	I. Introduction



A. Mission Statement

The goal of the University Learning Center (ULC) is to provide all CSUF students with academic support in an inviting and contemporary environment.  We believe that all learners need support that extends beyond the classroom to reinforce and amplify daily lessons.  This support is provided by academic tutors, collaborative learning tutors, and computer assistants.  The staff of the ULC is carefully selected and trained to assist students with their academic assignments, general study skills, and computer-use needs.
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B. Population/Clients served

The University Learning Center is open to all currently enrolled undergraduate and graduate students at CSUF, as well as students in the American Language Program.  Current enrollment is verified upon registration at the center.  
C. Structure of the Staff

Director

The director is responsible for developing the overall mission of the Center and overseeing its application through budget management, staff hiring and training, facilities use, and the various tutoring and lab services offered through the Center.  The director also writes funding proposals, maintains ties with departments and programs across campus, and actively promotes the services of the ULC.  
Assistant Director

The assistant director supervises the student staff, and the daily running of the ULC.  Her office if located within the tutorial room.  She reviews application forms, conducts staff meetings, facilitates staff development, trains new tutors, and is responsible for maintaining an efficient and professional atmosphere.  
Administrative Coordinator

The Administrative Coordinator is responsible for all bookkeeping and clerical duties.  She maintains the daily tutoring schedule and the appointment book, and is responsible for the payroll and attendance.  She also maintains references and materials for the center.  

D. Tutor Profile

The ULC academic staff is comprised of one-on-one and collaborative learning tutors who are both graduate and undergraduate students in good standing with the University; they must have received at least a B in the courses they tutor, and be recommended by an instructor/professor in the discipline.  ULC tutors are personable, responsible, and dependable students who are dedicated to the ULC’s mission and philosophy.  They know their job is to help other students learn how to learn.  
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E. Technician Profile

The computer technician staff is comprised of both graduate and undergraduate students who tutor in math and computer science.  In addition, they possess knowledge and expertise in using, as well as in trouble shooting, software and hardware for both PCs and Macs.  Computer technicians are personable, responsible and dependable students who are dedicated to the ULC’s mission and philosophy.  
　[image: image3.wmf]　　　　　　　　

F. Hours of Operation

The University Learning Center is open Monday through Thursday from 8:30 a.m. to 7:00 p.m., and Friday from 8:30 a.m. to Noon during the school year.  It is also open during summer sessions for limited hours.      
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G. Website/E-mail

The Website for the University Learning Center is:

http://www.fullerton.edu/ulc
Students can access information concerning the ULC services and facilities on the website.  The computer lab, tutoring lab, collaborative study groups, workshops, staff information, resources, and online tutoring are listed there.
The e-mail address for the University Learning Center is:
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ulc@fullerton.edu 
Students may leave a message for the ULC in general or may leave messages for individual tutors.  
	II. Services Provided




A. Academic Tutoring

Students who work with tutors at the ULC will become more successful learners in the areas for which they receive tutoring and more successful, purposeful students in general.  They can make appointments or drop in for tutoring in any one of 15 or more subjects.  Students can also receive tutorial assistance with writing, speaking, listening and sentence construction.  Using a tutoring strategy that combines explanation with open-ended questions, and example/illustration, tutors work to help students with their immediate academic problems.  At the same time, the tutors do so in a way that will help students to become better learners who are more likely to succeed at the University.
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B. Computer Lab

[image: image16.wmf]Those students who use our computer lab will have access to word processing, the Internet, SPSS, Choices, several instructional programs on both P.C. and Apple computers, a laser jet printer and a color printer.  The staff of technicians is available to answer 
questions and troubleshoot any problems the students may have. 

