
	Digital Navigator

	General Statement of Duties

Performs Digital Navigator duties by providing individualized or small group assistance and guidance to community members who need affordable home internet service, affordable internet-capable devices, and/or coaching in introductory digital skills in order to become effective home internet users and be able to participate online fully. This assistance may be provided in person or by voice telephone, email, text, video chat, and other communication methods that work for the for the older adult(s) in support of the region’s older adult population. 

	Distinguishing Features of the Class 

An employee in this class independently performs digital navigation for older within the region. Work includes review of each older adult’s home internet access or need for home internet access, technology experiences, resource needs and their devices services, Assess their access to technology, current digital skill level pertaining to what they need to accomplish the plan, connectivity needs, and internet use priorities. Independent judgment and initiative in the performance of duties is required. Work is performed under general supervision of the Human Services Manager and is evaluated through conferences, observation, reports, progress on projects, and feedback from the older adults.

	Duties and Responsibilities  

Essential Duties and Tasks

· Receive, return, or initiate telephone contact with clients seeking assistance or identified by Queens University Center for Digital Equity (CDE) for assistance.
· Discuss with each older adult their home internet access or need for home internet access, technology experiences and their devices.
· Assess their access to technology, current digital skill level pertaining to what they
need to accomplish the plan, connectivity needs, and internet use priorities. Set
agreed goals for Digital Navigator services. Confirm the details with the older adult.
· If necessary, advise older adult about free or affordable home internet service options
for which they may qualify, assist older adults to apply for services they choose, and
support their efforts to secure service.
· Track each older adult’s progress and types of requests, keep accurate and timely records, and report outcomes as required using the CDE Customer Relationship Management (CRM) system 
· If necessary, advise older adults about sources of affordable computers or other internet
connected devices for which they may qualify, and support their efforts to acquire
appropriate devices and where they can get help for repair.
· Coach older adults as necessary to use their home internet services in order to meet
their internet use priorities. This may include both in person, phone, and online
interactions, as well as referral to sources of additional digital literacy skill training.
· Track each older adult’s progress and types of requests, keep accurate and timely
records, and report outcomes as required.
· Plan and manage assistance to each older adult with the goal of fulfilling the agreed goals.
Recruitment and Selection Guidelines

Knowledge, Skills, and Abilities

· Ability to embrace the challenge of learning and teaching basic technological
concepts related to internet services, computer, and device characteristics, and
common online services and applications to older adults.
· Excellent self-organization, language capacity, and cultural competency.
· Excellent telephone and online communication skills, including the ability to
establish trust with older adults of varied educational and cultural backgrounds.
· Ability to demonstrate positive attitude, excellent interpersonal skills, cultural
sensitivity 
· Ability to creatively solve problems, and negotiate and handle stressful situations in
a positive manner.
· Ability to provide excellent customer service, establish appropriate boundaries with
older adults, and to demonstrate innovation and flexibility. 	
· Ability to comply with confidentiality of protected personal information


Physical Requirements
· Must be able to perform sedentary work exerting up to ten pounds of force occasionally and/or a negligible amount of force frequently or constantly to lift, carry, push, pull or otherwise move objects.
· Must possess the visual acuity to prepare and use data or figures, operate a computer terminal and other office machines and equipment, and do extensive reading. 

Desirable Education and Experience
· One to two years’ related experience and/or training or equivalent combination of education and experience in digital technology. Has basic computer job skills including logging on to systems, ability to communicate by email, ability to compose documents, enter database information, and download forms.

Special Requirements
· Possession of a valid North Carolina driver’s license.
	
