital Navigators, was born 

out of that sim- -- that same back and forth that we at NDIA have with our network of 

practitioners. 

Everything that we do, we do in lockstep with our affiliates. We have four pillars, practitioner 

support, meaning that we make materials for practitioners. We have another pillar for policy, 

another pillar for awareness, and another pillar for data and research.  

Digital navigators as a program hits all four of those points. We are creating tools for other folks 

who are interested in doing this sort of work. We're making newcomers to this world aware of 

the world of digital equity. We certainly bake into our program some elements of data and 

research. But ultimately, this is to support policy change, either locally, statewide, or federally. 

We work with our national network to identify these best practices, trends, and, ultimately, we 

want to push for policy changes. Next slide.  

So a bit more about framing our work at NDIA. There are two definitions that certainly we 

internally at NDIA use, but, again, our larger network. We like to refer to these definitions for 

digital equity and digital inclusion.  

Digital equity I like to think of as the goal. We want members of our community, we want 

ourselves, we want our family members to get to a framework of digital equity. However, we're 

doing this work because not everyone is there yet.  

So what do we mean when we say individuals and communities have the IT capacity for full 

participation in society, democracy, and the economy? That definition was made with our 

affiliates, but I like to just boil it down a little bit. What does that definition mean in practice? 

An example that I think frames this digital equity definition quite well is that last March, when 

the COVID-19 pandemic hit, the U.S. Census was just beginning to take off. And when 

everything had to be socially distant and in some cases fully remote, there was no possibility for 

a census taker to go door to door and collect that super, super important data and information on 

our community members.  

So how did the census pivot last March. It pivoted very quickly and moved everything online 

and some cases with mail in packets with instructions to go and fill out a census form online. Or 

in the best cases, it was fully paper and it could just be returned via mail.  

That being said, that idea of the U.S. Census, especially last year, hits those three -- those last 

three components of this digital equity definition, full participation in society, democracy, and 

the economy.  
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The question that I like to bring up when talking with folks about Digital Navigators is last 

March, when the census was rolling out, how many people were potentially left out of that 

census count because they didn't have access or the know how to fill out a census form online? 

That's something to think about here, and that's the digital equity part of our work. 

Our next definition, digital inclusion. This is the how. How can we help folks get to a place of 

digital equity? We like to boil this down into those three bullet points, those five activities 

necessary for full participation, accommodate a community member who has access to all five of 

these things is on their way, certainly, to getting to a goal of digital equity.  

So affordable home broadband, appropriate devices. Appropriate is the operative word here. 

What does appropriate mean in this case? Well, I like to think about the difference between 

making a resume and a word processor on a laptop versus on a smartphone. It's a huge, huge 

difference there. It's making sure that community members have the device appropriate for their 

activity.  

Digital literacy and tech support and the appropriate applications to get there. Those third and 

fourth bullet points, digital literacy and tech support, just to spend a bit more time on these two 

bullets, digital literacy and tech support are two components that have really, really, really 

gained a lot more prominence in the COVID-19 pandemic.  

Thinking about that example of the census form, it could be great if a community member had 

reliable home broadband or maybe they were on a data plan on their phone. But what happens if 

they don't know how to fill out a census form? What happens if they don't -- if the form itself is 

too clunky or every time they press back on their browser, it resets and it just completely 

frustrates them? Those are the digital -- that's the digital literacy piece. 

The tech support piece involves who can that community member call on in their immediate 

network to get help? Family members in the home, especially younger family members in the 

home, are usually the first person to ask, but a digital navigator is that outside piece.  

It's that outside human component that a community member may call on and hopefully feel 

some trust in with enough interactions over time to be able to reliably say, okay. I had a really 

nice conversation with this person at the library a few weeks ago. I'm going to call them again. 

That's that tech support piece. 

So moving on to the next slide, we like to boil down those three components of digital inclusion 

into these three solutions, and you'll see some repetition here. Broadband, devices, training. 

NDIA and our affiliates like to use the analogy of a three-legged stool to describe our work as 

digital inclusion practitioners and advocates. These three legs of the stool, broadband, devices, 

training are the ways to achieve digital equity.  

Affordable broadband is a question of -- really it's a question of availability versus adoption. For 

instance, just because wires are in the ground or underneath a household for a household to 
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access the internet or to get the internet, the real question here is who is able or, more 

importantly, who is unable to pay? That's that issue of adoption. 

