Navigating Opportunity:
Mitigating the digital divide by using digital navigation.
Proposal to continue funding Hamden Public Library’s
digital navigation project from October 1, 2022 – June 30,
2023.

The Hamden Public Library was selected to be one of four pilot libraries for the Connecticut
State Library to promote immersive digital navigation as a means of lessen the impact of the digital
divide. Funding was derived from ARPA funds provided by the Institute of Museum and Library
Services to the Connecticut State Library [see the appendix for the full application]. Key elements of
the project highlight the impact of the digital divide on Hamden and to propose a solution for
reaching populations within the divide. This was not difficult to do as the pandemic provided a level
of clarity regarding how households were able to make use of connectivity and devices. Research
also included data from the 2020 U.S. Census, Internet Is Infrastructure, and the National
Telecommunications and Information Administration.
Hamden is not necessarily a distressed community, but with an AENGLC ranking of 135 it does
have pockets of extreme poverty. This may partially explain the fact that as far as ranking for
connectivity it places 84th in the state; it is behind its wealthier neighbors North Haven and
Woodbridge but ahead of its western most neighbor, Bethany. The average download speed in
Hamden is 106.31 Mbps. This is 20.0% slower than the average in Connecticut. For residents in
Hamden there are six internet providers with average monthly cost of a very average connection
being $60 a month. Entrepreneurs, students, folks hoping for a steady Zoom connection, and anyone
else who would benefit from faster upload/download speeds will pay significantly more – up to $150
a month.
If one were to overlay a map of the wealthier census tracts over the less wealthy tracts, a
clear understanding of what it means to be connected emerges. Most wealthy households have a
broadband subscription as their ticket to household connection. In the less wealthy parts of town,
broadband subscription gives way to cellular subscription plans. There are three mobile providers for
Hamden. Each one offers at least two plans for data with $55 a month the average cost for the least
amount of data. Data is king on the internet because it is actual information, programming, and
applications. Of course, there are parts of Hamden where connection, whether broadband or
cellular, is out of reach. In the two poorest census tracts, lack of internet subscription/access is up to
23% of the residents.
A disconcerting fact is the reliability of the speed of connectivity in Hamden. Out of the 890
blocks in Hamden only 15.1% are well served with a speed at or above the average. Underserved
blocks make up 69.4%, meaning that their speeds are below the average. The remaining 15.5% of
blocks are unserved; yes, even more blocks are unserved than well served!
As important as being able to count a consistent, fast, and reliable internet connection is the
device, when one is lucky enough to have one, to access the internet. Again, wealth correlates to
computer ownership. For example, in better off areas of town PC/Laptop ownership of a PC/Laptop
is in the low 90th and high 80th percentiles. Drive fifteen minutes south and that type of ownership
drops to the low 70th and high 60th percentiles. For smart phone ownership, one will find that every
wealthier address claim ownership. In the economically stressed parts of Hamden smart phone
ownership rivals and, in one case, outpaces ownership of a PC/Laptop!
The Hamden Legislative Council voted to receive the grant money necessary to operate the
pilot in the early fall of 2021. We advertised, interviewed, and hired three extremely capable
individuals to serve as our digital navigators [please refer to the job announcement in the appendix].
They underwent two weeks of training, which included national training session with the National
Digital Inclusion Alliance and then a more localized training organized by library administration. Using

in-house talent we devised a marketing campaign, made significant use of the Connecticut Council
on Municipalities printing and mailing services. We officially began the program with a soft rollout
on January 18.
In eleven weeks our three navigators have created 142 unique client interactions. These
interactions have brought about ninety-nine in-person appointments. Appointments take more than
thirty minutes. Our navigators hold appointments where needed, included meeting clients at local
restaurants. They hold office hours and take appointments at every library location, the Davenport
Dunbar Adult Residences, and at the Keefe Center. By stationing navigators in these areas and giving
them the freedom to meet clients in a safe, public space, we have found that we are reaching people
who would not normally think of the library as an institution which could help with connectivity
issues and personal economies.
Public libraries serve their communities by being centers of information. In this century that
role means making sure that our communities can fully participate in the digital world. How the
Hamden Public Library is approaching this aspect of our mission is by providing onsite digital
navigation and tech training as needed, lending hotspots to patrons, creating a hotspot business zone
in town, and providing a public Wi-Fi network that reaches beyond the basic footprint of our
buildings. The challenge has been the depth of the divide and what it means for a staffing
infrastructure that is at capacity. By the depth, I am referring to the fact that those individuals who
are left behind by technology are suffering from a remarkably high level of digital illiteracy. It takes
more than a short intervention to help these individuals understand technology and then even longer
to develop the skills necessary to independently use the Internet for participation in the digital world.
Remember the Chinese proverb: Give a man a fish, and you feed him for a day. Teach a man
to fish, and you feed him for a lifetime. Prior to the implementing the pilot project and as an impact
of the pandemic, the library’s ability to create new digital citizens was hampered by the challenges
of the need, availability of devices for the student, and staffing infrastructure. A practical example of
this frustration would be how a person interacts with the Department of Motor Vehicles/DMV.
Appointments for any business transaction with the DMV must be scheduled online. If one lacks an
email address or a device, that person cannot secure an appointment without immediate
intervention. Often our staff is the first or second level of intervention for these individuals. The need
to get the appointment as it is the immediate concern of the client. Obviously, the next step would
be to teach the individual how to use technology to create and check email. This is much more time
consuming and more difficult than it sounds. It is fair to say that those needing the immediate
intervention are not apt to want to learn how to do themselves…Until now.
By being able to offer people instruction, IT support, and a device when needed, our digital
navigators have been able to move Hamden residents from being on the lowest rung of digital
literacy to a more functional level. The other key element has been that the navigators are able to
advocate and steer clients through the bureaucracy of the American As important as this intervention
is the fact that the navigators have been able to steer and advocate for clients strive to opt into the
Affordable Connectivity Program/ACP offered by the federal government. This is work that cannot
be done by a librarian, as it is both extremely time consuming and personal.
Being able to extend the work of this team for another recovery year from the ravages of
the pandemic, will improve the ability of Hamden’s most technologically vulnerable to become full
digital citizens. Another eleven months of direct intervention of helping people who lack digital

