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Recomendat i ons

These recommendations are intended as starting points for
di scussi on and program devel opnent between the Learning Centre?,

the Gty staff, Carnegie volunteers, and, nost of all, the |learners

at the Carnegie Community Centre.

Capilano College to hire a Coormunity Literacy Wrker to:

pronote literacy at Carnegie w thout adding to the workload of
Carnegie staff by incorporating literacy progranmm ng and support
into existing activities;

maintain close ties to the different prograns at Carnegie. In
particular, the Community Literacy Wrker will work to inprove
foll owup between Carnegie staff and the Learning Centre with
regards to needs and referrals by "checking-in" on a regul ar
basis with the staff throughout the buil ding;

facilitate the organi sation of events, projects, and prograns at
Carnegie. |In particular, the Coomunity Literacy Wrker "bring
out" the literacy and conmunity devel opnent aspects of these
activities. Wiere possible, the initiative for these projects
shoul d cone from community nenbers

pronote and support informal tutoring Carnegie by building up
a core group of comunity tutors. This could incl ude:
identifying people as potential tutors; taking themto |unch;
tal king; identifying areas for potential peer tutoring;

collect and di ssemnate informati on about advocacy and support
services for people in the Downtown Eastside, refer people to
t hese services, and act as a liaison wth other community

or gani sati ons.

Learning Centre and City staff to work together to pronote a
vision for Literacy at Carnegie. This will be acconplished by:

! In these recommendations, the term "L earning Centre" is used to refer to the whole Learning Centre community

-patrons, learners, volunteers, tutors, and staff.
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staff fromboth organisations continuing to attend each other's
nmeet i ngs;

co-operating in the devel opnment of Centre-w de responses to sone
of the key comunity issues. This could include a program of
"Rights Education” that includes welfare rights, human rights,
conmuni cation, assertiveness, self-esteem

di scussing ways to establish literacy training at a staff |evel;

exploring the possibility of establishing a welfare advocacy
service at Carnegie.

Learning Centre to continue to devel op progranm ng that neets the
needs of Downtown Eastside residents by:

continuing to support initiatives in First Nations education,
and continuing to explore alternatives for First Nations
pr ogr anm ng;

encour agi ng the devel opnent of a variety of educational
opportunities through one-to-one tutoring and small group work;

gearing sone |literacy progranm ng towards very basic reading,
witing, and conputation skills;

when necessary, offering |learners i medi ate assistance with

filling out forms and other tasks requiring basic literacy
skills.
initiating training for volunteers in hel ping people fill out

of ficial docunents.

routinely finding out whether students experience difficulty
with | earning because of poor eyesight or hearing.

Learning Centre to focus on building the community of |earners and
tutors by:
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mai ntai ning a warm and wel com ng at nosphere in the Learning
Centre;

pronoting one-to-one |learner-tutor relationships and small group
work in a manner which fosters a sense of bel ongi ng, personal
growt h, and community awar eness;

i mprovi ng communi cation about its prograns with the rest of
the Carnegie Centre and with the surroundi ng nei ghbour hood.

Learning Centre to pronote the power of the |earner-tutor comunity
to give direction to their |earning by:

continuing to hold regul ar student-tutor neetings;
hol di ng regul ar tutor discussion neetings;

facilitating |l earner and tutor participation in board
nmeet i ngs;

creating a forumfor comunity issues by holding public
di scussion circles, special workshops, and community wal k-
about s.

Learning Centre to becone a resource for the Carnegi e vol unteer
pr ogram by:

setting up supports in the Learning Centre for specific Carnegie
vol unteer jobs. For exanple, procuring a cash register for
| earners to practice on in the Learning Centre.

continuing di scussions with Carnegi e Vol unteer co-ordinators
about how to pronote peer training for new vol unteers.

attendi ng the neetings of the Carnegie Volunteer Coonmttee and
acting as resources around literacy issues there.
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Future research projects at Carnegi e should continue exploring
ways to involve interviewes as subjects, not objects, of
research.
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Carnegi e Literacy Needs Assessnent
Subm tted by Sarah Evans
June 30, 1998

| nt roducti on

This research took place at the Carnegie Conmunity Centre.
The Carnegie is a busy, active place on the corner of Min and
Hastings streets in Vancouver's Downtown Eastside. Traditionally
referred to as "Skid Row," the Downtown Eastside has fought for
many years to have its community identity recogni sed (Caneron
p.19). Since it opened in 1980, the goal of the Carnegie
Community Centre has been to act as the Living Room of the
Downt own Eastside. Local residents, many of whomlive in tiny
si ngl e-room occupancy hotel roons, can cone to play pool, to eat
in the | owcost cafeteria, borrow books fromthe Readi ng Room
watch TV, attend community neetings...

The Carnegie community is also very actively literate. The
popul arity of the Carnegi e Reading Room the Carnegi e Newsl etter
(now in its second decade of publishing), and the Carnegie
Witer's Goup indicates that there is an active reader and
witer community in the Downtown Eastside. At the sane tine,
however, the Downtown Eastside nei ghbourhood in which the
Carnegie is |located has one of the Iowest |levels of literacy in

the City.? dearly, a focus on literacy needs to be part of day-
t o-day programm ng at the Carnegie.

Many everyday activities at the Carnegie involve reading and
witing: scanning the nmenu-board, reading posters about
meetings, dealing with recipes in the kitchen, counting tickets
at the volunteer desk. Basic literacy skills are needed to
access information about crucial comunity issues: visits from
heal th nurses, comrunity planni ng neetings, m ssing persons
noti ces, support groups, advocacy information. Broader literacy
skills are needed to enable residents to neaningfully participate
in their community and beyond.

Many people who participate in the |life of the Carnegi e seem
to understand the centrality of reading and witing. Staff,

2 The Statistics Canada survey of 1989 showed that overall only 12% of Vancouver's population were classified as
having little or no reading skills. 1n the Downtown Eastside this number rose to 41% (Quigley et a., p. 15).
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patrons, and volunteers who | talked to told ne stories about
stopping in the mddle of their day to hel p people read
docunents, wite letters, address envelopes, fill out forns.
However, past prograns that have focused narrowy on readi ng and
witing have not been able to address the literacy needs of
Carnegi e community nmenbers. There is a need for a broad and
alternative approach to literacy education, one that would
address literacy in the context of pronoting |earners' abilities
to participate in the Carnegie community -and beyond.

My purpose in the Needs Assessnment was to docunent sone of
the ways in which literacy learning is already taking place
t hroughout the building and not including the Learning Centre, as
wel | as some of the un-nmet needs for literacy |learning. The
result of this research was to be a docunent that gives both a
snapshot | ook at literacy at Carnegie, and sone recomendati ons
for change. M general question was:

In what ways is "literacy" part of the daily activity
at Carnegi e, and what could be done to support staff,
patrons, and volunteers with literacy-rel ated
activities?

Hi story of Needs Assessnent

In the Fall of 1997, Fay Bl aney and |, Sarah Evans, were
hired as Community Literacy Wrkers with the Carnegi e Learning
Centre project. W are enployed by Capilano Coll ege. The
project is a partnership between the Coll ege, the Carnegie
Communi ty Associ ation, and the Vancouver East Community Skills
Connect i on.

Conducting the Literacy Needs Assessnent was part of our
job. The original proposal to do this research was witten by a
literacy consultant, Lee Winstein, together with the Carnegie
Community Association. The noney for the research cane froma
cost-shared grant with the National Literacy Secretariat and the
M ni stry of Advanced Education, Training, and Technol ogy.

Fay and | brought different backgrounds to the projects and
this took our research in different directions. | have been
involved at the Carnegie for the past six years as a volunteer, a
tutor, a conmunity organi ser, an educator, and a project co-
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ordinator. Fay is newto the Carnegie with a background as a
strong advocate and educator for First Nations people. | focused
on literacy within the Carnegie. In her research, Fay explored
the un-nmet literacy needs of the First Nations community at
Carnegie and in the Downtown Eastside. | explored ways to better
serve the people who use the Carnegie. Fay interviewed a group
of people who don't use the Carnegie in order to determ ne what
could be done to neet their needs. | did "In-Reach" and Fay did
"Qut-Reach."” Qur hope was that our reports could be viewed as
conpl ement ary.

Definition of Literacy

What do we nean when we tal k about "literacy"? Early on in
the process, Fay and | adopted a definition given by Lorrai ne Fox
of the Native Education Centre at the First Nations Literacy
Gat hering, which was held at Carnegie in Decenber 1997:

Literacy is the ability to fully participate in one's
own life -to be able to listen, to understand, to
express oneself verbally and in witing in order to be
able to belong, to not feel excluded fromthe group.