C. Study Skills Workshops

Each semester, the ULC may offer a variety of workshops, each one focusing on one of many particular academic concerns: study skills, test taking, and the details of APA, MLA, or Turabian style, research writing, power point, and more.  All students are welcome to attend.  Flyers announcing the workshops are posted on the Website: www.fullerton.edu/ulc  Workshops designed especially for students whose first language is not English may be offered several times throughout the semester, depending on demand. 
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D. Collaborative Learning Tutoring

[image: image17.wmf]The ULC provides collaborative learning tutors to many sections of General Education courses.  These tutors assist classroom instructors by attending class, taking notes, meeting with study groups from the class, and being available for one-on-one tutoring with class members and other students. 
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E. Grammar Hotline

[image: image18.wmf]Tutors from the ULC will answer grammar questions that are sent to: 

grammardoctor@collegeclub.com
This e-mail is accessed daily and responses are given on specific grammar items.  For more extensive questions or problems, students are asked to make an appointment at the ULC.  
F. On-line Tutoring

On-line tutoring is available via our website to all CSUF students including those at the El Toro Campus.  The tutee should call the ULC at (714) 278-2738 to arrange an on-line tutoring appointment.  In addition, students can submit their papers for writing assignments to our website www.fullerton.edu/ulc and receive feedback from our writing-tutoring staff.
J. Summer Session Tutoring

The ULC is open for limited hours during the summer.  Students should check with the ULC for a list of the subjects in which tutoring will be offered for any given summer session and/or for computer lab hours.  

	III. Job Descriptions




A. Tutors

Specific Responsibilities
To provide learning assistance to CSUF students individually and/or in small groups.

To assist other staff members in promoting the smooth operation of the ULC

To regularly staff one of the ULC reception desks as scheduled

To serve on department committees, such as interviewing prospective new staff or others as assigned

To assist with assessment of the ULC’s activities by giving out surveys to students and by formally observing other tutors
To present work shops as needed

To make referrals to students in need of campus services

To attend all staff meetings and training sessions

To take the Student-to-Student tutoring class during the first semester working at the ULC

To actively assist in keeping the ULC neat and clean

To perform other duties as assigned

General Responsibilities

All tutors should take initiative and responsibility for the overall operation of the tutoring lab.  This includes showing enthusiasm to tutees, helping other tutors with their duties, showing up for appointments on time, and generally working as a team member.  This group effort not only makes a pleasant and professional environment, but also facilitates both effective learning for the tutors as well as the tutees.  As employees of the ULC, tutors are encouraged to seek advice from other tutors as well as from the supervisors, to share ideas, and to be alert to ways they can help one another.

Tutors make a commitment to the tutees to support them in all stages of the learning process by modeling successful academic behavior.  Since the tutors’ main responsibility to the tutees is to support them in their efforts to become independent successful academic learners, tutors act as guides to reinforce learning strategies that will form the basis for long term accomplishments throughout their tutees’ academic careers and beyond.  
Tutors should immediately greet the tutees in a caring and professional manner by first introducing themselves and asking for the tutee’s name. Establish trust by expressing sympathy or understanding and/or by sharing similar experiences or feelings.  Tutors let the tutees know that they will try their best to help.  
Tutors should always clean up after themselves in order to maintain a professional and clean environment.  Since there are a number of people working in a contained area, it is a good idea to every once in a while use the hand-sanitizer provided to prevent germs from spreading.  This is especially important around midterm and final week, during which there is usually an increase in colds and flu.
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B. Computer Consultants/Technicians
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General 

Responsibilities

The computer consultants/lab technicians are responsible for maintaining the computer lab in working order and troubleshooting any problems with the hardware and software, as well as the ULC database.  In addition, they tutor one-on-one and conduct various tutorials and workshops on such topics as web design, Access, PowerPoint, and the Internet.  

IV. Office Procedures
Reception

The ULC can function well only when the staff members act as a team.  The most critical elements are the reception desks because whatever happens to the students there sets the tone for their entire experience at the Center.  

When tutees arrive at the desk, it is important that you greet them with a smile (if possible) and with a welcoming attitude.  