skills, access to affordable internet, and/or a device that permits them to live as fully a modern life
as possible also increases the overall well-being of the town. It means that people can use the
internet to access government services, make appointments, socially engage with family and
friends, apply for benefits, seek employment, enjoy lifelong learning opportunities, participate in
virtual recreation, and so much more. As more Hamden residents become more digitally literate
with access to affordable internet and a device, the role of the library as an information center will
evolve from being a band-aide to be a fully accessible 24/7 resource for learning, research, and
recreation. I strongly believe that by expanding this navigation project by eleven more months, we
will be able to create a much more digitally literate town and the library will be in an even stronger
position to meet these individual needs because we will not just be acting as an emergency
intervenor. For example, it enables librarians to create classes and programs specifically tailored
to a need [i.e., the tricks of using Excel]. It will deepen the library system’s capacity to make digital
information and resources more readily accessible to all of Hamden.

Funding Digital Navigation from Oct 1, 2022 - June 30, 2023
Staffing
Coordinator
Three part-time positions at $36,000 [25 hours a week for
different payment scales. $30 x 48 weeks]
Scales determined by
responsibility and
background.
Outreach/Marketing
Town-wide mailing, 2x a
year
Tech open houses at
branches, 2x a year

Navigators
Total Salary
$50,160 [two navigators at
$86,160
19 hours a week for $27.50
for 48 weeks]

$14,660

Marketing Total
$15, 460

$800

Technology
Cell phones
$1,320 [3 cell phones with
limited plans]
Devices
$25,000 [cover the cost of
approximately 40 laptops and
30 tablets; devices purchased
as needed from
surplus/refurbishing provider,
Human I.T.]
Hotspots
$1,118 [Subscription at
average of $36 a device x 3 for
11 months]
Total cost to fund, excluding incidentals provided by the library*

Technology Total
$27,438

$129,058

*Incidentals would include
office supplies,
professional development
opportunities, copying
and printing of materials,
administrative software,
additional marketing. I
estimate the costs for
these to be $3,000. Some
of these expenses are
budgeted in our office
supplies and marketing,
while others I would seek
sponsorship from the
Friends of the Library.

Mid-term statistics on Navigation Opportunity, digital
navigation as a means to mitigating the digital divide in
Hamden.

Mapping the Digital Divide in Hamden
using data from the US Census.

Important Definitions to understanding the digital divide and navigation
Digital Divide - describes the gap between people who have access to affordable, reliable Internet
service, have the skills to participate in the digital world by using the internet, and have the devices
to take advantage of that access and skills, as compared to those who lack any of these three
attributes. i
Digital Inclusion - Digital Inclusion refers to the activities necessary to ensure that all individuals
and communities, including the most disadvantaged, have access to and use of Information and
Communication Technologies (ICTs). This includes five elements: 1) affordable, robust broadband
internet service; 2) internet-enabled devices that meet the needs of the user; 3) access to digital
literacy training; 4) quality technical support; and 5) applications and online content designed to
enable and encourage self-sufficiency, participation, and collaboration. Digital Inclusion must
evolve as technology advances. Digital Inclusion requires intentional strategies and investments to
reduce and eliminate historical, institutional, and structural barriers to access and use technology.
Digital Literacy - Digital Literacy is the ability to use information and communication technologies
to find, evaluate, create, and communicate information, requiring both cognitive and technical
skills. A Digitally Literate Person:


Possesses the variety of skills – technical and cognitive – required to find,
understand, evaluate, create, and communicate digital information in a wide variety
of formats
 Can use diverse technologies appropriately and effectively to retrieve information,
interpret results, and judge the quality of that information
 Understands the relationship between technology, life-long learning, personal
privacy, and stewardship of information
 Uses these skills and the appropriate technology to communicate and collaborate
with peers, colleagues, family, and on occasion, the public
 Uses these skills to actively participate in civic society and contribute to a vibrant,
informed, and engaged community
Digital Equity - Digital Equity is a condition in which all individuals and communities have the
information technology capacity needed for full participation in our society, democracy, and
economy.
Broadband Adoption - Daily access to the Internet at speeds, quality, and capacity necessary to
accomplish common tasks, with the digital skills necessary to participate online, and on a personal
device and secure convenient network.
Data Plan - Data plan refers to data quotas from a telecommunications or data hosting contract.
Internet service providers offer data plans.
Bandwidth - Bandwidth is the data transfer capacity of a computer network in bits per second
(Bps). The volume of data that can be transported varies, impacting how effectively a transmission
medium, such as an Internet connection, operates.
Wi-Fi/Wireless - Wireless networking technology that allows devices such as computers, mobile
devices, and other equipment (printers and video cameras) to interface with the Internet. Internet
connectivity occurs through a wireless router.

i

Definitions from Digital Divide Definition (investopedia.com); National Digital Inclusion Alliance:
https://www.digitalinclusion.org/digital-inclusion-101; and the American Library Association:
https://literacy.ala.org/digital-literacy/.