We al so used the International Adult Literacy Survey, which
defines literacy in terns of a node of adult behaviour, nanely:

Using printed and witten information to function in
society, to achieve one's goals, and to devel op one's
knowl edge and potential (OECD, p.14).

Both definitions view literacy not as an abstract skills (sinply
knowi ng how to read and wite), but as a set of skills with
usefulness. This inplies that literacy is relevant to the extent
that it can be used to really change soneone's |ife.

In my experience, literacy at the Carnegie is not just about
reading, witing, and conputation; literacy is first about
bui l ding relationshi ps and creating community. Literacy is about
devel opi ng structures so nenbers have a say in the Centre, and
can share their perspectives and knowl edge with others. Literacy
i s about deepening our analysis of the society in which we live -
and working together to have a voice in that society. Literacy
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is about the power to define who we are and the power to act on
that definition

Cont ext

Since the Comunity Centre first opened its doors, there has
been a Learning Centre at the Carnegie. Currently, the Learning
Centre is part of the Carnegie Community Centre, but receives the
bulk of 1ts funding from Capilano College. The mandate of the
Learning Centre is to provide volunteer tutor training and
literacy education. However, the Learning Centre has not always
been effective at attracting the participation of Carnegie
patrons and people fromthe wi der Downtown Eastside community.
Many people at Carnegie are reluctant to "go to school” in the
Learning Centre. In 1995, an informal survey of patrons reveal ed
that nost had little contact wwth the Learning Centre, and that
those who did saw it as a place where

formal or classroomtype |earning occurs. Although
t hose people knew that was the place to go if they
wanted to take a course, they were afraid they would
find thenselves in a situation where they would "fal

behi nd the rest of the class.?

Concerns about the accessibility of the Learning Centre | ead
the researchers, Lee Winstein and Louie Ettling, to suggest
"that the Learning Centre staff needs to see the entire building
as their classroom"™ The Carnegi e Associ ation decided to | ook at
ways of doing literacy differently at the Carnegie, and the idea
of In-Reach was born. This Needs Assessnent is the first step in
t hat process.

Vol unteerismplays an inportant role at Carnegie. Many of
the services and activities offered at the Centre would not be
possi ble without the efforts of the volunteers. Volunteerismis
a way for local residents to get involved in their neighbourhood
and to neet other people. Volunteerismbrings skill acquisition,
political enpowernent, self confidence, free neal tickets...

The exi stence of a vibrant volunteer community at Carnegie

3 |t was noted that although these perceptions do not reflect the pedagogy of the people running the Learning
Centre, they certainly show how many people think of the Learning Centre.
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suggests that the pronotion of a Centre-wi de vol unteer tutor base
coul d be possi bl e.

Process

Al nost all of the interviews took place at the Carnegie
Community Centre. One took place in a |ocal cafe, and one took
place in the interviewee's hone. Sonetines the interviews were
schedul ed; very often, however, | sinply approached staff,
vol unteers, or nenbers of the public as they were going about
their general business. At a full Carnegie staff neeting,
announced that | woul d be approaching staff to talk about their
views on literacy. As well, an announcenent outlining the basic
prem se of the Needs Assessnent was placed in the Carnegie
Newsl etter.

Unless | sensed that the interviewee felt unconfortable, |
took notes during the interviews. | typed up all of ny
transcripts and gave copies to the people | interviewed. Many of
the interviewees edited and clarified the transcripts, and | nade
t he changes they requested. Going over each interviewin this

way was a |lengthy process, but | amglad we did it. | feel that
this report is, as a result, a closer representation of what
people really wanted to say. 1In only a couple of cases, | was

not able to re-connect with the interviewe for this second step.

Al though | had a skel eton framework of questions to foll ow,
| tried to keep ny line of questioning flexible, and to listen
for cues in what people were saying. The feeling was nore of a
conversation than an interview. | tried to create a casual and
friendly atnosphere. Sone interviews took as little as ten
m nutes, but frequently | chatted with the interviewee for up to
an hour.

A Joi nt Needs Assessnent Advisory Commttee was struck early
on in the process. Commttee nenbers net half a dozen tines
t hroughout the assessnent process to offer advice, feedback, and
probl em solving to both Fay and nyself. The Conmttee then
split, as the two Needs Assessnents took divergent directions. A
final joint commttee neeting was held at the end of the
assessnent process.
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Chapt er Two

Car negi e Menber |nterviews

| nt roducti on

The community menbers interviewed here are various: they are
new vol unteers, veteran volunteers, tenporary volunteers doing
community tinme, volunteers in supervisory roles, volunteers with
undefined rol es, patrons who have unofficial community vol unteer
rol es, and people who hang out at Carnegie. Sone interviewees
tal ked about thensel ves and their issues; others tal ked about
what they perceived was going on for other people. | have
included themin this section together because the nore people |
interviewed, the nore the patron/volunteer distinction seened to
break down. Everyone is part of the | earner community at
Car negi e.

| asked one set of general questions to Carnegie patrons.
Then, if the interviewee turned out to be a Carnegi e vol unt eer,
asked sone specific questions about the types of reading and
witing they use on the job and the needs they identify. M goal
was to try and understand how an I n-Reach program m ght be able
to facilitate the literacy | earning of Carnegie vol unteers.
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Menber | nterview Questions:

1) Is there anything you would |like to | earn?

2) What would you be able to do with better reading/witing/ math
that you can't do now?

3) How would you like to |learn? How do you think we could help
people to | earn?

(Questions 4-8 asked to Carnegie volunteers only)

4) What kinds of reading, witing, and math are used by
vol unteers on the job?

5) Do you have any problens with tasks involving literacy? Do
you know of any vol unteers who do?

6) What kind of training and support is there for volunteers?

7) Are volunteers |limted in what they can do because of trouble
with reading, witing, or counting?

8) How could we inprove literacy support for Carnegi e vol unteers?

Carnegi e Literacy Needs Assessnent
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Responses From Car negi e Menbers

Connecting with patrons and vol unteers was soneti nes
difficult:

"I don't want to do your interview. W' ve been
interviewed to death."

"Wth all due respect, | think it's fucking usel ess."
There is a sense that Carnegie patrons are far too often the

obj ects of research reports in which they have no say and which
do not offer themany real results.

Future research projects at Carnegie should continue exploring
ways to involve interviewes as subjects, not objects, of
research.

Al though | tried to present the broad definition of literacy
that this report uses, many of the responses | received indicate
that people at Carnegie think of literacy and of learning in
terms of traditional academ c reading, witing, and conputation
progranms -and that they don't want to pursue this kind of
| earning. 1In sone cases, reading and witing was not identified
as rel evant:

"W don't have that problem"”

"The teaching side is |less crucial than the service
side. This is an energency situation."

"l don't have nmuch to say about that [reading and
witing]. It takes nme over an hour to read one row of
this [ newspaper]."

"I read, wite, and do math as well as I'd like to."

"I"'mfine just as | am

I n other cases, people spoke of the fear of |earning, of failure,
of judgenent:

Carnegi e Literacy Needs Assessnent
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"The main thing |I've noticed is that people are very
enbarrassed if they're limted in their reading and
witing. They're enbarrassed to admt it to soneone."

"I"'mafraid that people are going to be better than
amand that's why | don't go [to the Learning Centre]."

"There's two or three volunteers who can't read or

wite, but what |'ve | earned about being illiterate is
nobody wants to admt it... If you're telling people
they're gonna | earn sonething, they'll go, No way! No
way! "

Successful literacy projects also do not have to be overtly

related to reading and witing. Literacy support can be offered
in the context of other activities.

Capilano College to hire a Coormunity Literacy Worker to facilitate
t he organi sation of events, projects, and prograns at Carnegie. In
particular, the Community Literacy Wrker "bring out" the literacy
and conmunity devel opnent aspects of these activities.

1) Is there anything you would |ike to | earn?

There was great variety in the types of things people were
interested in learning. Sonetines these needs are quite
contradictory:

"I"'d like to see nore nmarketable skills, especially in
the conputer room.. There is an assunption on the part
of peopl e deciding on prograns that people at Carnegie
don't want jobs."

The interviewee listed: conputers, life skills ("Sone
peopl e don't even know how to dial the phone!"),
literacy ("You can't turn it into an academc

di scussion!"), health care and hygiene ("Do it with
sone respect!"), anger nmanagenent, ironing your clothes
("Do a two-hour workshop in the theatre."), boiling an
egg, neasuring soap in the laundromat, basic rules of
manners ("Like saying no thank-you."), police |ectures
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("Don't tell themto go to Hell!"), basic nutrition,
[ prograns for] young single nothers.