Upset Students

Occasionally a student seeking an appointment or using the computer lab may become upset for whatever reason.  The reception person must not argue with him/her.  Instead, he/she should speak in a soft voice and say, “Please sit down and I will call my supervisor.  I’m sure she will try to solve your problem.”  Then, immediately call the director or the assistant director if the director is not available.
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Computer Lab Reception

All staff at the ULC take turns serving at the reception desk in the computer lab as well as in the tutoring lab.  The duties at that desk include registering students on the computer, assisting students in printing their documents, and collecting money through Titan Card transactions.  In addition the reception staff may be required to briefly assist students with minor computer problems.  For more complicated problems, they should try to locate a staff member who is computer proficient.

Tutoring Lab Reception Desk Procedures

Tutee Registration

Each tutee is required to register into the ULC database by entering his/her ID number into the key pad prior to the tutoring session. This is done not only to verify that the tutee is a currently enrolled student, but also facilitates needs assessment, funding, budget planning, and staff requirements. It is important that all first-time students to the center are asked for their affiliations with the campus programs indicated on the computer screen. All fields on the computer screen should be filled-out to complete the registration process.  

So it is important that you ask the tutees if they have previously used the tutoring facilities.  If they have, pull out the Tutorial Record card from the file cabinet (Section XII.D).  For tutees making their first visit to the Center, have them fill one out.  It is important to register all tutees by inputting tutee information on the computer.  Have the tutee sign the ULC Tutoring Lab Agreement form (Section XII.C), and hand the Tutorial Record card to the tutor.  The Agreement should be filed in alphabetical order, and the Tutorial Record card filed at the end of the session.  The tutor at the reception desk should check the tutee out on the computer as the tutee leaves the center.  

[image: image20.wmf]Tutorial Record forms are maintained in the file cabinet in the in tutoring lab.  When a tutee arrives for his/her appointment, the person who is working at the desk, will pull the form at the beginning of each session and hand it to the tutor. After each session, the tutor will fill out the Tutorial Record form, indicating the date of the session, the tutor, and his/her comments concerning what was covered during the tutoring session.  This is done in order to track the progress of each student.  These should be thorough responses to what the tutorial consisted of, and not just “helped with essay.”

Scheduling Appointments
Tutoring appointments are available for one-half hour or one-hour sessions.  Tutees may schedule a maximum of two appointments, up to two hours, per week for each of the subjects in which they need assistance.  

The tutor working at the desk asks the tutee to enter his/her ID in the key pad and the tutee’s name, telephone number, and ID number will be entered in the database.  Then the receptionist asks the tutee for the name of the class and instructor he/she requires tutoring for and clicks on class name.  This brings up a box with instructors’ names and the receptionist clicks on the appropriate one.  He/she then asks the tutee for the days and times the tutee wishes for his/her appointment while clicking on the tutor box.  When the list of tutors comes up, the receptionist clicks on the tutor who has an opening compatible with the tutee’s request.  Note: The computer will generate a ULC Tutoring Appointment Reminder slip on the label maker.  You should give this to the tutee.

If there is no tutor in the subject or course for which a student requests assistance, the student can fill out a Tutor Request Form (Section XII.S), which should be given to the ULC Director as soon as possible.  The director will contact the student if she is able to find a tutor to help him/her.  
Rescheduling

Students who wish to reschedule an appointment can either call the ULC at (714) 278-2738 or come in to the center.  Rescheduling should be done at least one hour before the appointment time.
No Shows

