Digital Navigator Best Practices

The North Carolina Digital Navigator Best Practices highlight practices which have built success
for digital navigators and digital navigation programs throughout the state. The focus areas are
identified below.

Focus Area 1

North Carolina’s digital navigators are embedded within a trusted community-based
organization.
1.1 Programs recruit digital navigators from the communities they serve.
1.2 Navigators build and maintain partnerships with local organizations, service
providers, and institutions.
1.3 Navigators provide support aligned with the language and accessibility needs of the
community.

Digital navigators are trained and equipped to provide digital opportunity services to their
community, including staying up to date on local, state, national, and tribal resources available
to support residents’ digital opportunity needs.
2.1 Program staff seek training and opportunities to support residents’ digital needs and
build digital navigation capacity.
2.2 Programs maintain a current understanding of local, state, national and tribal
resources for digital opportunity and seek resources to fill gaps as needed.
2.3 Navigators engage in networking to better understand the resources available to
residents as well as to advocate for the needs of their community.
2.4 Navigators are deeply connected to their communities to understand the landscape
of resources and issues facing all residents.
2.5 Navigators are focused on serving residents with empathy and high levels of
customer service.

Focus Area 3

Digital navigators reliably assess client needs and goals and offer tailored solutions and courses
of action to meet digital opportunity needs.

3.1 Programs assess effectiveness through reflection and evaluation and consistently
evaluate the needs of residents to ensure programs are in line with goals for
residents and the community.

3.2 Navigators design resident-centered programs aimed at meeting people where they
are and growing their skills.

3.3 Navigators provide digital skills support for residents without access to training and
skills.
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Digital navigators create opportunities for input and feedback to address local needs and
improve program outcomes.
4.1 Programs identify digital barriers and tailor approaches based on the needs of
specific areas and populations.
4.2 Programs make visible the importance of digital skills and computer, device and
internet access for all residents.
4.3 Navigators understand their communities and adapt their services to meet shifting
needs of residents.

Digital navigators collect, document, and manage information about services provided during
interactions with community members.
5.1 Programs use a data management processes to track digital navigator interactions
with community members.
5.2 Navigators collect and manage data about community members, such as the
different skill levels and needs of individuals seeking support.
5.3 Navigators utilize data and information about their communities to adjust instruction
to fit the unique needs of their community.

Digital navigators develop critical skills and abilities to enhance the services provided to
residents of their community.
6.1 Programs support the professional development of their digital navigators to ensure
continued growth of knowledge and skills addressing the needs of residents.
6.2 Programs develop or support critical skills for digital navigators with various levels of
experience.
6.3 Navigators prioritize professional learning to enhance programming for residents and
expand their professional network.
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