One interviewee stressed his desire specifically to inprove his
reading and witing skills:

"If I could wite better, maybe | get another job. Sit

in office sonmewhere, maeking big buck. | don't hang
around here! | couldn't wite my tests in Engineering
Electrical. |If | could wite like you, I'd be an

El ectrical Engineer -big guy. My whole life, that's

the thing that hold nme back is reading and witing. |If
| can read and wite, | can do everything they can do.
Lots of things |I can do that they can't."

One interviewee stressed his desire to inprove his ability to
organi se in the comunity:

"Access Internet. Do funding proposals. Devel op
docunents on conputer. Gain political support within
the comunity."

One interviewee said he would like to get his GED. Wen | asked
hi m why, he nentioned that the GED could help himw th nunbers
and commruni cati on:

"When you're out working, they want you to cut

sonmething with nunbers and all that... It makes you
speak a lot better, plus it nakes you wite better,
too."

Sone peopl e spoke of the need for First Nations | anguage
literacy:

The interviewee nentioned First Nations | anguages and
publ i c speaki ng.

"I've got to relearn the Sechelt |anguage... The
witten part of it is Geek to ne."

Sone peopl e spoke of the need for advocacy:

"My main problemright nowis getting ny Social Wrker
tolisten to ne."

Carnegi e Literacy Needs Assessnent
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"I know the workers want ne to go to work and all that
[instead of going to school], but there's not that nuch
[ work] out there.™

"You need soneone up there with a phone who can help
people with problens with their |landlord or need a
pl ace to go."

Sone people wanted to | earn conputers:

"Conputers... | would like to do the data base. Add
addresses and stuff like that... | can't do it any
nor e because conputers have taken over."

"For quite awhile now, |I've been thinking about the
conputer thing. Al | knowis howto turnit on... I'm
curious | guess is the best way to put it."

Clearly, there is great interest in |learning at Carnegie. People
expressed interest in a wde variety of learning activities.

Learning Centre to continue to devel op progranmng that neets the
needs of Downtown Eastside residents by:

encour agi ng the devel opnent of a variety of educational
opportunities through one-to-one tutoring and snmall group work.

2) What would you be able to do with better reading/witing/ math
that you can't do now?

| was unable to get to this point with many of the people |
interviewed. Tal king about |earning seened to be very personal
and often painful for people. However, those answers that | did
get, while inconclusive, are interesting and rel evant:

The interviewee listed two things: 1) get a better job
because they want grade twelve. "But in ny case they
woul d not hire ne [anyway] because they are prejudiced
against ny disability.” 1ii) "Peace of mnd."

Carnegi e Literacy Needs Assessnent




19

The interviewee's nost inportant reason for |earning
was "to get along better with famly nenbers; to be a
better parent/grandparent.”

| asked the intervi ewee what he wanted for hinself. He
said, "To stop getting into trouble."

The interviewee describes to ne a woman who is a role
nodel: "It used to be she was downt own, dri nking..

She showed up in the eighties and drank for a coupl e of
years... She decided to quit one day... Now she's
going to school... She talks in front of people..
She's a |l ot nicer than what she used to be... | think
she wants to be a secretary... Her boyfriend has a
job... He's also going back to school... Plus he goes
to anger managenent... They are two of the nicest
people |I have ever nmet. They were tal king about the
future yesterday. M, | haven't even got to that part
yesterday!"”

Al t hough diverse, these interviews convey a strikingly simlar
vision of learning: interviewes did not speak of acquiring
skills, but about l|earning to have sonme control over who they are
and how they are in the world.

Learning Centre to focus on building the community of |earners and
tutors by:

pronoting one-to-one |learner-tutor relationships and snmall group
work in a manner which fosters a sense of bel ongi ng, personal
growt h, and community awar eness.

There was al so a need expressed for some education about rights
(human rights, welfare rights, etc.)

Learning Centre to pronote the power of the learner-tutor comunity
to give direction to their |earning by:

continuing to hold regul ar student-tutor neetings;

hol di ng regul ar tutor discussion neetings;
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facilitating |l earner and tutor participation in board neetings.

creating a forumfor community issues by holding public
di scussion circles, special workshops, and community wal k-
about s.

Capilano College to hire a Coormunity Literacy Wrker to:

collect and di ssemnate informati on about advocacy and support
services for people in the Downtown Eastside, refer people to
t hese services, and act as a liaison wth other community

or gani sati ons.

3) How would you like to |learn? How do you think we could help
peopl e to | earn?

| nt ervi ewees spoke of patience, respect, caring, and a sense of
bel ongi ng as the nost inportant factors in hel ping people |earn:

"You' ve got to really stand there and explain. Be
patient."

"Repetition."

"People are being treated |li ke second class citizens.
Tell themthey don't have to have soneone yell and
curse at them here, but they have to be polite too.
Make sure they feel they' re doing sonething inportant.
Make them feel as inportant as the teachers. Make sure
you speak to them one-on-one as equals. Try to get so
t hey have soneone to talk to so they won't feel so al

al one. "

"We need the ability to go to staff and tal k about
feelings. That makes you feel really cared about. A
qui et corner to go and talk... If you have a mgjor
problem people will listen, but it has to escal ate
into sonething major first."

"A few years ago, soneone told ne to go to the Learning
Centre, but | told himstraight out if I wanted to

| earn sonmething, I'd go el sewhere.” | asked the
interviewee why, and he replied, "Attitude, no respect
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at all. | found the sane thing in the kitchen, so |
went to the Senior's. At least there |I've only got
myself to contend with."

"I don't feel First Nations people are welcone. There
is also discrimnation towards people with Speci al
Needs. "

Sonme interviewees stressed the need for an Aboriginal |earning
envi ronment :

"Maybe all-Native. They [Welfare O ficer] sent ne
downtown. It was all Wiite people. For sone reason
it wasn't confortable."

"I"'d like to see a First Nations focus with inclusion,
not excl usion."”

Sonme interviewees said that they prefer to |l earn by thensel ves or
fromtheir own experience:

"I always prefer to work by nyself... Wien | was at the
sawmm ||, the only teaching | had was watching... It's
adventurous. Experience is the best teacher."”

"I't's good to have soneone to show you... | like to
| earn how to do it and then by nyself."

Sone intervi ewees spoke of the need for prograns that go at their
own pace and that |l ook to themfor direction:

"The old Learning Centre was good. |If | needed help,
they would ask ne."

"It took a long tine... She took nme step by step. The
nore she talked to nme, the nore it seened easy."

| understood that environnent is an inportant aspect of any
program at Carnegi e.

Learning Centre to focus on building the community of |earners and
tutors by:
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mai nt ai ni ng a warm and wel com ng at nosphere in the Learning
Centre

There was a need expressed for First Nations progranmm ng.

Learning Centre to continue to devel op progranm ng that neets the
needs of Downtown Eastside residents by:

continuing to support initiatives in First Nations education,
and continuing to explore alternatives for First Nations
pr ogr anm ng.
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Responses from Carnegi e Vol unteers

4) What kinds of reading, witing, and math are used by
vol unteers on the job?

"The weight roomis OK for people who cannot read.
[And] in the pool roomthey only have to wite down
their nane."

The interviewee told me that math is involved in what
he does: he counts change, he deals with people' s stanmp
cards, he knows the prices of itens, he has a float.

At the end of his shift, he has to count the $50 fl oat.
Then he has to item se, count up, and wite the totals
for all the other cash (usually about $40-$60).

The interviewee said that the reading, witing, and
counting involved in her job is: the tally of tickets
to be distributed to volunteers and the witing of
names and identification nunbers in the | og book.

I nt ervi ewees conveyed that basic reading, witing, and
conputation skills are needed for volunteers to function
effectively in many of the volunteer positions at Carnegie.

5) Do you have any problens with tasks involving literacy? Do
you know of any vol unteers who do?

Only one person | talked to nentioned having problens of their
own:

The interviewee described a situation which arose when

he was doing his community hours as a volunteer at the

Carnegie. Part of his job was answering the phone. He
said, "I'd be funbling, munbling, and all that. D dn't
know what to say on the phone."

Many interviewees identified problens with other vol unteers:

"Sonetimes other volunteers aren't so good at addition
and they make m st akes."

Carnegi e Literacy Needs Assessnent
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"Readi ng the nenu board is a problemfor sone people.”

"Peopl e don't know what 'tsp.' neans, or how to double
reci pes, or how to handl e knives -they' ||l be waving
them around in front of your face. There are serious
safety concerns in the kitchen."