When tutees cannot keep scheduled appointments, they are required to call the Center at least one hour prior to the appointment time.  If they do not call, the tutor working at the desk will indicate on their Tutorial Record form that they were “no shows” and include the date and time of the missed appointment.  If the tutees do not already have Tutorial Record forms filled out, then one must be filled out and the “No Show” duly noted.  Tutees who do not show up for two appointments without prior notice will not be able to schedule appointments at the Center.  However, they can still receive tutoring on a “walk-in” basis. 
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Reporting Absences
All tutees and computer assistants are required to notify ULC staff by calling the tutoring lab reception desk (714-278-2738) if they are going to be absent or late.  The person taking the call must immediately notify the director, assistant director, and the administrative assistant.  This is vital.
For after-hours calls involving absenteeism, all tutees and computer assistants are required to leave a message on the tutoring-room reception desk voice mail (714-278-2738).  The first person to staff the reception desk each morning must check the voice-mail for messages and immediately notify the director, assistant director, and the administrative assistant if any staff members will be late or absent.  In the event that a tutor will be absent, the person on the reception desk must call that tutor’s tutees to inform them that their appointments are cancelled.

Graduate Assistants who miss work hours must see the Assistant Director to arrange how they will make up the time and submit a Change of Schedule form with the make-up hours indicated.

Procedure for Leaving the Center while on Duty
[image: image22.wmf]From time-to-time tutors and lab technicians may need to leave the center for a few minutes while on duty.  They must inform the person staffing the desk in which ever room they are working that they are leaving and approximately how long they will be gone (this does not apply to restroom breaks).
Temporary Tutor Change of Schedule

If a tutor finds it necessary to change his/her schedule, the Request for Change in Schedule form must be filled out and turned in to the Assistant Director at least two days in advance of the requested date.  If she is not available then the form must be given to the director.  The tutor’s request is accepted once it is signed, a copy given to the Administrative Coordinator, and the original returned to the Assistant Director.  The tutor is responsible for making the necessary changes in the ULC database and for notifying any tutees who have appointments scheduled during the requested time off.  

Permanent Schedule Changes

At the beginning of each semester, it is expected that you may need to change your work hours as you add or drop classes and arrange your academic schedule.  After about two weeks when a permanent schedule is in place, you must submit all requests for changes to the Assistant Director for approval.  This will ensure that we can provide the maximum amount of service to our students and simultaneously monitor the ULC budget.
G. Opening/Closing

At the beginning of the day, the tutor at each desk should make sure that the center is clean; the chairs and tables are neatly arranged and that all books are placed in the bookshelves. The tutoring page on the computer in UH-33 should be opened and remain open for the rest of the day. Tutors should not check e-mails or use the computer at the reception desk for any other purpose.  There are two new computers on the table to the right of the reception desk for tutors’ use. 
It is the responsibility of tutors who are closing to straighten out the tutoring center.  Put chairs back where they belong, wipe the lounge table and make sure 
the tutoring center and lounge area is presentable for the following day.
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	V: Performance Standards    



A. Meetings

Prior to the beginning of each semester, there is a training meeting for all staff members. These meetings are mandatory.  During this time the staff is provided with weekly schedules, procedural information about the center, tutoring and teaching strategies, review of ULC policies, guest speakers, discussion of future plans for the center and opportunities for getting acquainted and reacquainted.  The staff is paid for these meetings.  

In addition, regular monthly staff meetings are held throughout each semester.  These are usually on selected Fridays and are potluck lunches.  Generally someone collects money for pizza from the majority of the staff members.  Those who don’t donate for pizza usually bring sodas, salads, or side dishes.  

During staff development meetings, the group discusses current and upcoming events, tutoring experiences, and any problems or concerns.  A great deal of information is exchanged at these staff meetings, therefore all ULC staff members must attend.
In the day-to-day operation of the Center, the director and assistant director are generally available as resources to answer questions, assist tutors with difficult academically related problems, and provide support.
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B. Dress Code

Since the ULC is on campus, the appropriate attire is casual academic clothing.  The staff should remember that they are professionals and their appearance reflects on the atmosphere of the center.  So please no short shorts, low-cut tops, or bare midriffs!
C. Staff Office

There is a staff office available for use by the ULC staff members, located off of the main tutoring lab.  The office can be used to store personal belongings, eat lunch, or take a break.  Mailboxes are provided for each staff member.  The staff members are asked to help keep the office clean by cleaning up after themselves, and wiping the table after use.  There is a refrigerator and microwave to store and heat lunches. 