One way to address this is through discount internet offers. For instance, Comcast has Internet 

Essentials. AT&T has Access. These are the internet program plans that, if a community member 

fits certain eligibility requirements, usually income based, then they can qualify for a discount 

rate.  

I'm going to touch a bit more on affordable broadband in a moment. 

Next up is affordable devices. Local and national computer refurbishers, hotspot lenders 

represent the affordable devices piece. But then there's also what I would call the elusive third 

leg of the stool, which is that digital literacy training. 

As I was mentioning in the last slide, digital literacy training represents what I would call the 

human component of digital equity work. It's nice to get someone signed up for a home 

broadband service. It's even better to make sure that they have an appropriate device like a laptop 

or a Chromebook or the desktop computer purchased with a national computer refurbisher. 

But what happens if they don't have the skills or the knowledge to get to the digital services that 

they need? Who can they call on when they need help on the computer? 

Traditionally, a place like a public library has checked off all three of these boxes, all three of 

these legs of the stool because a public library has a public computer center; right? So that's an 

appropriate device, a free device, even. They have a high-speed internet in the building. But they 

also have staff trained to help, in this case, a library patron get to the help that they need.  

The Digital Navigators program that I'm going to be focusing on in today's presentation is a 

public library version of the Digital Navigators model. The Salt Lake City Public Library Digital 

Navigators Program contains all three of these elements, all three of these legs of the stool.  

So on the next slide, I just want to talk about how Digital Navigators came to be. Why Digital 

Navigators? Why now? 

Well, last spring when the COVID-19 pandemic hit, NDIA had several community calls that we 

were initially calling COVID calls, but we stopped calling them COVID calls because I think it 

just made everyone sad to hear that. So we started calling them community calls.  

They're still repeating every other Friday. At the end of my presentation, I'll drop a link for you 

to join those calls if you're interested. But those community calls -- in those community calls, 

what we were focusing on primarily very, very early on is that we were hearing from affiliates 

who were figuring out in real time how to continue their digital inclusion services remotely.  

So we were hearing from folks in a public library. We were hearing from folks who work in 

public computer centers. These were the people who were really, really prominent in our 
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network early on because they were trying to figure out, okay.  How do I keep on doing this in-

person computer class when we have to be socially distant or when we have to be remote? 

So over the course of the spring and summer last year NDIA had several working group 

meetings. We also interviewed -- just to have a longer conversation, we had interviews with 

some folks in our network to gather these best practices and resources, to reflect what works and 

what doesn't work with programs in a socially distant time.  

So this is like a condensation of NDIA's mission here. We're doing everything real fast and in 

real time. Our focus here was adapting to COVID-19.  

What did we learn? Two primary trends of instruction came to the fore over our conversations 

with our network last year. One trend of instruction was what I began calling asynchronous 

instruction. Asynchronous means it could be -- it could mean prerecorded videos, written guides, 

existing resources to send to learners. 

So a website could be created by a public library, for instance, with several YouTube videos 

about how to set up an email. That YouTube page could then be sent to a potential learner and 

say -- so the library could say in that case, look. We can't help you directly, but here are some 

resources that you can check out. Certainly, libraries had been doing that sort of work for several 

years.  

Personally, I was working for the NYPL at the time. We had to figure out how to connect with 

our learners remotely, which I would categorize under the second trend that we learned last year, 

which is live instruction. How do we continue to serve our community members live; right? 

It's great to be able to gather some existing resources on YouTube and send a learner there. But 

in my case and in my coworkers' case at the time at the NYPL, we were asking ourselves, look. 

Some of our students, some of our learners, they can't even open the link; right? They can't -- 

they don't even have an email that we can send this link to. So how do we really, really, really 

make sure that we're supporting those community members and those library patrons who are 

really in the most need? 

So those organizations adapted to teaching during COVID-19 like myself and my coworkers at 

the NYPL at the time, we learned that staff roles were evolving to address learner needs, either 

over the phone or a video call.  

So a few slides back, I was talking about tech support. Having a knowledgeable and patient staff 

to assist at the intake stage of reference helps build a rapport between the learner and the 

organization, especially as both parties are adapting to distance learning.  

So, for instance, a student may need help or they may need some guidance connecting their 

device to the internet; right, finding the Wi-Fi. They might need help navigating the interface of 

a video delivery platform. For instance, WebEx, I don't like WebEx. I have to learn WebEx 

every time I use it. So I certainly could use some digital literacy training on WebEx. 
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Additionally, a student or learner may need assistance deciding which on -- which existing 

online resource is best for them. So to turn this back around into having a good existing resource 

to send a learner to, that asynchronous instruction. 