"l have run up agai nst a couple of people who can't
wite their nane. 1|'ve said that | was too busy -but
eventually it dawned on ne... "

The interviewee told nme an anecdote about two

vol unteers he heard arguing. Neither one of them
wanted to wite the name down in the book: "You wite
it down!™ "No, you wite it down!" He said that these
peopl e problens get ignored, and the situation often
escal ates into anger.

As we were tal king, sonmeone cane up and asked hi m how
to spell "correspondence.” He helped them, then
turned to ne and said, "See? It's the little things
i ke that that scare people.”

Many of the volunteers | interviewed have experienced difficulty
with many of the reading, witing, conputation, and conmuni cation
aspects of their volunteer positions.

Learning Centre to continue to devel op progranm ng that neets the
needs of Downtown Eastside residents by:

gearing sone |literacy progranmm ng towards very basic reading,
witing, and conputation skills.

6) What kind of training and support is there for volunteers?

For sone, the training and support offered to vol unteers on-the-
j ob seens to work:

"I knew how to add in the first place, but [the
Vol unt eer Programmer] trained ne hinself."
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"W have been teaching themon the job. W taught one
vol unteer how to nmake change."

“If I runinto trouble, | ask one of the other coffee

sellers, or Sandy for help. Sandy is our Co-ordinator

in the Senior's coffee, so we can go to her for help."
Sonme people nentioned receiving little or no training:

"When | first started volunteering here there was no

training. | worked on the free phone. Every night I'd
be in a fist fight, even with Security there. | had no
trai ni ng whatsoever. It was w de open."”

"I worked professionally for twenty years. | can
handle it... There's not training here."

One person renenbered a tinme when training and support was, in
her estimation, better:

"I'n 1992, | was given such good training.
orientation wasn't five mnutes. They showed ne how to
operate every piece of equi pnent.”

Sone peopl e pointed out shortcomngs in the current on-the-job
training and support program

"Usually the first couple of volunteers cone in and the
cooks just say, Wiat do you want to do? Unfortunately,
the staff are busy doing their thing. | guess they
just naturally assune that that person knows what

they' re doing."

"Nobody's there to help [the volunteers]... The staff's
not there for them They like it that you can do it -
but if you can't, there's certain staff here that don't
have tinme for you... Not all staff, just sone... Staff
are very busy, especially when volunteers don't show
up. There is no tinme to show people.™

When it is avail able, personal training and support for
vol unt eers has been very successful. Oten, however, it seens
that the training and support are skipped, due in part to tinme
pressures.
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7) Are volunteers |limted in what they can do because of trouble
with reading, witing, or counting?

"If they couldn't do it, we'd have to ask themto
vol unteer in another area.”

"If a person can't read or is having trouble reading,
they're not going to go on the cash. You can't bluff
your way through that."

"I don't know no other jobs. | only got experience in
the kitchen. M English is not good. | cone to you to
| earn ABE and witing."

"Sonmebody who didn't know how to read, they couldn't do
the job."

"There's not so many people in there who don't know how
to read and wite. They' ve all been pushed out...

Vol unteers are not given the opportunity to expand -
they are all pigeon-holed into a job."

"There's a fair anount of people who'd like to

vol unt eer here but because they have little education,
they feel intimdated. There was a guy |last night on
the second floor. New. He nearly quit because he
didn't know how to count. They never asked him"

Sonme volunteers have felt that inadequate support and training
has | ead to peopl e being pigeon-holed into jobs, to people

| eaving their volunteer jobs, and to people sinply staying away
fromvolunteering. Geater one-to-one support would help the
vol unt eer program

Learning Centre to becone a resource for the Carnegi e vol unteer
program by:

setting up supports in the Learning Centre for specific Carnegie
vol unteer jobs. For exanple, procuring a cash register for
| earners to practice on in the Learning Centre;

continui ng di scussions with Carnegi e Vol unteer co-ordinators
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about how to pronote peer training for new vol unt eers;

attendi ng the neetings of the Carnegie Volunteer Coonmttee and
acting as resources around literacy issues there.

8) How could we inprove literacy support for Carnegi e vol unteers?
I nt ervi ewees had sone really good i deas:

"You could tape the recipes in the kitchen."

"Addi ng, subtracting... These things can be taught in

the Learning Centre. W need a cash register up
there."

3

i ntervi ewee descri bed a whol e system for peer tutor training:

The intervi ewee suggested peer training, where veteran
volunteers |like herself could go in and hel p peopl e

| earn the things they need to know to function well in
their area. She said that it is probably better when

volunteers do this training, not staff, because people
"respond nore to people they think of as an equal."

The sane interviewee described how literacy can be built into
other activities:

"If you do things like this, Iike making chocol ate
cookies, and you say you're going to triple the recipe
so that there's one-third for Carnegie, one-third to
eat now, and one-third to take home with you, then
people learn how to read the recipe, howto triple it,

and how to nmake cookies... In the kitchen, that's how
you go about it. Wen you're taking [a product] hone,
that's an acconplishnent. It makes them feel better.”

The interviews conveyed that it is within the current capacity of
the Carnegie and the Learning Centre to offer nore -and nore

di verse- support and training to the volunteers. The I n-Reach
literacy worker could work with volunteers and staff in the
different areas of Carnegie to devel op project-based | earning
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opportunities, like witing a manual for the kitchen, or holding
baki ng cl asses.

Capilano College to hire a Coormunity Literacy Wrker to:

pronote and support informal tutoring Carnegie by building up
a core group of comunity tutors. This could include:
identifying people as potential tutors; taking themto |unch;
tal king; identifying areas for potential peer tutoring;

facilitate the organi sation of events, projects, and prograns at
Carnegie. |In particular, the Coomunity Literacy Wrker "bring
out" the literacy and conmunity devel opnent aspects of these
activities.
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Part Three
Carnegie Staff Interviews

| nt roducti on

Interviews with Carnegie staff are a significant part of this
resear ch. I would not normally have chosen to focus a Literacy
research report on staff. In principle, | believe that it is the
| earners thenselves, not the staff, who are the experts when it
cones to defining literacy needs. However, literacy at Carnegie is
not just a matter between the Learning Centre staff and the
| ear ners: Cty staff as well have a great deal of experience
responding to literacy needs at Carnegie.

The following is a list of the ways in which Carnegie staff are
involved in literacy at the Centre:

1) Many Gty staff have a history of trust with the potential
| earners, and they were therefore able to provide this research
with insights that outside researchers would not have been able to

access. *

2) The role of Gty staff will only increase as the |In-Reach work
starts to take place: since "In-Reach" is about nurturing the
literacy-related aspects of everyday prograns at Carnegie, it

requires the participation of the staff who run those prograns.

3) Any literacy programthat is developed at Carnegie in isolation
fromthe staff and prograns there is at the nmercy of ever-changi ng
fundi ng structures. The recommendations of this Needs Assessnent
have nore chance of being effective and long-lasting if they can be
incorporated into the running of the Carnegie as a whol e.

* In many cases it seemed better to talk to staff than to potential learners. | was reluctant to delve into the personal
issues of potential learners because | could not guarantee their involvement in the research as subjects.
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Staff Interview Questions

1) What does literacy nmean to you?

2) What literacy needs have you perceived anong the peopl e that
come here? What kinds of things do people ask you for help with?

3) Howis literacy part of participating at Carnegie?

4) How or in what way do you perceive these |iteracy needs? Wat
kind of clues do you get when talking to a person that they m ght
be having trouble with reading and witing?

5) When are you able to help people with literacy-rel ated needs?

6) When are you not able to help people with literacy-rel ated
needs?

7) What could we do nore of or better?

In the course of the interviews, three areas of interest were
added to the interviews. These topics energed out of the
interviews thensel ves, and are concern specifics of literacy-
rel ated programm ng at Carnegie. Interviewee comments on these
topi cs appear at the end of this chapter, together with further
expl anati ons.

8) What do you think of the "literacy buddy" idea?

9) What are the literacy aspects of the Conpact Disc project?

10) Comments about the Learning Centre.
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Responses from Carnegi e Staff

1) What does literacy nmean to you?

Sone peopl e gave straight-forward definitions:
"It seens to be about reading and witing."
"I't sounds like just reading and witing."

Many people automatically linked literacy with being able to do
the things you need and want to do:

"Reading and witing, even to the nost limted
ability.... Not knowng howto read and wite is |like
being w thout a backup in terns of self-support. |
can't imagine what it's like if you're on welfare."

"Being able to comunicate with people. Being able to
read sinple things |ike signs, easy books. The

di fference between being able to get a job and not
having a job."

"For a person to be able to get their needs net
functioning in the | anguage that's required."”

"Literacy is about access to information of any kind.
Literacy is about having a level of reading and witing
that can allow you to access information, and about the
means to get the information you need...."

