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Introduction to Supporting Learners 

The aim of your session is to provide a safe environment where learners can ask questions, 
practice using technologies, and gain confidence in their ability to use technology. 

The following strategies have been adapted from the Approaches and Supports described in the 
ESL for Adult Literacy Learners resource and best practices employed by MOSAIC LINC staff in 
supporting clients. 

 

General Recommendations for Support Sessions: 

 Plan for 30 minutes to 1 hour per session. 
 Each tech skill addressed may need subsequent practice sessions before the client 

reaches independence.  This could vary from one to several separate sessions on the 
same tech task. 

 Support sessions may be conducted in-person or remotely on Zoom.  Each tech module 
in this resource will include recommendations about the modes of delivery and 
strategies. 

 When supporting clients, make notes about areas of progress and challenges for 
reference in subsequent meetings.  The ‘Learner Needs Assessment’ document for each 
tech skills area (Computer Basics, Mobile Basics, Internet, Email, Zoom, and MOSAIC 
Online Classroom) can be used and updated during the sessions.  
 

Conducting Needs Assessments: 

 Prior to the first session, it is important to conduct the ‘Learner Needs Assessment – 
Intake’ if this was not previously done.  This provides a clear focus for support sessions 
needed.   

o Another volunteer or MOSAIC staff member may have conducted this already.  If 
this was done previously, this will be shared with you. 

o This needs assessment will give valuable information about the client’s device, 
preferences for meeting, current digital skills and learning goals.   

o For some tech skills, it is important to have device-specific instructions and 
reference materials.  This intake questionnaire ensures you will have accurate 
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resources to use and feel prepared to help with troubleshooting when meeting 
with clients. 

o For clients with lower-level English (ex. below LINC 4), translation may be 
necessary.  The questionnaire will help to determine if interpretation will be 
necessary, recommended, or not required. 
 

General Strategies and Approaches: 

1. Expect skills to vary and don’t make assumptions 
Technology skills are not always in alignment with English language levels.  Some clients 
may have a strong grasp of English but limited exposure to technology.  Conversely, 
some clients may have limited English but strong technological skills.  Avoid making 
assumptions and approach each support session with curiosity. 
 

2. Build on Strengths 
This allows the client to take pride in skills they already have and give you the 
opportunity to determine if there are basics skills that need to be addressed first before 
moving to the identified tech task(s). 
 

a. Have learners conduct a show and tell 
i. SHOW: When meeting in person, ask clients to show you what they use 

their device for. 
ii. TELL: Ask clients the intake needs assessment questions when arranging 

the session or at the initial meeting.  This will help you select appropriate 
resources for the current skill level, device, and software available. 

 
3. Model the task 

This provides supportive scaffolding, along with visual and kinesthetic supports. 
 

a. Demonstrate  
i. Read and demonstrate the task instructions slowly, step-by-step and 

have client follow along to complete each step.   
ii. Take your time.  Don’t move on to the next step until the client is ready.  

iii. Use visuals and translation as needed.   



    Learn to Use Technology  

© MOSAIC 

 
 

1. If the learner has lower-level English and you do not speak their 
language, use Google translate and/or visuals to minimize 
confusion and clarify meaning in the moment.  

2. Arrange for translation support for subsequent meetings if 
communication barriers are high. 

iv. If you are providing support remotely 
1. If the client can screen share, use annotation, if possible, to direct 

students to next steps. 
2. Use your webcam to show the steps for another device (ex. a 

Smart Phone). 
3. If the client is meeting with you on a different device than the 

device that they are asking for help to do a task on, ask them to 
show the device’s screen and screen shot it.  Add annotations to 
the screen shot if clients can’t follow verbal instructions. 

 
b. Repeat.   

i. Have the client try the task again with your instruction from the 
beginning.   

ii. Provide visual support and translation again as often as needed. 
 

c. Reinforce.  
i. If the client feels comfortable and ask the client to repeat the task one 

final time during the session to reinforce learning.   
ii. Provide instruction and support upon request.   

1. If the client becomes frustrated or is not able to complete the task 
fully: 

a. Focus on the initial steps (or up to the point they had to 
stop) to re-try and leave the rest for the following session 

b. Reassure the client that they are making progress.   
c. Take note of areas of difficulty to focus on in the next 

meeting. 
2. If the client can complete the task (with or without additional 

help): 
a. Make a note that the client completed the task  
b. Commend the client on their progress 
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d. Provide resources for reference 
i. Email the client the instructions sheet associated with the tech task they 

practiced and any other relevant supporting resources for review and 
additional practice. 

 
4. Recycle in subsequent meetings 

This solidifies learning and provides opportunities for the client to apply learned skills. 
 

a. When meeting with the same client again: 
i. Take time to review past skills learned 

ii. Ask them to demonstrate what they learned last time before introducing 
additional steps or tasks 

iii. Try to connect new tech tasks to previously developed tech skills from 
past sessions 

 
5. Encourage trying new things and celebrate successes 

This provides motivation and positive reinforcement for an important aspect of 
developing tech skills – the ability to try out things and not become disengaged if 
roadblocks arise. 

a. Ask the client to share when they have used the learned tech skill in their daily 
life. 