The key takeaway here is that the teacher or the instructor is for them to meet the learner where 

they are. How can the teacher or the learner meet -- the teacher or the instructor meet the learner 

where they are?  

Traditionally, for the teacher to understand the needs, this would happen over a series of 

questions. It would be a conversation, an instructor or a teacher asking a learner, what do you 

need help with? What kind of -- what are you -- what kind of website are you trying to get to 

today? Have you had trouble with this form before; right?  

That series of questions is then followed by a recommendation forward. The teacher that is then 

making assessments that, okay. I think this is maybe the best website for you to use, or maybe I 

can just help you live. So that can be that guidance coming from the instructor.  

In the library world, we have a phrase for that interaction. We call that the reference interview. 

The reference interview referring to the idea of, in pre-COVID times, the librarian sits behind a 

desk in the public library. A patron walks through the doors with a question. They -- or some 

knowledge that they want to learn. They find a librarian behind the desk and they say, hey, I 

need help with X, Y, and Z. And the librarian says, okay. I know my space, and I know how to 

research well enough that I can help you get to here.  

So how do we translate that interaction to forms, replicable forms that others can use who don't 

come from the public library world? That's conversation. That's Digital Navigators. Digital 

navigators is a model to turn what I would call a traditional reference librarian work into 

something that someone who didn't -- who doesn't have a library background can be trained on, 

can learn about, and eventually had the confidence and the know how to do on their own. That's 

what digital navigator is.  

So on the next slide we'll talk about -- let's take a deeper dive into Digital Navigators. Just 

wanted to give you the setup there. Digital Navigators is a program that represents those three 

legs of the stool, broadband, devices, and training, those three legs of the stool adapted to the 

needs of community members during COVID-19.  

So it's that's very, very -- it's this very, very specific point in time where COVID-19 is keeping us 

all socially distanced, remote. You can't see me now, but I'm crossing my fingers and saying 

hopefully not for that much longer; right, as vaccine rollout begins to snowball.  

But for now, Digital Navigator's has been this -- has been closing that gap to make sure that 

community members who are in danger of being left behind have that support, that human 

support from organizations that they trust to get the digital resources that they need. 

Currently, NDIA, we're directly supporting the Digital Navigators program in a variety of social 

services organizations across the country. One such example is with a local initiative, Support 
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Corporation. We're supporting economic development, community development organizations in 

Appalachia and in the rural south. That's one form Digital Navigators is taking. 

We're also supporting another program that emphasizes workforce development for older adults, 

meaning 55-plus -- workforce development for older adults in Ohio.  

But to me, and probably because of my background in public libraries, it makes sense that we are 

piloting a Digital Navigators program in a public library setting. I mentioned that we're 

supporting the Salt Lake City Public Library as they get their Digital Navigators program off the 

ground with a grant funded by the Institute of Museum and Library Services. So that's the model 

that I want to focus on.  

We partnered with Salt Lake City Public Library last fall, and we got some help from the IMLS 

to provide direct service Digital Navigator service to community members over the course of a 

year. We began direct service officially last November, and that grant runs out in September of 

this year.  

Before that direct service training or before that delivery of direct service, myself, some of my 

coworkers internally at the NDIA, as well as program leadership at the Salt Lake City Public 

Library and several weekly meetings over Zoom where we were figuring out, okay. This is what 

the model looks like. It looks like that reference interview, but how do we adapt that reference 

interview to the needs of our community members? 

So everything that we do, we do in lockstep with NDIA's overall mission of working with 

practitioners and experts across the country.  

I and my coworkers at NDIA run a biweekly Digital Navigators working group at which I ask 

folks across the country who work in organizations who have the capacity to do this work 

already, and I asked them what's working? What's not working? How are you doing your -- how 

are you doing your Digital Navigators program here? And how does that differ from someone 

else's Digital Navigators program elsewhere? 

Synthesizing the information that comes out of those amazing conversations is what helps us 

build this model as it continues to iterate and adapt over time.  

Since the very beginning of the Salt Lake City project -- this is just a shout out to my colleagues 

at the Salt Lake City Public Library -- their program leadership has been super, super intentional 

about partnering with community-based organizations that serve historically underserved and 

underrepresented community members.  