One person gave a broad definition of literacy as new learning in
general :

"[Literacy is] learning sonething new. It doesn't
necessarily nean | earning speaking, reading, and
witing. |If there's sonmething you don't know how to do
and you're learning to do it, that's literacy."

I nt ervi ewees denonstrated a range of definitions of literacy.
However, all definitions included reading, witing, and
conput ati on, which we know to be fundanental to the ability to
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"fully participate in one's owmn |ife" (definition used in this
st udy).

2) What literacy needs have you perceived anong people that cone
here? What kinds of things do people ask you for help wth?

When asked about |iteracy needs, many interviewees identified
needs ot her than reading, witing, and conputation:

"We have to ask is learning to read and wite a
priority in people's mnds? |[|'ve noticed that people
who do say they really want to read and wite in a
traditional school -type setting, those people burn-out.
Maybe peopl e displace their other needs onto school,
thinking, If only |I could read and wite better, ny
life would inprove. These people tend to get
di scouraged because the quality of their |ife does not
i nprove proportional to their efforts. The nost
successful students we have had in the Learning Centre
are the people who have found their voice in sone way.
Peopl e do need our help -but in a different way than we
expect as teachers. There are very few successes' at

aliteracy level. Unless they find their voice. It
usual Iy happens by us bei ng here and encouragi ng peopl e
in whatever they do. It's not anything we do."

"Peopl e are upset and fighting because they | ack
communi cation skills and |listening skills."

One-interviewee identified self-esteemas a literacy
need. She told ne an anecdote. The ot her day, soneone
had sonme candi es and he held out two -one for her and
one for another man. She chose the orange one and |eft
the yell ow one for the other man. He took it and said,
"I guess I'mthe |enon."

It canme across that literacy prograns at Carnegi e should focus on
human aspects of | earning.

Learning Centre to focus on building the community of |earners and
tutors by:

mai ntai ning a warm and wel com ng at nosphere in the Learning
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Centre;

pronoting one-to-one |learner-tutor relationships and small group
work in a manner which fosters a sense of bel ongi ng, personal
growt h, and community awareness.

Learning Centre staff to pronote the ability of the | earner and
tutor conmmunity to give direction to their learning and their
lives by:

hol di ng regul ar tutor discussion groups;
continuing to hold regul ar student-tutor neetings;

facilitating |learner and tutor involvenent in Carnegi e Board
nmeet i ngs.

Interviewees identified sone very basic reading, witing, and
conput ati on needs:

"At the | east you can hope that they can sign their
name, renenber their address and postal code.™

One interviewee told ne a story about a nan who she
sent to Lenscrafters in Pacific Centre to get a free
pair of new glasses. He had a piece of paper in his
hand with the address on it. He phoned her fromthere
to find out if he was in the right place. The
interviewee said, "He's in Lenscrafters, but he doesn't
even know he's in the right place. Do you know how
many people could not find Pacific Centre?"

"She didn't even know where to mail her info because
she couldn't read the address witten on the envel ope.
Sonebody had told her it was going to the Welfare

of fice, but the address on the envel ope was in
Victoria."

"They know what they need but they don't know how to go
about looking it up."
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"We are continually asked questions, all kinds of
guestions.... They're com ng in and wanting sonething
and not even being able to ask.™

One interviewee |isted: people need help with basic
reading and witing; they need help with reading and
understandi ng signs, filling out fornms. WMath skills
are a literacy need: nmaking change, using recipes,
estimating. Reading maps on trips is another literacy
need.

"One of the nost intimdating things in the library is
t he postal code book... Those kinds of skills where you
have to interpret the order of things, like the Blue
Gover nnment pages."

"There are a nunber of people who conme in here and need
to have their eyes tested.... There's one guy who

al ways borrows the magnifying glass. That's one thing
we could really encourage -getting your eyes tested."

"We [at Carnegie] are the first step in the literacy

| adder. |If people keep getting help in the first step,
then eventually they'll initiate the second. But we
don't have to be that second step. W can keep being
the first step over and over and over."

Learning Centre to continue to devel op progranm ng that neets the
needs of Downtown Eastside residents by:

gearing sone literacy progranm ng towards very basic reading,
witing, and conputation skills;

routinely finding out whether students experience difficulty
with | earning because of poor eyesight or hearing.

O her interviewees enphasised that the need for literacy |earning
and assistance is closely related to people's day-to-day life and
to their survival

"Wth the word literacy, |I think a lot of them wouldn't

know what that neant. |If you're talking to people,
it's better to offer to help themread the things they
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need to know, |ike counting noney, or dealing with
Wl fare. ™
As | was asking ny questions, literacy often seened very far from

t he urgent needs of daily survival in the Downtown Eastside:

"We are overwhel ned. There are so many vul nerable
people with fewer resources being nade avail abl e for
them i.e. housing, nedical and psychiatric care,
detoxes, etc. Carnegie is an oasis in the Downtown
Eastside, but we feel we've been abandoned by the
governnments at all levels who are doing I ess for them
i nstead of nore."

The need for help with forns was repeatedly identified:

"Filling out forns. That's a really big need here.
Could you help me fill out this forn? Could you help
me spell this word?... It's not a standard person who
knows how to ook in a dictionary... | enjoy doing
that. It's not part of ny job description.”

"They [the forns] are incredibly conplex."

Interviewees identified a need to have people avail able on-site
to help with forns:

"People want a formfilled out, they want it now It
woul d be a good idea to designate soneone. W send
themupstairs, but it is kind of vague. W don't know
who we're sending themto."

Interviewees also identified a need to provide training for
peopl e who help with forns:

"A tutor wouldn't know all the answers. You need to
know how t hese peopl e get extra noney."

I ntervi ewees al so spoke of a need to hel p peopl e understand the
systens behind the forns:

"Seniors can get a bus pass for $45 a year. Nobody
gets it. They don't read the info and they don't fill
out the dam form ... People don't even know how t he
bus system works... Many don't understand how t he
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system works: welfare, benefits, health, the Carnegie
Board. They get angry and upset because they don't
know where to put their input."”

"Does that [ Needs Assessnent] nean you are going to be
gi vi ng peopl e workshops on wel fare and that? Because
that's what we need."”

In the sane vein, interviewees al so spoke of a need for advocacy:

"Peopl e are i nadequately defended for dealing with
bur eaucracy. "

"[W need to] help snooth relations with the learner's
FA wor ker . "

Q her literacy needs were identified:

"Conputer literacy."

Clearly, literacy programm ng at Carnegie has to be closely

i nked to people's human needs and survival needs. Interviewes
identified many paperwork needs, nostly having to do with

navi gati ng and advocating for oneself within the Social System
These needs have to do with rights: welfare rights, housing
rights, legal rights, human rights.

Learning Centre and City staff to co-operate in:

t he devel opnent of Centre-w de responses to sone of the key
community issues. This could include a programof "R ghts
Educati on" that includes welfare rights, human rights,
conmuni cation, assertiveness, self-esteem

exploring the possibility of establishing a welfare advocacy
service at Carnegie.

Learning Centre to continue to devel op progranm ng that neets the
needs of Downtown Eastside residents by:

when necessary, offering |learners i medi ate assistance with
filling out forms and other tasks requiring basic literacy

Carnegi e Literacy Needs Assessnent




37

skills.

initiating training for volunteers in hel ping people fill out
of ficial docunents.

Capilano College to hire a Community Literacy Wrker to:

collect and di ssemnate informati on about advocacy and support
services for people in the Downtown Eastside, refer people to
t hese services, and act as a liaison wth other community

or gani sati ons.

3) Howis literacy part of participating in the Carnegie?

The ability to interact with all this witten material canme up as
an inportant part of participating in the Centre:

"I know a | ot of people can't read the signs and are

being informed by others. Oten they'll come because
t hey heard by word-of-nmouth that they can get help.
They'll say, 'l heard you do...""

"At the Xmas Dinner this year, you had to get your
tickets in advance. They were free, you just had to
pick it up. There were signs all over the

nei ghbour hood telling people to pick up their tickets

i n advance. Wen the dinner day canme, all these people
showed up without tickets. Nobody had read the signs!"

Literacy is also part of prograns at Carnegie:

One interviewee explained that literacy is central to
many of the tasks a volunteer in the Carnegie kitchen
vol unteers coul d undertake. Exanples include: reading
and increasing recipes, increasing recipes, converting
inperial to netric nmeasurenents, counting change.

"The PAC terminal.®> It's not a card catal ogue now."

® The PAC termind isthe Library Public Access Catalogue. The Carnegie Reading Room has one PAC terminal.
Using this, one can search the Vancouver Public Library collection. The Carnegie Reading Room collection is not
included in the PAC. The Reading Room collection is a browsing collection organized by genre and subject.