The white board in the staff office often posts important notices.  Please check it regularly.  When relaxing and socializing in the office, please keep your voices low so you don’t disturb the tutoring sessions.
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D. Breaks

[image: image24.wmf]Staff members are given a 30-minute break after four hours of work.  The receptionist should be informed when a staff member takes a break, and when he/she plans to return.  
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E. Observations

Administrator Observations

Observations are conducted once each semester.  Either the director or the assistant director observes a tutoring session and takes notes on a Tutor Observation form in order to give feedback to the tutor (Section XII.N).  These observations cover such areas as how the tutor starts the session, responds to the tutee’s concerns, encourages the tutee, and concludes the session.  The observer gives the tutor a written summary of her impression.  This summary also includes any suggestions or advice for the tutor (Appendix I).

Peer Observations

Near the end of each semester, tutors who are not new to the center observe each other during tutoring sessions.  They fill out the Tutor Observation form (Appendix B.) using the guidelines outlined above and give the completed forms to the Assistant Director.  
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	VII: Tutoring Strategies



A. Tutoring Objectives

The goal of the ULC is to assist students in succeeding at the University by helping them to develop problem-solving and life-long-learning skills in order to reduce students’ dependence on continuous tutoring.  
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B. Tutoring Strategies

The following strategies help to facilitate the ULC’s goals of engaging students in their learning process and helping them to obtain study and problem-solving skills that will encourage independent learning.  
 General Tutoring Strategies and Techniques

1. When you first meet the student be sure to SMILE and introduce yourself.
2. Ask the tutees what they want to work on (i.e. a homework assignment, studying for an exam, a writing assignment, etc.)
3. Request that the tutees show you the assignment (worksheet, professor’s handout with description of the writing assignment, etc.)
4. Ask the tutees if there is any specific question regarding the assignment that they would like to ask, or what area(s) they are having the most difficulty with.  This will help the tutor to determine if the student understands the assignment.
4a.
Tutors may find that the student is having problems with the assignment, not because of the concepts required to complete the task, but because the student does not understand the goal(s)/task(s) asked for in the assignment.

Example: A student has been given an assignment to write a paper on an extended metaphor.  When the tutor asks the student to tell him about the metaphor he has chosen, the student admits to not knowing what a metaphor even is.  This is when the tutor would need to explain what the concepts in the assignment are prior to moving forward into building the composition by using strategies such as brainstorming and thesis building. 

5. Ask the tutee to explain the pertinent concepts needed to complete the assignment.  The goal of asking this is to determine where the student is in understanding the concepts so that the tutor can determine what information is missing from the student’s conceptual knowledge.
6. If the student is unable to explain the pertinent information, it is then the tutor’s goal to assist the student in learning, while trying not to correct or give the exact answers to the homework assignment.  To achieve this goal, a tutor must remember that not all students learn the same way.  Some students are visual learners, some tactile, while still others learn by hearing (Section VII.C).  The individual learning style of the student must be taken into account if a tutor is to be as effective as possible with the tutee.  The tutee should be engaged in the tutorial session, thereby becoming active participants in their learning.  The following is an accumulation of possible open-ended techniques, which may be applied to the tutorial sessions in order to help tutees become better students in writing, math, science, etc.
6a.
Encourage or ask tutees to break the task into what they perceive as manageable parts, then reinforce their attempts and help them refine their divisions.  If the assignment is a substantial one with a long-term time line, it may be helpful to students to create an agenda and timeline for completing the assignment.

6b.
Ask the tutee how he would initially approach the problem at hand and then help him/her revise this approach through open-ended questions so he/she 

can see alternate problem-solving techniques for solving the problem.