So when the Salt Lake City Public Library was thinking about hiring Digital Navigators, they 

chose three staff who already worked at the Salt Lake City Public Library in technology 

instructor roles and said, this -- your previous position was similar enough. We're going to call 

you a Digital Navigator now, and new position, new pay, et cetera. 
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But they're community partners they chose that were in neighbor- -- that were already serving 

neighborhoods that were hardest hit by COVID-19. One of those community-based organizations 

works with migrants and refugees. Another one of those organizations works in a primarily 

Hispanic part of Salt Lake City. 

Because those two organizations that the Salt Lake City Public Library chose as partners because 

they didn't have the capacity to bring on or didn't have the existing staff to bring on as a Digital 

Navigator to sort of transition their roles, those two organizations hired from their community. 

They found residents from within the community who knew really their neighbors the best and 

said, okay. We're going to train you. We're going to talk about -- we're going to train you with 

the work of Digital Navigators. You have a knowledge of your community. You have the 

understanding to know how to research your community, but most importantly, you have the 

empathy to be able to help your neighbors.  

So in the case of these community partners, they hire from within the community. They knew 

their community members. They knew the technology needs of their community members 

because that's where they came from. And they had that desire to help their neighbors research 

and connect digitally. And they have that -- most important, what I would call that empathy 

piece. Anything that they didn't have they would learn formally in the training. 

So let's talk about the training next on the next slide. 

Formally, this is a rough, rough outline as far as how NDIA is working with our partners; right? 

So when it says four training days, for some partners, that means three training days. For some 

partners, that means five training days. But largely, the content is broken up into those next four 

lines.  

And, again, this is just -- these are ongoing conversations that I and my coworkers have with our 

Digital Navigator partners to figure out what works for them.  

So what goes into the training is an orientation. In that orientation, I go over what I talked about 

really in the first two or three slides of today's presentation, framing our work, introducing folks 

to definitions to get a nice grounding and framing of our work as digital inclusion practitioners. 

Throughout that orientation, my guiding question for the trainees is, how have the technology 

needs of your community changed since last March; right? Just to get folks percolating and 

thinking about the digital equity and digital inclusion work.  

On the next day, we talk about understanding audience and particularly using forms. Several of 

these -- so NDIA with our network of affiliates has developed four different forms. These are 

four different data collection points for a Digital Navigator.  

Not quite yet, but on the next slide, I'll be talking in more depth about what goes into all of those 

forms. They are primarily data collection points, but they also serve as a translation of that 

reference interview interaction that I mentioned a few slides back.  
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On the third day, we talk about data and research and how it impacts the work of Digital 

Navigators and digital inclusion practitioners. Just a little bit candidly, I will say that this data 

and research day is usually the most -- is usually the point at which -- right -- a Digital 

Navigator, they can have that knowledge of their local community. They can have that empathy; 

right? But the data and research day is really, really, really where I'm actively teaching folks new 

methods and introducing them to new resources.  

So on that data and research day, I take a really deeper dove into some of the data sources that 

we in the digital inclusion world like to use. So an explanation of the American Community 

Survey, deciding which tables we are using and why for any data folks who are in attendance. 

Right.  

We're using the computer -- computers in the home as well as broadband or internet access in the 

home. I'm also talking with them about the FCC's form 77 data set, which is ISP's self-reported, 

Internet availability data set. 

Furthermore, as far as resource sharing, I walk folks through live demos of some really, really 

great websites that some of you may be familiar with already, Broadband Now and Everyone 

On, those demos to find the internet service providers that are available in a given area. That's a 

practical application of the FCC's form 77. 

And then I also give them a demo of a pretty awesome and free tool called Internet as 

Infrastructure. Internally, we call this the I3 tool. I'm going to drop a link to this on the next slide, 

I believe, for folks who are -- who aren't familiar, I3 is a free tool that was developed by one of 

our community members at the Arizona State University. 

It pulls from the American Community Survey, and it pulls from the FCC -- from form 77 to 

give folks a visual tool to what I would describe as visualizing the digital divide.  

Focusing on a given community, we can look at the social characteristics of the digital divide. 

So, for instance, someone may ask, what impact does income have with broadband adoption? 

Going back to a previous slide when I was bringing up this hypothetical idea of, just wires are in 

the ground, who isn't adopting? And why aren't they adopting?  