Carnegi e Literacy Needs Assessnent




38

Many people had a holistic approach to literacy. At Carnegie,
learning is part of participating and belonging in the comunity:

"It's a whole big process of being here, being alive -
is learning things."

"All the groups here are literacy groups."”

"That's what this Community Centre is about -have the
group be part of the make-up of what you do."

One interviewee spoke of the inportance of creating a sense of
bel ongi ng, because:

"Alot of people don't nake them feel wanted."

It came across to ne that literacy is already part of many
Car negi e prograns.

Capilano College to hire a Community Literacy Wrker to:

facilitator the organisation of events, projects, and prograns
at Carnegie. In particular, the Comunity Literacy Wrker wll
“bring out” the literacy and community devel opnent aspects of
these activities. Were possible, the initiative for these
proj ects should come from community menbers

4) How or in what way do you perceive these |iteracy needs? Wat
kind of clues do you get when talking to a person that that
person is having trouble with reading and witing?

| asked this question because | wanted to get a deeper sense of
how literacy is part of staff's interaction with the people they
serve.

Most of the interviewees indicated that what they know about
literacy is what they have picked up al ong the way:

One interviewee said that at first she was pretty naive
about the extent of literacy barriers, and she
gradually cane to get a sense of its challenges from
working with volunteers. For exanple, she woul d ask
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sonmeone to get sonething fromthe fridge and they woul d
come back with the wong thing. She'd go in with them
and then see that the correct itemwas there, in front
of themand | abelled -but the volunteer had been unabl e
to read the | abel.

"There's a guy | know. |'ve known himfor twenty
years. The other day he told ne he couldn't read. Al
those years. |1'd be handing himstuff to read, say a
funny story. He'd laugh. He was faking it."

"I try to help out as nuch as | can..... | didn't goto
school to learn howto do these fornms and stuff. It's

just common sense. And when | talk to people, they say
| didit right."

peopl e recogni se clues about literacy difficulties:

"Oten people will ask to take the vol unteer
application formhone and bring it back to ne
tonorrow. "

"[ You detect literacy problens] by not doing everything
for them-it's doing it with them Like with the

I ncone tax or the Christmas cards. Ask people, Is this
hard for you to do because...?"

"They say they forgot their glasses.”

i ntervi ewees seened sensitive to issues around literacy
ens:

"It was so intimdating for her just to be able to go
up there... it was enbarrassing for her to admt that
she didn't have the literacy skills.... It takes a | ot
of courage."

"What ever you do, it cannot be identified with

“literacy' as we call it. I'mwlling to wager that

t he peopl e here who have "literacy needs' have all had
unpl easant if not dreadful experiences in school."

"It is very inportant not to enbarrass them ... Don't
ask people if they can read and wite. They then
believe you think they do.... Never judge.... Wit for
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themto admt.... Sonetinmes | put the thing to be read
in front of themand put nyself at the sanme level...
Sonetinmes people wll admt, 'I'mscared.'"

"Asking people, Wuld you like to learn to read and
wite? sounds scary... |It's better to introduce
things slowy to gain trust.... For many adults, to

learn to do better scares themso greatly that they
won't even attenpt it."

Sone interviewees didn't know what to say:
"I really don't know. "
"I have no idea..."
One interviewee felt there is a need for staff literacy training:

"And for staff, too. There should be sone kind of
acknow edgenent of how to work with people with
l[iteracy problens. | nmean, how many tinmes have you
been in the cafeteria and heard them say, The
sandwi ches are witten on the board?"

Carnegi e staff canme across as strikingly sensitive towards the
needs of the patrons. Staff obviously care a great deal for the
peopl e they work with. However, there are was al so a sense of
nmystery surroundi ng the whol e i dea of how to recogni se and
approach reading and witing problens.

Learning Centre and City staff to work together to pronote a
vision for Literacy at Carnegie by discussing ways to establish
literacy training at a staff |evel.

5) When are you able to help people with literacy rel ated needs?
Several interviewees stated the inportance of being avail able for
peopl e, having tinme for a one-to-one interaction, and creating an
at nosphere of bel ongi ng:

"Maki ng yourself available, even if it's only for five
mnutes. | think that's big."
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"Bei ng understanding, try to understand what problens a
person m ght have when they try to tell you sonething."

"Alot of people don't nake them feel wanted."

O her interviewees stressed how literacy help is successful when
offered as part of other activities:

One interviewee told nme an anecdote about one vol unteer

who went on a Carnegie trip and | earned to play Bingo.
The real reason he couldn't play Bingo is because he
didn't know the nunbers, but he would never admt that.
The person who showed himhow to play never said it

ei t her.

"It's a conbination of seeing what's going on and
letting them know that [you] are there to support them
in any way. Like [the AIDS Group] -I end up doing
postering for them Maybe they want to conme up with
panphl ets or sonmething like that. | don't know what
the literacy needs are there...."

"Build up trust while giving a service."
"That's what this Community Centre is about -have the
group be part of the make-up of what you do."

I nt ervi ewees showed that an at nosphere of caring is crucial to
the success of a literacy program

Learning Centre to focus on building the community of |earners and
tutors by:

mai ntai ning a warm and wel com ng at nosphere in the Learning
Centre;

pronoting one-to-one |learner-tutor relationships and snmall group
work in a manner which fosters a sense of bel ongi ng, personal
growt h, and community awar eness.

I ntervi ewees al so conveyed that literacy is often best approached
as part of other activities. The exanples of the A DS group and
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the Bingo | esson show how |literacy can be integrated into other
activities at Carnegie.

Capilano College to hire a Comunity Literacy Wrker to:

facilitate the organi sation of events, projects, and prograns at
Carnegie. In particular, the Coomunity Literacy Wrker "bring
out" the literacy and conmunity devel opnent aspects of these
activities. Wiere possible, the initiative for these projects
shoul d cone from community nenbers

6) When are you not able to help people with literacy rel ated
needs?

Al though many staff said that they help patrons every day with
reading and witing, there is one big limtation on what staff
could offer patrons and vol unteers: tine.

"I amable to help them when | understand what they
want... but sonetinmes you don't have tine to listen to
them... You ve got to sort of question a little bit
nore to find out what they do need. You need the tine
to question like that."

"Wth specific itemquestions | can help. O herw se,
only when there's time. Wen we're on the desk, we are
usually alone. So if someone cones in and says, could
you read this paragraph?... | never put themoff. I
say, | wll read it, but you' re going to have to cone
back | ater when I've had tine...."

The interviewee said that in the kitchen they try to
show vol unteers how to do tasks |i ke converting

reci pes, and if the volunteer understands, they can do
it for thenmselves. |If not, staff take it and do it
instead. She said there could be a role here for a
vol unteer tutor, someone with nore tine to spend with
t he vol unteer | earning new things.

"He needs soneone with himto show himand help him..

The... staff don't have the interest or the tine...
They get really pissed off at him™"
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"I'f 1"mbusy, I'll give themthe phone book. Sonetines
they'Il admt [they are having trouble], but not
usual ly."

"They [volunteers on shift] are comng to us for help,
but a lot of us staff, we just don't have the tine."

As a response to tinme pressures, many staff refer people with
reading and witing needs to the Learning Centre:

"I'f I can't doit, I'll refer themon... | encourage
themto go upstairs.”

"[1 refer people to the Learning Centre] for anything
to do with reading and witing, Math, Social Studies.
For help filling out docunents. W don't have the
time. For resunes, conputers, faxes."

However, there seens to be little comruni cati on about these
referrals, and no sense as to whet her people are actually getting
t he hel p they need:

"They're not com ng back down and conpl ai ning at us so
we don't know if they've gotten help.”

"Soneti nes they cone back because there's no one in

t hose places, or no one that can help themwth their
specific need, especially taxes. | know there's people
frustrated."”

"They seemto be getting help."

Clearly, staff at Carnegie are stressed.

Capilano College to hire a Coormunity Literacy Worker to pronote
literacy at Carnegie w thout adding to the workl oad of Carnegie
staff by incorporating literacy programm ng and support into
existing activities.

I nt ervi ewees al so conveyed the need for stronger communication
bet ween the Learning Centre and other areas of the Carnegie.
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Capilano College to hire a Community Literacy Worker to maintain
close ties to the different prograns at Carnegie. In particular,
the Cormunity Literacy Worker will work to inprove foll ow up

bet ween Carnegie staff and the Learning Centre with regards to
needs and referrals by "checking-in" on a regular basis with the
staff throughout the buil ding.

9) What could we do nore of or better?