Example: In earth science, students may be asked to diagram and explain the rock cycle.  Rather than drawing the rock cycle for them and telling them what processes create each type of rock, the tutor can ask the student to tell him about each type of rock they have learned about.  The tutor can have the student write down the information as he is describing it to the tutee.  When the tutee has finished with his descriptions and names, the tutor can then ask the tutee to put the rocks in a cyclic order and have the tutee explain why he has chosen his particular order.
6c.
Encourage the tutee to address the assignment without over directing him/her.  Allow the student to begin the task, while you only respond to work being completed.  Comments and questions should be constructive and helpful, allowing the student to re-evaluate the task and methodology at hand.  Comments and questions should not be leading or critical.

6d.
Engage students in their learning by asking open-ended questions, asking students to read their written assignments aloud, and/or have students ask questions and take notes while they brainstorm solutions to questions posed in the assignment.

6e.
Near the end of the tutoring session, ask the tutee to summarize the material content of the session.  A possible approach to this may be to ask them what concepts were most important in understanding and completing the homework assignment.

6f.

When the tutoring session is completed, ask students to review the activities which led up to the understanding and completion of the work done in the tutoring session; i.e. what were the problem-solving skills that worked, how was the assignment broken up into manageable sections, how would the student approach the next piece of the assignment (if the entire assignment was not completed).  
6g.
Ask how the tutee intends to approach the rest of the assignment, or another assignment without the aid of a tutor.  If the assignment is a long-term one, have the student re-address the time-line and agenda set at the beginning of the session; i.e. is the amount of time set aside adequate for each task at hand, what will be the best strategy for locating information, and what should be completed prior to arriving at the next tutoring session.  
6h.
Arrange the next tutoring session and make an appointment.  
7. The following is a list of specific study-skills and tutoring techniques which have proved useful to tutors at the ULC:  
7a. 
Writing tutors often have the tutees read their paper/rough draft aloud so that tutees can hear what they have written.  This often allows the tutees to pick out mistakes on their own and also gives students an editing skill that they can apply outside of a tutoring session, thereby empowering them to help themselves with their own writing assignments.  
7b.
Tutors have found it effective to relate a specific concept to real-life situations, such as:  
(a) English tutors often have to help students with awkward phrasing in their papers.  To help correct awkward phrasing, an English tutor might ask students to say the phrase out loud as if they were speaking to someone.  The student can then hear the difference between their verbal communication of the idea and their written communication of the idea and better understand how to improve their phrasing.

(b) Science tutors can relate a common, everyday observance to a concept being learned; i.e. how stress affects blood flow and heart rate, students can relate to how they can feel their heart “racing” after strenuous exercise (a stress). 
(c) Math tutors can relate “theoretical” math concepts to everyday math application; i.e. if variables, such as x and y, are giving students a problems.  The tutor can relate it to spending money at the store.  For example, the tutor can ask, “If you have $10.00 and you have put $8.00 worth of groceries into your cart, how much money will you have left?”  Then, the math tutor can write out the algebraic equation to show how “x” fits into this scenario: $10.00 - $8.00 = x. The tutor can also show how the equation can be changed if the question is posed differently.  For example: “How much money was spent if you originally had $10.00 and the cashier gave you $2.00 change?” The equation would then be $10.00 – x = $2.00.