Most often affordability is that barrier to access there. So this tool, the I3 tool helps us sort of 

begin to answer and visualize that research question of, what impact does income have on 

broadband adoption? It turns a lot. It turns out that there's a huge relationship there. There's a 

huge impact that income has with broadband adoption. 

Another way of saying this is that historically lower income areas of a city or county will have 

lower adoption rates. A tool like the I3 tool helps us demonstrate that. 

I take them -- and that's -- for me personally as as the data guy on staff, I love walking folks 

through that demo. Even for people -- I try to diminish or reduce the roadblocks around the word 

data. I think -- I say this because I felt this -- I felt the same way until a few years ago. I would 
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hear the word data, and my eyes would sort of glaze over. I would be like, oh, that's not for me, 

but I really try to make it make sense to folks.  

Then the last day, sharing skills and resources is just additional digital literacy resources that are 

free, that already exist, and just introducing folks to those resources, to stuff like North Star 

Digital Literacy, which several Digital Navigators programs are using to assess their community 

members and their skill levels over time. Awesome tool, as well as another website like 

Goodwill's Learn Free. So just another demonstration day and showing resources going into that 

training.  

So as far as the next slide goes in which we're asking how a Digital Navigators program 

measures success, linked in the slide show is the direct link to the intake forms, which is on -- 

which is on the NDIA's page for the Digital Navigators model. 

So we're gathering data through those four -- through four forms. We're asking in an intake form 

-- right -- what is your technology need? Do you -- are you contacting us today because you need 

help setting up home internet? Are you contacting us because you maybe heard that we have 

some discounted devices, or are you contacting us because you need help filling out this form 

online?  

Right? Those three legs of the stool. So that's the kind of data that we're gathering in the first 

form, which is called the intake form. 

The next form that we -- that our Digital Navigators programs are using is called a skills 

assessment. So in that form, in that skills assessment, we're asking, where is the community 

member and their comfort level with using technology? What's their confidence level with 

navigating the internet on their own? 

So in that form -- right -- we -- tis is something that came out of our working group calls that 

directly informed how that skills assessment survey shaped out. Right. You can't simply ask 

someone, how comfortable are you are you using the internet, or how confident are you using the 

internet, because most people, probably including myself, are going to sort of overshoot how 

confident we are.  

This is kind of the nature of how people interact with forms. So to sort of get around that, in that 

skills assessment, we ask a series of use questions. So we ask stuff like, how often do you check 

your email? How often do you research events in your community? How often do you check in 

with friends and family members on social media?  

The goal of asking these sort of indirect questions, which we ask on Likert scale, strongly 

disagree to strongly agree, for instance, the goal is to get some sort of measurement out of where 

a community member's comfort level with technology is at the give -- at that first interaction.  

The third form that we use is called an exit survey. That's simply -- that's more akin to closing a 

ticket. So that's really like the tech support piece. That's for the Digital Navigator to complete 
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after they've talked with a community member, really just asking, were you able to help them? 

Yes or no? Why not, if not? 

The fourth form is a follow-up survey. The follow-up survey serves as a post-assessment test. I 

found that with my coworkers at the NYPL, the way we would do this for our sort of longer-term 

programs is that we would -- so the way we're doing the follow-up survey is that we're simply 

asking those questions that you see on the skills assessments around how often folks check 

email, how often they research events in their community. We're just asking that. We're just 

asking them to fill out that survey on their own. 

We're asking them at some kind of regular intervals. So maybe two weeks later, maybe a month 

later, maybe three months later. The goal then is to sort of be able to plot, hopefully, some 

growth in learner confidence over time.  

What do we do with this data? This is one direct link that I'll put into the chat here, sort of like a 

beta mode dashboard, and just feel free to click on that either now or after the presentation. But 

that's a dashboard that I've created with the Salt Lake City Public Library program team to sort of 

be able to build upon what all of these great intake forms are telling us.  

So I can say that as of March of 2021, after three months of direct service with the Salt Lake City 

Public Library program, we've hit our goal of serving or providing interactions with 450 unique 

individuals across the Salt Lake City area.  

Just bear in mind that we chose that number 450 because we thought that that would take 10 

months to hit. We thought that that would take from December 2020 to September 2021 to reach 

that many people. We've hit that number in three months and having this -- having these data 

collection points really helps us skim down the amount of work that has to go into that. 

For anyone who's clicking through on that tool, you'll notice that there's also a huge map 

available there as well. That is a map of the Salt Lake City metropolitan area. And just bear in 

mind that it's in beta mode, so it's not quite, quite complete, but we begin to form an idea of the 

technology needs of different parts of the city.  