One area that was not spelled out in ny questions, but that
energed strongly in people' s answers, is the need for collective,
group learning around community thenes:

"At the Carnegie, we don't do very nuch |iteracy about
| earning how to read and wite and having kind of plan.
VWhat we do nore effectively is issue-related stuff.”

"There are sone thenes that are really inportant in

t hi s nei ghbourhood, |ike AIDS. They should be part of
everyone's job description. W need to cone together
as a staff over these issues. Everyone can work on them
in their owmn way.... Wiy is it that our jobs are
constrai ned by prograns rather than by the fact that
sone issues affect everything we do?"

The interviewee tal ked about the big issues facing the
nei ghbour hood. She listed H 'V and Hepatitis A as
exanples. She felt that everyone should be having a
Hepatitis A shot, and that we should be educating
around the effects of the disease. Recently, nurses
were at Carnegie giving Hep A shots. Soneone could
have been standing in line with people to see who read
t he panphlets and who didn't, and to talk to people
when the nurse didn't have tine.

"It's really exciting what [the Carnegie Al DS group]
does -the AIDS dinner, a nice dinner and information.
And his Thursday night neetings. That kind of

i nformati on and advocacy is really exciting to ne....
That kind of informal get-together with information -
that's where literacy happens and that's where you get
the real experts fromthe nei ghbourhood."
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"Insofar as staff and tutors are famliar wth the
i ssues and problens, are we going to be valuable in
providing literacy support?"”

VWhile literacy should focus on themes of community interest,

t hese thenmes do not always have to be political in nature. A key
el ement is that the thenes have the potential to draw people

t oget her and create community:

"[ The activity] doesn't always have to be politically
or socially relevant -but people cone together. Like
that Baroque music thing -it draws a |l ot of different
people fromdifferent parts of the Carnegie."

"[Literacy tutor training] wouldn't have to be that
formal. Al the groups here are literacy groups. You
have to go into those groups and offer training. You
can't just drop down and be there as sonet hi ng ot her

t han those fol ks."

"Insofar as things are successful here, its because
they are done in an egalitarian manner"

One way to pronote collective learning is project-based |iteracy.
This neans providing literacy support and education as one
conponent of projects that are not specifically about literacy
per se.

"Do your literacy in a project-oriented manner... You
create an experience in which people will have the
opportunity to inprove their literacy skills w thout

them being identified as literacy... Projects are where
we are all working on sonething together as equal
partners.”

One interviewee gave an exanple of project-based |literacy. She
tal ked about a Radio Project for literacy that took place a few
years ago with Co-op radio, a local community radio station

"A tutor was al ways present when they were putting
their prograns together. They hired a tutor who had
been trained at the storefront... That's why that
Radi o Project worked: it had a literacy trainer
involved init."
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O her Needs:

"Knowi ng how to notivate soneone. Find things they are
interested in, they need, they want to do. You have to
hel p peopl e recogni se the opportunities.”

The intervi ewee suggested devel opi ng an accessi bl e
trai ning manual for the kitchen.

"We shoul d be teaching people how to do incone tax, how
to budget on a small incone."

"You coul d have food to get people in."

"More Internet. The library sign-up sheet is always
filled up by 11 am"

"I don't need any support, other than the concrete,
i ke noney."

These responses convey a need at the Carnegie Community Centre
for a collective approach to literacy |earning. Such an approach
woul d focus not just on inproving an individual's reading,
writing, and conputation skills, but on bringing groups of people
to |l earn together about issues that are inportant to them

Coll ective learning is consistent with the definition of literacy
that this report uses. That definition states that literacy is
about belonging in the community and havi ng sone power over one's
own life and the life of the comunity.

Learning Centre to pronote the power of the learner-tutor comunity
to give direction to their |earning by:

creating a forumfor community issues by holding public
di scussion circles, special workshops, and community wal k-
about s.

10) What do you think about the "literacy buddy" idea?
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In the course of ny interviews with Carnegie staff, | |earned of
the "literacy buddy" idea. The "literacy buddy" system woul d

mat ch vol unteers throughout the Carnegie with literacy tutors.
The tutor would be available to help the volunteers with literacy
needs on-the-job. | followed up this idea with staff.

One interviewee said that a "literacy buddy" system would be a
good way to support new volunteers, or volunteers noving into new
ar eas:

"If we have people that were comng in that we want
-that we think would benefit fromworking with a tutor,
you could work with them by explaining that there is
this opportunity.”

One interviewee cited an instance when she was trying to help
soneone get new gl asses. He phoned her fromPacific Centre
because he was unable to read the address on the paper she had
given him This is where a flexible and nobile "literacy buddy”
woul d conme in handy:

"If we had a peer tutor, we could talk to him about
it.... Alot of the need is in getting about town."

However, nmany peopl e questioned whet her such a peer tutor system
could be formally structured:

"The buddy system m ght work. Not peer tutor or sone
other thing with words people woul dn't understand.
Sonet hi ng casual with no systemon it, no nothing."

"It always to ne theoretically seens good. But in the

context of the Carnegie, it's too... it's a structure
t hat people are not going to fit into... It isn't the
reality of people to show up regularly. It doesn't

even work in the Learning Centre."

"I don't know. Who would be available |ike that?

Vol unteers don't necessarily do their regular shift.
Patrons aren't regular either. A lot of people can't
handl e schedules. | don't knowif it would work."

It seens that informal literacy training that focuses on
community woul d be nost appropriate:
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"I't wouldn't have to be that formal. Al the groups
here are literacy groups. You have to go into those
groups and offer training. You can't just drop down
and be there as sonething other than those fol ks. "

Several interviewees encouraged an informal, conmunity-oriented
approach to literacy training. They listed the follow ng steps
towards creating a conmunity of peer tutors:

| dentify people as potential tutors. Take themto
lunch. Talk. ldentify areas for potential peer
tutoring.

Many people identified with the need to provide nore literacy
support to volunteers on the job; however, problens were
identified when it canme to how to structure the buddy system It
seens that things function best at Carnegie when they are kept
fluid.

Capilano College to hire a Coormunity Literacy Wrker to:

pronote and support informal tutoring Carnegie by building up
a core group of comunity tutors. This could include:
identifying people as potential tutors; taking themto |unch;
tal king; identifying areas for potential peer tutoring.

11) Could you tell me nore about the literacy aspects of the
Conpact Di sc project?

One of the staff nenbers interviewed is working with a group of
Carnegi e patrons on a Conpact Disc project. They have been
nmeeting weekly for over a year to plan the printing of a CD
featuring Carnegie nusicians. Since the idea of "project-based
literacy” had enmerged fromthis Needs Assessnent, | decided to
interview the staff nmenber about the literacy aspects of the
Car negi e Conpact Di sc project.

The interviewee nentioned: neetings, comunication,
reachi ng consensus, getting your ideas across, reading the
m nutes, planning a project -breaking it down into parts and
nmovi ng towards conpletion, letter witing.
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The intervi ewee explained that the group gives her ideas and
she wites themup and brings them back to the group:

"The idea cane fromthe group. It had nothing to do
with the Progranmer. People don't have the
facilitation skills needed to conplete the project, so
that is where | step in. That's what I'mtrying to
nodel , and that's what they need -the facilitator, the
secretary so they don't have to do all the details...
If | really banged them over the head with the
literacy stuff, I don't think they would proceed..
Doi ng this kind of incidental or nebulous literacy work
is 100% appropriate and worthwhile... The actual nuts
and bolts of reading and witing is just consequential.
And this kind of literacy-related activity happens al
the tinme at Carnegie...."

This is an exanple of how to incorporate |literacy and conmunity
devel opnent as part of other activities.

12) Comments about the Learning Centre

Al though | did not ask any questions specifically about the
Learning Centre, many of the people |I interviewed offered their
i deas for the Learning Centre.

One interviewee spoke of the need for the atnosphere of the
Learning Centre needs to be wel com ng and cari ng:

"Work with people as a group, but also be there for
themas individuals. That's a hard thing to do, but |
don't think people are seeing that wel com ng presence
in the Learning Centre now. "

Many stressed the need for a nore intimate |ink between Learning
Centre and Carnegi e:

"I'f we feel confortable with the tutor, then the person
we're introducing themto will feel confortable too.
Ri ght now, they can refer people to go to the Learning
Centre and find a tutor. But tutor is a scary word.
And you don't want to just send sonmeone over to the
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Learning Centre. It is too renoved, |like you don't
care."

"The Learning Centre -they feel responsible for al

t hese things -but these guys [the vol unteer
programmers], they're hired -it's their job to do it.
You span yourself very thin. The tutoring -it's al
part of that -the recruiting, the scheduling, the cal
backs... To do it on your own, there's no way. You
need the help."