7c.
Teaching students how to create mnemonics is a good way to help them remember related or sequential material, for an exam.  An example from biology is: King Philip Came Over For Good Soup. Each of the first letters corresponds to the first letter of each level of organization for taxonomy, ordered from the broadest group to the most specific group: Kingdom, Phylum, Class, Order, Family, Genus, Species. 
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C. Learning Styles

Tutors should be aware of the fact that students have clear preferences for how they go about learning new material.  These learning styles are the individual’s preferred way of processing and retaining new information.  Some learners may express a preference for seeing something written or the need to hear something before they can know it.  Knowledge of these styles can help tutors realize that no one particular teaching method or strategy will work for all students, therefore tutors should not assume that there are right or wrong ways to learn.  Tutors must find the strategies that work for each particular tutee and adapt to the student’s learning style, in order to meet the student’s needs.  The following are suggestions for tutoring according to learning styles:  

1. Visual learning style: Use visual rather than purely textual presentations: charts, diagrams, pictures, and graphs.  For instance, when working with a text, point to passages while discussing them, or write them out.  Write in different colors for different kinds of materials.  Connect material visually, circling it or drawing arrows.  Try graphic getting-started strategies such as mapping or clustering, rather than purely textual strategies such as listing or thesis statements.  Have the writer make a chart, graph, or other record of the contents of your sessions.  
2. Auditory Learning style: Talk everything through.  When working with a text, read aloud as you look at it.  Discuss the major points of the draft or the reading assignment.  Suggest that the learner talk aloud to herself/himself as she/he writes or studies, tape recording classes and lectures if it is permitted.

3. Kinesthetic Learning Style: Kinesthetic learners learn through their fingertips and the rest of their bodies, so make the learning as physical as possible.  For starters, have the student write out everything.  Suggest that he/she recopy the text when changes are made.  Encourage the student to manipulate text physically.  For instance, let individual pieces of paper represent points to be made, then move them around to decide where they belong.  Use gestures instead of, or in addition to, writing and speaking.
4. Multi-Sensory Learning Style: Present information in as many ways as possible.  Do two things at once, a strategy that is effective regardless of an individual’s learning style.  Develop nonverbal systems if the verbal ones don’t work.  Use colors, gestures, or symbols to keep track of different ideas in your discussion.  
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D. Staff/Client Relationship

The ULC staff members are professionals who have committed themselves to the students’ success and well-being.  At all times, tutors must realize that due to the nature of their position, they have influence over students with whom they interact. Students may share personal information, which should remain confidential.  This professional relationship is built on trust and mutual goals. 
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E. Tutoring Strategies and Workshop Materials Handbook

This handbook contains a collection of tutoring strategies, cultural issues information, and workshop materials, which tutors can use for ideas and reference.  Tutors are encouraged to add information throughout their tutoring experience as a way to share with and help other tutors.  These include notes, printed information, worksheets, and techniques that have worked well for them, and they believe could be of value to other tutors.  The handbook is located in a bookcase in the main room of the tutoring lab.

	VIII: Tutoring the Non-native Speaker



A. Cultural Awareness and Respect 

If we are tutoring students from foreign countries, we should beware of cultural differences.  First of all, as we all know, or should know, no culture is better than any other.  We must give the same respect to every culture.  Because we, as tutors, meet many students from various countries and different cultures, we must be sensitive to these cultural differences.  
The meaning of, nonverbal behavior, such as “eye contact, facial expression, posture, gestures, and the use of time, space and territory” (Guffey, 2000, p81) could be easily misinterpreted by people from different cultures.  Certain gestures, regarded as a good sign in one culture, are sometimes extremely offensive in another.  For example, giving ‘thumbs up’ which means ‘good job’ or ‘good luck’ in American society is the same as giving ‘middle finger’ in Iran and Ghana.  In many Asian countries, people should not make direct eye contact when they talk, particularly to elders.  Also, Thai people do not like to be touched on their heads.  However, since it is almost impossible to learn and remember every gesture in each culture, we need to raise our multi-cultural sensitivity.  
Sometimes, it may be better to use verbal interaction rather than relying on nonverbal behavior.  We should be careful not to offend our tutees by our careless actions.  Conversely, we also should not be offended by our tutees’ actions.  Here are some suggestions from Guffey (2000) of what we should consider when we tutor non-native students:
Avoid judgementalism
This is the very basic notion.  No culture is superior or inferior, or be considered primitive, defective or undeveloped.  We should not judge which one is right or wrong.  
Speak clearly and use plain English