So, for instance, the downtown area, which is the area served by the main library of the Salt Lake 

City Public Library, as well as another one of the community-based organizations that they're 

partnering with, by and large, say that area of the city has had device related queries. This is an 

interesting thing to think about.  

Given the urban and rural divide or given the differences in, let's say, problems in the rural and 

urban areas as far as digital equity goes, what we're learning out of our partnership with our rural 

clients is that in rural areas, instead of their types of issues being put into the bucket of device 

issues, the issues in rural areas are connectivity issues. Right. 

So not the biggest surprise there, because internet service providers have been called out a few 

times for not having those wires in the ground in rural areas, but those data sets allow us to sort 

of show and prove that, that that is a huge issue in rural areas. This is a data analysis piece.  
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Finally, I cannot underemphasize stories of impact. I was -- like I've been trying to weave 

through my presentation Digital Navigator's is really like the human component of digital equity 

work. Over time, over repeated interactions, a Digital Navigator should -- and should build some 

kind of rapport with a community member, if they don't know them already. 

Right. So when we encourage our Digital Navigators in the follow-up surveys to gather impact 

stories and talk with community members about their experience with the program, we're trying 

to sort of tie home or tight tie down that idea of gathering a really meaningful story of how this 

program affected someone in their fight to overcome barriers to digital access. 

Pure data, like that map, that Tableau link that I shared. Pure data is great, and it tells what I 

would call a macro level story; right? We can click around and get an idea of numbers in this 

area are much higher than numbers in this area, but adding a dynamite quote, an impact story 

really drives home the nuance to the work of Digital Navigators.  

So really expresses that this work has an impact on actual people and making sure that they have 

access and the comfort to use the internet the way, let's say, the rest of us use the internet. It goes 

a long way in closing those digital equity gaps. 

So I'll pause there. I think the next slide is questions. Yeah. I'll pause there and just take any 

questions if you have them.  

Dina Lehmann-Kim:  Paolo, thank you so much. This is Dina. I'm going to -- while folks are 

gathering their thoughts to ask you some questions first, thank you so much for this great 

presentation and all the great information and your sharing the Tableau information as well.  

Question for you in terms of the training that you mentioned. I know there are some resources on 

your website that are freely available, but I'm wondering for the more in-depth training that you 

described, is there a fee for that? 

Paolo Balboa:  Yeah. So that's a great question. Yeah. The goal of putting all of our forms, for 

instance, on our website, for example, is for organizations to download freely. We want you to 

download those and sort of remix them to your own specific needs and interests.  

But, certainly, there are some organizations that we work with that want that training piece, 

which NDIA is happy to do. There is a fee involved there. But NDIA -- and this is -- we did the 

same thing with our affiliate member scale. We have a fee scale. So there is a fee, but we know 

we're customizing our training to the needs of each of our clients based on their capacity. Right. 

So that -- it is an ongoing conversation because NDIA likes to play this as equitably as possible. 

Right. I work with our executive director, Angela, as well as my coworker, Kristie, to figure out 

what a training and that fee should look like, which happens over the course of several 

conversations with community-based organizations. A long way of saying that, if anyone is 

interested, I'd be happy to get you in a room with myself and Angela and Kristie to begin to 

discuss what a training can look like for your organization. 
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Dina Lehmann-Kim:  Great. Thanks so much for that. Grace, are there any questions I have -- I 

have one or two more, but I don't want to monopolize, if there are questions in the queue.  

Grace Campion:  Sure. I don't see any questions. Just put your thoughts in the chat box. You can 

send them to me privately or use the raised hand feature. And I just got one, but, Dina, go ahead 

with yours and let me read through this. 

Dina Lehmann-Kim:  Okay.  

Grace Campion:  And then come back. 

Dina Lehmann-Kim:  Sounds good. Thanks, Grace. 

So, Paolo, one thing I really -- resonated with me while you were speaking is that the Digital 

Navigators have empathy because they come from the community. They understand the 

community and the community's needs.  

And to me, the flipside is also important, in that the residents who are trying to get on boarded on 

the digital -- the broadband train trust that individual as well.  

So I want to see what you think about that. And, also, if you can talk a little bit about residents 

and how they could be -- public housing residents in the world that we're working in -- public 

housing residents could be Digital Navigators as trusted members of the community. 