Better communication would be part of this Iink:

"W don't know what's happening. W only hear through
t he grapevine."

"Li ke know ng whose doi ng resunes up there."
"More information about what you need to have these

progranms, as far as schooling goes. Wat you have to
bring. Whether welfare will pay for it."

Learning Centre to focus on building a coomunity of |earners and
tutors by:

i mprovi ng communi cation about its prograns with the rest of
the Carnegie Centre and with the surroundi ng nei ghbour hood.

The Learning Centre could respond nore to the specific literacy-
rel ated needs of Carnegi e prograns:

One interviewee recall ed approachi ng the Learning
Centre a few years ago to ask them for sonme charts of
measur enent conversions. Apparently, the Learning
Centre could not help, and she went w thout the charts
until she had tinme to find her own.

There is a sense that the Learning Centre should, |ike the rest
of the Centre, be approaching the issues that are vital in
people's lives, and should be | ooking to the | earners thensel ves
for direction around issues:

"Theme Units work. They work when comng fromthe
peopl e thensel ves. For exanple, [the] D abetes G oup.
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Peopl e becone involved in their own issues and then get
support fromstaff. It doesn't work as well when the
Learning Centre staff set the agenda. At the sane
time, sone people need to take | eadership around

i ssues. [However] this is different fromthe
educational nodel of creating a whole process,
structure, and curriculum Any kind of Learning Centre
program needs to be a place which people feel they can
access as a resource and for support for their
program .. The Learning Centre should provide both
outside information about stuff people perhaps woul dn't
t hi nk about on their own, and support for issues/
nmovenents that arise from people thensel ves. Mke
connections to things that are al ready happening."

Sonme interviewees stressed the need for the Learning Centre to
organi se around forns and wel fare advocacy:

"They [the Learning Centre] should have soneone who'd
be prepared |Iike an Orbudsman, who could wite letters,
phone wel fare, represent the people..."

"The Learning Centre should get involved in Wlfare
Ri ghts Advocacy."

An under standi ng of the funding structure of the Learning Centre
is an inportant piece in the creation of a closer relationship
bet ween the Learning Centre and the Carnegie:

"There is a sense that Carnegie staff would like to
know nore about the funding structures. A feeling of
di strust, perhaps, towards the Coll ege because those
structures seem opaque."

These comments serve to re-enphasi se many of the points nade
earlier in this paper, specifically, the need:

to focus on the creation of comunity, starting with creating
an open, accessible, and wel com ng environnment for potenti al
| ear ners;

to build relationshi ps between | earners and tutors;
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to provide programmng suited to the needs of Carnegie
vol unteers (like netric conversions);

to of fer educational opportunities related to community issues
(through thenme units, for exanple);

to i nprove comruni cati on and co-operation between the Learning
Centre and the rest of the Carnegie.

Comments also revisited the idea that the role of the Learning
Centre is as much to respond to community-driven initiatives as
it is to create new prograns.

Finally, the need for Wlfare R ghts informati on and advocacy
cannot be over-enphasi sed.
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Appendi x One:

| nt er vi ewee Denbgr aphi cs

Tabl e One: Total Nunber of Interviews

55

Menber s Vol unt eer s St af f
Tot al 8 10 14
Tabl e Two: Breakdown by Gender

Menber s Vol unt eer s St af f
Femal e 1 3 10
Mal e 7 7 4
Tabl e Three: Breakdown by Ethnicity

Menber s Vol unt eer s St af f
First Nations 6 2 1
Asi an 1 0 2
Caucasi an 1 8 11
Tabl e Three: Breakdown by Age

Menber s Vol unt eer s St af f
25 to 35 1 0 1
35 to 45 3 2 11
45+° 4 8 2

This report has not conpared the make-up of the interviewe
Carnegi e popul ation, nor with

sanples with that of the genera
that of the greater

t her ef or e,

representative of that of those |larger comunities.

Downt own East si de nei ghbour hood.

There is,

no way to state with certainty whether or not the
make- up of those people who contributed to this report is

However, it

is the sense of this researcher that the make-up of the sanple

® Carnegie Members become eligible for a Senior's membership at age 45. This report has kept to this definition
of senior, and so a breakdown of ages above 45 is not available.
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size is inconsistent with that of the greater Carnegie and
Downt own East si de popul ation on two counts: wonmen and First
Nat i ons peopl e seemto be under-represented.
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Appendi x Two:
Readi ng Room Needs Assessnent

In the course of this research, | net several tines with
Andrew Martin, who is the Librarian at the Carnegi e readi ng Room
and a nmenber of our Needs Assessnent Advisory Commttee. Qur
conversations generated several recommendations, which are appended
here. Mich of our discussion stemmed fromthe previous
recommendat i ons of the Vancouver Public Library's Literacy
Eval uati on Project (1994; see bibliography).

Staff at the Carnegi e Reading Roomwere interviewed as part of
the Carnegie Literacy Needs Assessnment, and their comments are
included in Chapter Three, "Carnegie Staff Interviews."

Recomrendat i ons

Continue to offer the Reading Roomas a place for quiet,
recreational reading:

Many regul ar patrons seemto use the Carnegi e Readi ng Room
as a place to pursue their own reading. O ganised
activities within the Readi ng Room duri ng hours of
operation could disturb these patrons.

Build a stronger relationship between the Learning Centre and the
Readi ng Room

Readi ng Room staff to bring Readi ng Room news to student-
tutor neetings on a regul ar basis.

Learning Centre staff/Comunity Literacy Wrker to bring
Learning Centre update to the bi-yearly Readi ng Room
nmeet i ngs.

Learning Centre staff to join Reading Roomstaff and
Carnegie Gty staff in working together to devel op centre-
wi de programm ng in response to key nei ghbourhood, such as
Wl fare rights, addictions, housing, etc.
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Learning Centre staff to include Reading Roomorientation
intutor training, to carry out frequent, casual tours of
t he Reading Room and to encourage students and tutors to

obt ai n Readi ng Room cards. ’

Learning Centre staff to encourage | earner participation in
the Carnegie Community Association's Library Commttee.

Learning Centre and Readi ng Roomto continue col |l aborating
on the book-give-aways and the International Literacy Day
events.®

Learning Centre staff and Reading Roomstaff to invite a
group of students and tutors for a guided tour of the
Readi ng Room with a follow up di scussion focusing the
literacy-accessibility of the Readi ng Room

Learning Centre staff and Reading Roomstaff to collaborate in

t he devel opnent of a shelf of |learner material in the Reading
Room this new shelf would promnently display a variety of

| earning resources and m xed reading material that is popular in
the Learning Centre. This shelf could al so be used to display
publications of new witings by Carnegie |earners.

" Carnegie Reading Room cards can be obtained without picture ID or proof of address -a piece of ID with the
patron’'s name on it (such as a Carnegie Community Centre Membership card) is al that is needed. Aswell, fines
are not levied on late book returns to the Reading Room. Both these measures improve the accessibility of the
Reading Room to Carnegie patrons, who may not have picture ID, an address, or money for fines.

8 The book give-aways are held on the front steps of the Carnegie Centre. The Reading Room receives donations
of many more books than it can shelve, and the book give-aways are one of the ways that these books are
distributed to the community. The International Literacy Day event is held every year in September. In the past,
this event has been held in the Carnegie Theatre, and has featured food, speeches, and readings by local |earner-
authors. Both of these events have been consistently successful.
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Appendi x Thr ee:
Li st of Service and Informati on Needs

During the Carnegie interviews, | heard great demand for help with
forms and bureaucratic structures. | started conpiling a list of
the specific fornms with which people interact. It was also clearly

conveyed that the need for help with paperwork is part of a broader
need to understand and |l earn to advocate for one's rights.

Peopl e need help with filling out forns. At the Carnegie, people
deal with a vast array of paperwork as part of their daily
survival. Sonme exanples are

A d Age Pension fornms and Cuaranteed Suppl enment Forns
Ctizenship forns

Tax Forns

Applications for Housing

Prem um Assi st ance

Medi cal forns

Sal vation Arny food vouchers

Applications for bus passes

Police fornms regarding break-ins and stolen ID
Letters to Union about a pendi ng pension

Wl fare letters for new gl asses

Peopl e need help reading witten infornmation:

Under st andi ng prescriptions

Location of Wlfare Ofices, Transition Houses for
Wnen, Hostels, Detox, Hay' Way' Nok, Community GCentres,
Persons-Wth-Al DS Society, Health Centres

Phone nunbers

Addr esses

Comunity events

SAFER (a pl ace Seniors can phone for help with their rent)
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