English is not their native language.  Do not assume that they can understand every word we say.  Avoid slang and uncommon idiomatic expressions as much as possible.
Encourage accurate feedback

Avoid general expressions, such as ‘do you understand it?’ Tutees may simply give a yes by saying, nodding or smiling even though they do not understand it.  Rather, ask concrete questions, such as ‘Then, could you use the word ‘perspective’ in another sentence?’ and so on.
Be supportive

Give positive feedback.  Listen without too many interruptions.
B. Cultural Contexts

The ways of thinking might differ in each culture.  Although it is not always true that people from the same culture think in the same way, still there are some noticeable tendencies which we should be aware of.  And having a better sense of these differences could help us to provide a more effective tutoring session.  Edward T. Hall’s (1990) cultural contexts would shed some light on this issue.  He categorizes cultures as high-context and low-context cultures (Figure 1). Individuals from high-context cultures depend more on non-verbal cues for communication.  They use fewer words to convey meaning.  On the other hand, low context culture people need to clarify their intention by saying it.  Therefore, high-context culture individuals might perceive that low-context culture people talk too much and even may feel they are rude.  Conversely, low-context culture persons may think that high-context culture people are so quiet and boring.  It is always good to encourage tutees to talk, but we must understand that some people prefer not to talk and enforcing them to speak would make a tutoring session threatening and ineffective.

Figure1


Lower Context
Higher Context
[image: image30.wmf][image: image31.jpg]Y




[image: image32.png]




German
American
Other
African
Arab

Swiss
Scandinavian
Australian    Northern      South
Southern
Asian


European     American
European

Low-context Cultures
High-Context Cultures

(Information must be provided
(Much information drawn from surroundings.

explicitly, usually in words.)
Very little must be explicitly transferred.)

- Less aware of nonverbal cues, environment and situation
- Nonverbal important

- Lack well-developed network
- Information flows freely

- Need detailed background information
- Physical context relied upon for information

- Tend to segment and compartmentalize information
- Environment, situation, gestures, mood all taken into account

- Prefer explicit and careful directions from someone 
- Maintain extensive information networks.

  who “knows”

- Knowledge is a commodity

C. Cultural Patterns of Written Discourse
Cultural differences also may affect the way people organize paragraphs.  Understanding the differences might help us understand how they organize written discourse.  According to Kaplan (1966) who broadly explains these differences, while English speakers are rather straightforward and come to their point from the beginning, Asian writers tend to avoid clear statements and circle around a topic.  Sometimes they may not even get to the point at the end, which may confuse English speaking readers.  Also, in the Romance languages, writers wander from the main point more often than English writers do.



Figure 2



Semitic
 Oriental
Romance
Russian

Needless to say, this diagram is not exhaustive.  People use different rhetoric in the same language.  Yet, understanding the general idea of these differences would help us understand their ways of organization.  Moreover, because writing discourse is generally a reflection of the way people think, being aware of these differences could help us to better communicate with tutees from different countries.  
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	IX: Appendices



Appendix A: Directories

1. Staff Directory
2. Tutor Subject List
3. List of Other Campus Tutoring


Appendix B: Forms

1. Employment Application

2. Request for Change in Schedule

3. Tutoring Agreement

4. Tutorial Record

5. Tutor Schedule

6. Tutee Evaluation

7. Tutoring Appointment Reminder

8. Workshop Evaluation Form

9. Sign-in and Sign-out Sheet

10. Collaborative Learning Weekly Roll Sheets

11. Student Assistant Timesheet

12. Tutor Observation Form

13. Tutee Sign-In Sheet

14. ALP Tutoring Record Sheet

15. Property Clearance Form

16. Student Questionnaire

17. Tutor Request Form

18. Appointment Book Scheduling Page

19. Availability for Finals Week
20. Reference Materials
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