Paolo Balboa:  Yes. Yeah. So another great question. I think that along -- as you mentioned, 

empathy -- or someone who wants to be a Digital Navigator needs to have that empathy with 

their own neighbors, their own community members. But they also are trusted members of their 

community. 

I think in the case of Salt Lake City -- so I'll talk about Salt Lake City as an example, which I 

think sort of can be like a direct correlation. 

Here in Salt Lake City, one of the community-based organizations that the library chose to work 

with -- I think I mentioned this -- their primary social service is migrants and refugees. So there's 

several barriers there -- right -- that the library itself couldn't solve. There's the language barrier 

that Salt Lake City was trying to overcome.  

And certainly, there's also that trust barriers, that barrier. As new residents to the country -- right 

-- like a migrant or refugee, doesn't really know how to not only digitally navigate but navigate 

the world, there's that cultural and literacy barrier.  

So in that case, the partner that the Salt Lake City Public Library works with, they chose a 

resident who -- from their service area. They just emailed someone who was there, who was who 

had already been very responsive in sort of getting on board with the migrant and refugee, like 



2021 ConnectHomeUSA - NDIA's Digital Navigator Program Overview 

Tuesday, March 30, 2021 Page 16 of 19

that integration process. And when they ask that person like, hey, do you want to be a Digital 

Navigator? We know you're looking for a job. They jumped at the opportunity.  

And that works so, so well for -- in that case because, as a Digital Navigator, this trusted resident 

is everyone's neighbor. Everyone already knows this person. He's a familiar face. And more 

specifically, in this example -- right -- he already speaks the -- he can cross that language and 

cultural barrier.  

So I think in the case of what you're asking, Dina, I think that residents who are living in -- 

among community members who need this help, I think that translates pretty directly; right? A 

prominent resident who's coming from the community has that trust from their neighbors. But 

they also -- and more importantly, they have that internal knowledge of the technology needs of 

their other neighbors; right? 

They can already sort of -- to put it another way, they can sort of speak the language, the 

technology gap language that they know that their neighbors have because they have those same 

problems. 

Dina Lehmann-Kim:  Right. Exactly. Thank you so much. 

Grace Campion:  Wonderful. So I do have one question here. I'll read it out loud. How do we -- 

so this is a question about internet access data maps. And kind of the question is, they may show 

connectivity because maybe one person has connectivity there, but the greater area is not fully 

connected.  

So the question is, "How do we advocate for additional broadband access with our government 

officials when these data -- when these internet access maps are not accurate? And where do we 

get the real data?" That's the question. 

Paolo Balboa:  Yes. Yeah. So -- yeah. And this gets to the issue of the form 77 from the FCC. 

As far as advocating goes, I don't -- I really don't say this to sound too-too corny. But an 

organization like the National Digital Inclusion Alliance, joining this organization, of you're not 

there already, helps you connect with folks locally in your community who are thinking the same 

way to help build sort of like a coalition and perhaps like a working group around advocating 

locally with your elected officials.  

We have a digital -- I'll bring this up here -- a digital inclusion guidebook, which is based out of -

- and this -- it came up in the same way that the Digital Navigators program came to be. It's how 

to find like-minded members in your community, and there's the link there. 

But, largely, I mean, I think that -- and so that's the link that I'll provide. But just what I think, 

the best way to get your local officials on board is to, let's say, understand, if you don't already, 

know how to use those mapping tools and how to communicate to an elected official by saying, 

this isn't enough. You -- we need to push our ISPs further, who can then send -- who can then 

provide better service.  
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In the case of the -- most recently in the emergency broadband benefit, there is a subsidy for 

discount Internet as well as discount devices. NDIA and our community has been pretty good at 

trying to get ISPs to sign on to participating in that benefit. Right now, I think it's AT&T and 

Comcast have signed on to be a part of that benefit. 

But that comes from our community members, folks who join our Friday calls, for instance, just 

writing emails to their local elected officials [inaudible] in there too. 

Grace Campion:  All right. 

Dina Lehmann-Kim:  If I could just piggyback on that, our ConnectHome communities basically 

have their own coalitions locally, and they may not call themselves that, but working with your 

local stakeholders, if you wanted to gather them around the table and strategize about how to 

influence your local elected officials and educate them about the problem, if they don't know 

about it -- I mean, they should now.  

I think COVID basically showed a huge bright light on this problem. I think everyone now 

understands it. But if you need more power, more influence and working with your local partners 

is a great idea. And certainly take tips from the guidance or the materials that Paolo's putting in 

the chat.  

And the other thing I would just remind you is the -- in terms of the data, getting accurate data, is 

the tool that Paolo mentioned, which I hadn't heard of, the Internet as Infrastructure, the I3 tool; 

right, Paolo? 

Paolo Balboa:  Yes.  

Dina Lehmann-Kim:  That should have accurate data. 

Paolo Balboa:  Yes.  

Grace Campion:  Great. Sorry, Paolo. We did have a question about the tool. Can you share that 

link? 

Paolo Balboa:  Yeah. 

Grace Campion:  The I3 link. Great. 

Paolo Balboa:  Internet as Infrastructure. Yeah. So that's -- and then this is a small [inaudible] but 

a thing to look out for from my -- NDIA is that demo that I do of how to use this tool, Internet as 

Infrastructure. I do that live demo as part of the training, but I will be, hopefully by the end of 

this month -- this is just like a self-imposed deadline, just recording myself and putting that 

recording online just for anyone in the NDIA -- for anyone with access to the internet to use. So 

just keep a lookout for that. 
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Grace Campion:  Great. We have another question here. The question is, I -- "The idea of having 

public housing residents trained as Digital Navigators is a great idea. However, how do we fund 

these programs? How do we get residents connected to affordable and adequate devices and 

internet service? The FCC emergency broadband benefits program really benefits service 

providers, but how do we get funds directed to housing authorities who work with the most 

vulnerable populations?" 

Paolo Balboa:  Yeah. No. I think that that comes back to advocating locally with your elected 

officials, but also the work of digital inclusion, I think, what ties together all this work is that it's 

hard to do. It's hard to do all this work in a bubble. It's nice to find -- to have partners, additional 

stakeholders in this work.  

So I think that knowing who to ask in your local community is a great way to start. I suggest a 

public library. They're a resource that is always, always, always willing to support digital 

inclusion, because this is -- this kind of falls directly into their bucket, as I mentioned. So making 

sure that you're not the only one pulling the weight here. 

I'd look to a public library just off the top of my head. Banks through a CRA loan are common 

partners in digital inclusion through the Community Reinvestment Act, as well as health care 

providers. Health care providers are also -- I've also historically been in the digital inclusion 

sphere because of telehealth, checking up my chart, for instance. 

So just looking at people who already have the capacity to support to get programs off the 

ground initially, and then beyond that, advocating with elected community members -- elected 

officials. 

Dina Lehmann-Kim:  Yeah. Thanks, Paul. And I was also going to add for the -- for public 

housing that there's CARES Act money that you can still use until December of this year that can 

help pay for devices and internet access for families and seniors.  

The operating fund now -- recently was [inaudible] to announce in January that the operating 

fund can be used for in-unit internet access. That's very new. And as Paolo said, the CRA, 

Community Reinvestment Act, banks can give you a loan or grants.  

I think it's important to also do maybe an asset map of the organizations in your community that 

you either work with or could work with that would have a common interest in solving this 

problem.  

And in terms of actually training the residents, I think you could maybe do some sort of a hybrid 

model maybe where you give residents credit for their community service requirement, for 

example. So that's what I'm thinking of right now. If I have another thought, I will let you know, 

but right now, those are my thoughts. Great. 

Grace Campion:  All right. I think we're right coming in at 3:00 p.m. Eastern. So I'm going to 

close us out. We don't have any other questions at this point, but I think we've shared a lot of 

good information. And, Paolo, thanks for putting all those links into the chat.  
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I'm going to -- yeah -- close us out. Please, just a reminder to fill out the survey. It will pop up on 

your screen as you're exiting the WebEx environment here today. And let us know your thoughts 

and feedback from today. And I big thanks to Paolo. Dina, any final thoughts or remarks from 

you? 

Dina Lehmann-Kim:  Yeah. Thanks. Thanks. Huge thanks to Paolo and also, of course, to NDIA 

for all the great work you all continue to do. And just a quick note that next month, we're going 

to talk about the emergency broadband benefit with the FCC. So please stay tuned on that. 

Thanks, everyone, for participating today. Thanks, Paolo.  

Paolo Balboa:  Thanks. Thanks for your having me. 

Dina Lehmann-Kim:  Thanks, Grace, for your help. 

Grace Campion:  Of course. Bye-bye. 

Dina Lehmann-Kim:  Bye, everyone. 

Paolo Balboa:  Bye. 

(END) 




